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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 

Use of the Learner Guide 

There are five (5) modules in this Learner Guide. 

Skills Programme 5: The Business Environment 

U/S number Unit Standard name Level Cr 

8000  Apply basic business principles  Level 3  9  

7785  Function in a business environment  Level 3  4  

8420  Operate in a team  Level 2  4  

9960  Communicate verbally and non-verbally in the workplace  Level 3  8  

13933  Plan, monitor and control an information system in a business 

environment  

Level 3  3  

 

A specific goal is given for each lecture or theme. You will have to attain a number of objectives to attain the goal of 

 

 

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 Environment 

 

 

Module 6  Business Calculationd 

 

 

Module 2  Co-Ordination, bookings and business 

documents 

* 
You are here 
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A learner accredited with this standard will be able to understand and effectively apply basic business principles in 

order to improve productivity and efficiency of practice within the Freight Handling Environment.  

 

Unit Standard 8000 – Alignment Index 
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO 1 Utilise machinery, equipment, materials and time.  
AC 1 Demonstrate an understanding of the impact of quality customer service on profitability.  

AC 2 Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

AC 3 Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  
AC 4 Suggest methods to be used to combat cost overruns with respect to a given budget.  
AC 5 Explain how an individual`s actions impact on organisational profit and/or loss and cash flow.  
AC 6 Describe the impact of new technologies on the budget of an organisation.  

AC 7 Describe relationships between the stakeholders in a business and how that will impact on an organisations` success.  

SO 2 Identify and apply goals aligned to the work situation which reflect the organisational goals.  
AC 1 Demonstrate an understanding of the impact of quality customer service on profitability.  

AC 2 Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

AC 3 Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  
AC 4 Suggest methods to be used to combat cost overruns with respect to a given budget.  
AC 5 Explain how an individual`s actions impact on organisational profit and/or loss and cash flow.  
AC 6 Describe the impact of new technologies on the budget of an organisation.  

AC 7 Describe relationships between the stakeholders in a business and how that will impact on an organisations` success.  

SO 3 Maintain and enhance organisational image and customer service (both internal and external).  
AC 1 Demonstrate an understanding of the impact of quality customer service on profitability.  
AC 2 Generate and consider options and possibilities for improving the profitability of an operation within a simulated 

environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  
AC 3 Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  
AC 4 Suggest methods to be used to combat cost overruns with respect to a given budget.  
AC 5 Explain how an individual`s actions impact on organisational profit and/or loss and cash flow.  
AC 6 Describe the impact of new technologies on the budget of an organisation.  

AC 7 Describe relationships between the stakeholders in a business and how that will impact on an organisations` success.  

SO 4 Identify and anticipate customer`s requirements.  
AC 1 Demonstrate an understanding of the impact of quality customer service on profitability.  
AC 2 Generate and consider options and possibilities for improving the profitability of an operation within a simulated 

environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  
AC 3 Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  
AC 4 Suggest methods to be used to combat cost overruns with respect to a given budget.  
AC 5 Explain how an individual`s actions impact on organisational profit and/or loss and cash flow.  
AC 6 Describe the impact of new technologies on the budget of an organisation.  

AC 7 Describe relationships between the stakeholders in a business and how that will impact on an organisations` success.  

SO 5 Select and implement the most effective business solution.  
AC 1 Demonstrate an understanding of the impact of quality customer service on profitability.  
AC 2 Generate and consider options and possibilities for improving the profitability of an operation within a simulated 

environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  
AC 3 Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  
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AC 4 Suggest methods to be used to combat cost overruns with respect to a given budget.  
AC 5 Explain how an individual`s actions impact on organisational profit and/or loss and cash flow.  
AC 6 Describe the impact of new technologies on the budget of an organisation.  

AC 7 Describe relationships between the stakeholders in a business and how that will impact on an organisations` success.  

 

 

CRITICAL CROSS FIELD OUTCOMES 

UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems by taking proactive measures to prevent or eliminate problems that impact on 
organisation.  
 
UNIT STANDARD CCFO WORKING  
Demonstrate initiative in developing personal interactions with customers designed to enhance corporate 
image and quality of service, by working effectively with others and in teams.  
 
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information to make suggestions for business improvement.  
 
UNIT STANDARD CCFO DEMONSTRATING  
Demonstrate initiative in analysing impact of own actions (or lack thereof) on budget, by managing and 
organising oneself. 
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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:  

 

Apply basic business principles  

SAQA US 
ID 

UNIT STANDARD TITLE 

8000  Apply basic business principles  

ORIGINATOR ORIGINATING PROVIDER 

SGB Secondary Agriculture: 
Processing  

  

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 01 - Agriculture and Nature Conservation Secondary Agriculture  

ABET 
BAND 

UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular  Level 3  NQF Level 03  9  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2010-05-15  2012-06-30  SAQA 0480/09  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-06-30    2016-06-30    

 

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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A learner accredited with this standard will be able to understand and effectively apply basic business principles in order 
to improve productivity and efficiency of practice within the Freight Handling Environment.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

NQF 1 or General Education and Training Certificate.  

 

UNIT STANDARD RANGE  

The applied competence expressed in this standard will enable the learner to select and implement the most effective 
business solution/s to familiar problems within own operational environment, with partial responsibility for quality under 
limited guidance.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Utilise machinery, equipment, materials and time.  

OUTCOME NOTES  

Utilise machinery, equipment, materials and time allocated to the individual cost effectively and productively.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Demonstrate an understanding of the impact of quality customer service on profitability.  

 

ASSESSMENT CRITERION 2  

2. Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

 

ASSESSMENT CRITERION 3  

3. Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  

 

ASSESSMENT CRITERION 4  

4. Suggest methods to be used to combat cost overruns with respect to a given budget.  

 

ASSESSMENT CRITERION 5  

5. Explain how an individual's actions impact on organisational profit and/or loss and cashflow.  

 

ASSESSMENT CRITERION 6  
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6. Describe the impact of new technologies on the budget of an organisation.  

 

ASSESSMENT CRITERION 7  

7. Describe relationships between the stakeholders in a business and how that will impact on an organisations' success.  

 

SPECIFIC OUTCOME 2  

Identify and apply goals aligned to the work situation which reflect the organisational goals.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Demonstrate an understanding of the impact of quality customer service on profitability.  

 

ASSESSMENT CRITERION 2  

2. Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

 

ASSESSMENT CRITERION 3  

3. Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  

 

ASSESSMENT CRITERION 4  

4. Suggest methods to be used to combat cost overruns with respect to a given budget.  

 

ASSESSMENT CRITERION 5  

5. Explain how an individual's actions impact on organisational profit and/or loss and cashflow.  

 

ASSESSMENT CRITERION 6  

6. Describe the impact of new technologies on the budget of an organisation.  

 

ASSESSMENT CRITERION 7  

7. Describe relationships between the stakeholders in a business and how that will impact on an organisations' success.  

 

SPECIFIC OUTCOME 3  

Maintain and enhance organisational image and customer service (both internal and external).  

 
ASSESSMENT CRITERIA  
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ASSESSMENT CRITERION 1  

1. Demonstrate an understanding of the impact of quality customer service on profitability.  

 

ASSESSMENT CRITERION 2  

2. Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

 

ASSESSMENT CRITERION 3  

3. Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  

 

ASSESSMENT CRITERION 4  

4. Suggest methods to be used to combat cost overruns with respect to a given budget.  

 

ASSESSMENT CRITERION 5  

5. Explain how an individual's actions impact on organisational profit and/or loss and cashflow.  

 

ASSESSMENT CRITERION 6  

6. Describe the impact of new technologies on the budget of an organisation.  

 

ASSESSMENT CRITERION 7  

7. Describe relationships between the stakeholders in a business and how that will impact on an organisations' success.  

 

SPECIFIC OUTCOME 4  

Identify and anticipate customer's requirements.  

OUTCOME NOTES  

Identify and anticipate customer's requirements, and meeting those requirements within budget constraints.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Demonstrate an understanding of the impact of quality customer service on profitability.  

 

ASSESSMENT CRITERION 2  

2. Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

 

ASSESSMENT CRITERION 3  
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3. Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  

 

ASSESSMENT CRITERION 4  

4. Suggest methods to be used to combat cost overruns with respect to a given budget.  

 

ASSESSMENT CRITERION 5  

5. Explain how an individual's actions impact on organisational profit and/or loss and cashflow.  

 

ASSESSMENT CRITERION 6  

6. Describe the impact of new technologies on the budget of an organisation.  

 

ASSESSMENT CRITERION 7  

7. Describe relationships between the stakeholders in a business and how that will impact on an organisations' success.  

 

SPECIFIC OUTCOME 5  

Select and implement the most effective business solution.  

OUTCOME NOTES  

Select and implement the most effective business solution to problems within his/her own operational environment and 
level of authority.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Demonstrate an understanding of the impact of quality customer service on profitability.  

 

ASSESSMENT CRITERION 2  

2. Generate and consider options and possibilities for improving the profitability of an operation within a simulated 
environment, making recommendations on new methods and/or technologies which will enhance competitiveness.  

 

ASSESSMENT CRITERION 3  

3. Identify and explain methods for ensuring cost-effective utilisation of allocated resources.  

 

ASSESSMENT CRITERION 4  

4. Suggest methods to be used to combat cost overruns with respect to a given budget.  

 

ASSESSMENT CRITERION 5  

5. Explain how an individual's actions impact on organisational profit and/or loss and cashflow.  
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ASSESSMENT CRITERION 6  

6. Describe the impact of new technologies on the budget of an organisation.  

 

ASSESSMENT CRITERION 7  

7. Describe relationships between the stakeholders in a business and how that will impact on an organisations' success.  

 

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 accredited by the Freight 
Handling Chamber of the Transport SETA and/or relevant ETQA.  
 
3. Moderation of assessment will be done by the relevant ETQA at its discretion.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The learner can understand, explain and apply:  
 
1. Different business entities and the legal relationships and responsibilities that exist in such entities.  
 
2. The principles of supply and demand, and the effect of these principles on an organisation (e.g. remaining globally 
competitive).  
 
3. The relationship between "accountability" and "responsibility" in a corporate environment.  
 
4. The principles of profit and loss, and the factors which impact on this (e.g. interest rates, fixed costs).  
 
5. Availability and effectiveness of new technologies on the profitability of an organisation.  
 
6. Business ethics, a quality customer service and current labour legislation within an industry context and how this 
impacts on operations and profitability.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems by taking proactive measures to prevent or eliminate problems that impact on 
organisation.  
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UNIT STANDARD CCFO WORKING  

Demonstrate initiative in developing personal interactions with customers designed to enhance corporate image and 
quality of service, by working effectively with others and in teams.  

 

UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information to make suggestions for business improvement.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Demonstrate initiative in analysing impact of own actions (or lack thereof) on budget, by managing and organising 
oneself.  
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In any business it is important to build up a relationship between the business and its customers. Such a lasting and 

reliable relationship ensures that the customers know and get accustomed to the type and quality of service which 

they demand. When they then require that type of service, they will affiliate it with the particular organisation and 

return to it to get the service or products which they have a need for.  

 

This is important for the customer, but more so for the business. When customers are happy, they return more often 

and they are prone to tell others about the great service or products they receive from the business. This will entice 

more people to visit the business.  

 

Obviously, the more people that visit the business, the more trade the business 

has. The more trade, the better the business can perform and even, at some stage 

when they are too small to cater for all their customers, they can expand. 

Obviously, with expansion comes the addition of staff and the current staff 

can/may get promoted meaning an increase in salary as well as position. But none 

of this is possible if the business is not conducted ethically.  

 

When the staff or the business itself is unethical, the customers will lose trust in the 

organisation and no longer go there. So it is evident that a large part of the organisations’ continuous growth relies on 

its ethics.  

 

Added to the ethics of the business, there is also professionalism. The staff has to conduct themselves in a 

professional manner to ensure that they can offer the customers the best possible service. One must remember that 

the customer must be treated in such a manner where they feel welcome and important, but at the same time, the 

staff has to draw the line in their friendliness.   

 

Being friendly to the customers is important, but it is not the same as what one would be friendly to your friends at 

home of your spouse. When one is customer-friendly, it means that you always wear a smile on your face and that 

UTILISE MACHINERY, EQUIPMENT, MATERIALS AND TIME. IDENTIFY AND APPLY GOALS
ALIGNED TO THE WORK SITUATION WHICH REFLECT THE ORGANISATIONAL GOALS.
TIME: 120 MINUTES ACTIVITY: SELF & GROUP



SDA | MODULE 5 | STUDENT GUIDE 16 

 

you are always ready and willing to help the customers. No matter how bad a day you have had so far. You never 

show it to the customers.  

 

Part of being professional, means that the staff must be knowledgeable about the organisations’ products and 

services which they sell. You must be able to fluently answer any questions which the customer may have. This will 

put them at ease that you do actually know what you are doing and that you know and understand your products and 

services well. If you are able to give the customer and honest opinion about the items sold in your organisation, they 

will trust you and return for your service.  

 

Furthermore, the business itself has to be professional. The business must treat its staff correctly, honour the 

products and services they sell to the best of their ability as well as ensure that their customers get the best deal that 

they (the organisation) can possibly (and financially) offer. By honouring the guarantees, specials, advertisements and 

agreements between the business and its customers, the business builds up a professional appearance with its 

customers.  

 

This is vitally important to the customers, if they are going to honour their loyalty to the business. As part of the 

service which both the staff and the business render to their customers, the business has to identify the needs of their 

customers. This identification is vitally important to ensure that the customers’ needs are met.  

 

By knowing what your customers want and what they need to fulfil their requirements enables you to suggest and sell 

them exactly that. Selling the customers something that they do not need, will later become apparent to them, and 

they will no longer trust your judgement. This small case of mistrust will escalate and could evolve into a snowballing 

effect.  

 

The best method of identifying customer needs is by talking to them. Asking them questions and then making an 

assessment from that. Continuously asking them questions and introducing them to the benefits and features of the 

products that you have, can assist you in obtaining concurrence with the guests to what they need and how you can 

assist them with what you have to offer in your organisation.  

 

As explained previously, a vital component of staff professionalism is their knowledge of the products and services 

they are selling. The better they know and understand these items, the more educated their decisions will be when 

assessing and judging the needs and requirements of their customers.  

 

Staff must be provided with the latest training and information on the products and services their organisations have 

to offer, to ensure they can relate this information to the customers. After all, the staff is the last link between the 

organisation and its customers.  
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By making reference to previous models of equipment and explaining to the customers how the newer versions are 

more capable of outperforming the older models, the staff enables themselves to sell the newer products to the 

customers.  

 

When the staff has been trained on the latest technology and methods, they are able to provide the customers with 

better service because they are knowledgeable about newer methodologies and processes using better technology.  

 

This will also assist the staff in improving their service to the guests.  It is imperative that the staff make notes and is 

part of meetings relating to customer needs. This will enable the staff to share their knowledge amongst one another 

and explain to management what the newer trends are in the customer needs.  

 

When the sales staff of a large sporting goods retailer identifies a need amongst their customers for fishing 

equipment, their input in sales meetings can be noted by management. These notes can lead to management maybe 

trying a new product from their suppliers, which will lead to a larger range of goods in that department, an ultimately 

a larger variety for the customers. This input from sales level is vitally important.  
 

Management is a process whereby people in leading positions utilise human and other resources as effectively as 

possible in order to provide certain products and services, with the aim of fulfilling particular needs and achieving the 

stated goals of the organisation. The resources 

that are used are the so-called six M’s: 

 

 Man 

• Ensure staff is trained and 

developed. 

• Select the correct staff for the 

task. 

• Motivate staff to reach production 

targets. 

• Monitor staff performance and set 

goals. 

• Have clear objectives and set 

standards. 

• Ensure staff have clear roles and responsibilities. 

MACHINERY

MATERIAL
S

METHODS

MARKE
TS

MONE
Y

M
AN
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• Incentivise performance excellence. 

 

 Materials 

• Monitor usage . 

• Eliminate wastage. 

• Set guidelines for usage (e.g. using economic methods for printing, i.e. economic settings on PC). 

• Reuse materials where possible. 

 

 Machinery 

§ Train the staff to use their equipment effectively. 

§ Maintain the maintenance programs on equipment to ensure they are in working condition. 

§ Use equipment only for prescribed purposes. 

§ Use equipment rather than manual methods to speed up production or service delivery. 

 

 Methods / time 

• Identify and eliminate time wasters. 

• Plan projects and tasks carefully in advance. 

• Set long and short terms goals. 

• Plan activities daily and review progress towards goals. 

• Organise your office environment. 

• Use time management tools (lists, calendar, diary, schedules). 

• Discontinue low priority tasks. 

• Prioritize activities. 

• Set realistic time limits. 

• Control procrastination. 

 

 Money  

• Control money to ensure productivity thereof. 

• Use when required to upgrade or add resources to speed up production. 

 

 Markets 

• Explore markets to ensure maximum market exposure for products and services. 

• Do market training and research to ensure market is educated on your products and services for 

increased sales and income. 
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The combination of these makes it possible to deliver certain products or services that fulfil a specific human need, 

and in the process achieve the organisation’s objectives. Before managers can organise, lead or control they must 

make the plans that give direction and purpose to the organisation. The production / operations function is one of the 

main purposes of any organisation.  

 

Production and Operations Management entails: 

 Planning the production/operations system objectives and establishing courses of action, policies and 

procedures to achieve those objectives 

 Organising the human and capital resources to produce goods / services efficiently 

 Directing, leading and motivating staff to be productive 

 Monitoring and controlling performance of the production / operations system to ensure that organisational 

objectives are met.  

 

An organisation that produces goods or services may be viewed as a system with a set of related and interacting 

components that perform functions and have goals pertaining to the whole organisations’. These related components 

are called subsystems. Decisions made regarding one subsystem usually affects the other subsystems. Operations 

management activities include both decisions related to the design of the operations system and the decisions related 

to the operation and control of the system.  

 

Designing a System 

Designing an operations system involves making decisions about what, how many, how, where and who. 

 Product / Service Planning and Design – planning what output has to be produced involves marketing, 

finances and operations. 

 Capacity Planning – how much of the product or service has to be produced 

 Process Selection – determines how the products or the services will be produced 

 Layout Planning – how to arrange the physical facilities (productive facilities – work stations; non-productive 

– storage areas: support facilities – offices and restrooms) 

 Job Design – specifies the content and methods of work by individuals and groups in the system.  

 

Operations and control decisions involve scheduling and control of labour, materials and capital input to produce the 

desired quantity and quality of output most efficiently. Operations managers typically formulate plans that range from 

daily or weekly to yearly in outlook. The objectives of operations planning and control are to maximise customer 

service, minimise inventory investment and maximise system operation efficiency.  
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Let’s look at atypical workflow scenario in a kitchen. Remember, workflow and production planning are basically the 

same. Where the production plan will show the desired process and use of resources, the workflow will show what 

actually occurs and the role of each person in the company.  

Detailed scheduling specifies the quantity and type of items to be produced as well as how, when and where they 

should be produced for the next day or week. It involves the following: 

 Allocating orders, equipment and labour to work areas 

 Establishing a sequence for the work 

 Initiating work performance 

 Updating the status of the work 

 Revising schedules 

 

Materials Requirements Planning 

The master production schedule is the basis of the material requirements planning system. End products are 

analysed to determine the materials and parts needed to produce the product. The required quantity is then 

adjusted for materials and parts already on hand. Order time for the materials and parts still needed is calculated, 

incorporating lead time necessary to order the materials and receive them in sufficient time before the scheduled 

start of production.  

 

Inventory Planning and Control Systems 

The inventory includes raw materials, work in process, finished goods and supplies. An inventory planning and 

control system is a set of policies and decision-making rules maintaining these items at desired levels.  

 

Quality Control 

When output that does not conform to specifications is 

identified and corrective action is taken.  

Organising 

Organising is the detailing of all the work that must be 

done to reach the organisations goals and dividing the total 

workload into activities that can be performed by one person or a group of people.  
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It also involves the aggregation of work (departmentalisation), co-ordination of work and monitoring and 

reorganising to increase the effectiveness.  

 

Division of work – no one person is physically able to perform all the operations in most complex tasks, nor can 

one person acquire all the skills needed to perform the various tasks that make up a complex operation. So, to 

carry out tasks requiring a number of steps, it is necessary to divide the task among a number of people. Such 

specialised division of work allows people to learn skills and become expert at their individual job functions.  

 

The functional organisation structure is the most common way of grouping activities together. These categories 

must, as far as possible, make equal demands concerning expertise, training and other characteristics required for 

the performance of work, so that specialisation can be obtained. These activities must be grouped in such a way 

that if each worker in the different units does his allocated tasks, the co-ordinated total effort will ensure the 

realisation of the organisation’s mission.  

 

Scheduling 

Having determined the sequence in which work is to be taken on, some operations require a detailed time table 

showing at what time or date jobs should start and when they should finish. This is known as a time schedule. The 

scheduling activity is one of the most complex tasks in operations management. Firstly, schedulers must deal with 

several different types of resources simultaneously.  

 

Machines will have different capabilities and capacities. Staff will have different skills. More importantly the 

number of possible schedules increases rapidly as the number of activities and processes increases. Even when an 

operation is designed and its activities planned and controlled, the operations managers’ task is not finished. All 

operations, no matter how well managed, are capable of improvement. 

 

Time Management 

Time is a scarce and unique resource; once it is wasted it can never be replaced. Time can never be saved or 

stored. Time must be used effectively and efficiently. In contrast with resources such as money, labour, 

technology, time has been allocated in equal quantities to all managers. The difference in managers lies in the way 

in which the allocated time is utilised. Research has shown that 90% of managers do not pay attention to effective 

utilisation of time.  

 

Specific time wasters include: 

• The telephone – incoming calls should be screened, discussions on the phone should be short. 
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• Mail – set aside for a specific time allocated to if 

• Interruptions – telephone, unscheduled visits and meetings 

• Meetings – follow the agenda, avoid unnecessary meetings 

• Open-door policy – leads to socialising instead of being productive 

• Procrastination – putting things off 

 

Tasks must be classified into: 

Priority 1è Tasks that is important and urgent 

Priority 2è Tasks that is important but not urgent 

Priority 3è tasks that is urgent but not important 

Priority 4è tasks that is neither important nor urgent 

 

Optimise the Use of Resources 

Materials 

 Plan orders in advance to ensure that there are always enough materials for the tasks. 

 Use the JIT (Just in Time) system when ordering perishable goods. 

 Keep strict controls on storage areas. 

 Only have one person in charge of the storage areas. 

 Issue materials once a day / week. 

 Staff must be trained to use materials – so that there is no unnecessary waste. 

 Use the best materials for the job. 

 Keep inventory materials for all production requirements. 

 

People 

 Staff must “buy-in” to the objectives of the organisation – they must believe in the same qualities. 

 Provide incentives to the staff. 

 Provide training & development for the staff. 

 Ascertain what motivates each member of staff. 

 Measuring the workplace morale of the staff must be an ongoing process. 

 Encourage staff to participate in the decision-making process – they feel more involved in the company. 

 Praise work that is well done, in public – always follow up a verbal “thank you” with a written note. 

 Encourage staff to perform well by setting high, but realistic goals. 

 Ensure that job descriptions offer a wide range of stimulation and variation. 

 Be firm but fair when drawing attention to error in staff performance. 
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 Find the root cause of repeated complaints and eradicate it quickly. 

 Communicate effectively – it should be very clear to all staff exactly what the objectives are and each staff 

member must know what the expected standard of performance is for them. 

 Use the correct staff for various tasks – they must have the necessary skills, knowledge and interests in 

doing those tasks. 

 Check with staff where they would prefer to work and give them a detailed job description and schedule. 

 Treat all the staff equally and fairly, as what you would have them treat you. 

 Take an interest in your staff. 

 Delegate responsibilities to those staff that are capable of managing tasks effectively. 

 Do staff appraisals to determine where the gaps are, encouraging staff to make suggestions and 

contributions. Teach staff how to use time effectively and how to prioritise their tasks. 

 

Time 

 Work according to the schedules. 

 Do not procrastinate. 

 Do not spend time in unnecessary meetings. 

 Have dates and times set for the completion of all tasks. 

 Staff must learn to prioritise their tasks. 

 Staff must learn to do the urgent and important tasks when they are at their peak. 

 The less important tasks should be done when they are at “lows”. 

 Break large tasks down into smaller achievable and measureable chunks. 

 Set realistic deadlines. 

 Staff must learn to organise their workspace efficiently. 

 Staff must keep up-to-date. 

 Keep phone calls as short as possible. 

 Make use of technology to speed up the tasks. 

 It is very important to schedule break times for the staff. 

 Maintain high expectations and people will live up to them. 

 Learn to delegate effectively. 

 Visit colleagues only when you have more than one issue to 

discuss. 
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HE VARIOUS STAKEHOLDERS AND THEIR ROLES IN AN ORGANISATION 

A corporate stakeholder is a party who affects, or can be affected by, the company's actions. The term and 

function has gained wide acceptance in business practice and in theories relating to strategic management, 

corporate governance, and business purpose.  

 

Stakeholders are groups of people who have an interest in a business organisation, whether they are internally 

involved in the organisation or if they are externally involved in the organisation. Any involvement in an organisation, 

they are known as stakeholders. Some of these people could even be classified as both internal and external, 

depending on their relationship with the organisation. Let’s look at some examples of stakeholders as well as their 

positions in companies, below: 

 

 Owners of companies are mostly internal stakeholders as they form an 

integral part of the organisation. They are responsible for the general 

direction, growth and executive management of the organisation. Their input 

and management of the organisation determines whether the organisation 

will continue to survive and be profitable to the investors and other 

stakeholders. The number of owners and the roles they carry out differ 

according to the size of the firm. In small businesses there may be only one owner (sole trader) or perhaps a 

small number of partners (partnership). In large firms there are often thousands of shareholders, who each 

own a small part of the business. 

 

 Shareholders are mostly internal stakeholders as they have loyalty to the organisation because their interest 

in the organisation is in the form of their capital which they have invested in the organisation. The better the 

organisation performs, the more attractive the growth in shares will be, thus attracting more shareholders. 

The more shares the organisation sells, the more capital it gains, giving it the opportunity to grow even more.  

T 

MAINTAIN AND ENHANCE ORGANISATIONAL IMAGE AND CUSTOMER SERVICE

TIME: 45 MINUTES ACTIVITY: SELF & GROUP
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 Managers are mostly always internal stakeholders in 

organisations as their role in the organisation is one of either the 

day-to-day- or staff management of the organisation. The better 

they perform their roles and responsibilities, the higher the profit 

margin of the organisation as well as the employee satisfaction. 

When these items are at their optimum levels, the organisation 

usually performs very well. Managers are responsible for the 

following functions in the organisation: organising, making decisions, planning, control and they are 

accountable to the owner(s). 

 

 Staff or employees (also known as organised labour) are internal as 

they function internally in the organisation performing the tasks 

required to keep the organisation functioning and profitable. By 

making the organisation one of high regard, thus creating a need 

with prospective employees to want to work at the organisation, 

the organisation is able to attract the services of top employees to 

enhance their workforce. A business needs staff or employees to 

carry out its activities, employees agree to work a certain number of hours in return for a wage or salary, Pay 

levels vary with skills, qualifications, age, location, types of work and industry and other factors. 

 

 Customers are external stakeholders to the organisation as 

they do not function in the organisation, yet their roles are 

of extreme importance. Without the customers buying the 

products of the organisation, or the organisations 

understanding and meeting the needs of their customers, 

they will fail to make a profit or, indeed, survive.  

 

 Suppliers are external stakeholders as they do not function within an organisation, although they form an 

integral part of the organisation by providing it with the necessary good or products. By ensuring that the 

organisation has a set base of suppliers who continuously supplies it with products of the highest quality, the 

organisation can produce its goods to its’ set standards. Businesses should have effective relationships with 

their suppliers in order to get quality resources at reasonable prices. This is a two-way process, as suppliers 

depend on the firms they supply.  
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 The community is an external stakeholder as they do not 

function within the organisation but they may have a say 

in the operations of an organisation. When there is an 

environmental matter that must be adhered to and the 

community in close proximity of the organisation can/will 

be affected, they will have a say in the outcome thereof. 

Firms and the communities they exist in are also in a two-

way relationship. The local community may often provide 

many of the firm’s staff and customers. The business often 

supplies goods and services vital to the local area, but at 

times the community can feel aggrieved by some aspects of what a firm does, such as high noise levels or 

pollution.  

 

 Governments are external stakeholders in organisations as they govern the applicable laws to which the 

organisations have to adhere to in their trade relations. Organisations talk to governments on issues such as 

health, food and agriculture policies, helping to deliver healthy and educated communities. Economic 

policies affect firms’ costs (through taxation and interest rates. Legislation regulates what business can do  

in areas such as the environment and occupational safety and health. Successful firms are good for 

governments as they create wealth and employment in the countries.  
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Let’s take a closer look at the different types of businesses there are, each one has different applications and specific 

requirements. Although such differences exist between these various types of businesses, it is very important that we 

understand how we should deal with each on a corporate level to maintain and promote a successful business 

relationship.  

Let’s have a closer look...  

 

 

 

 

 

Company (PTY 

Ltd) 

The company (which functions under Act 61 of 1973, as amended) may be considered as a more advanced form of 

ownership that eliminates the disadvantages of the sole proprietorship, partnership and close corporation, especially 

regarding unlimited liability and the possibilities to acquire capital. In South Africa two types of profit-seeking 

companies are found, namely the private and the public company. The most important differences between these two 

business forms are briefly summarized below: 

 Private Company  Public Company 
Number of members 
(Shareholders) 

Between one and 50 At least seven 

Directors At least one At least two 
Shares May not be offered to the 

general public 
May be offered to the general 
public 

Transferability of shares Limited, may occur only with the 
consent of the board of directors 

Freely transferable 

Name Ends with: (Pty.) Ltd. Or 
Proprietary (Limited) 

Ends with: Ltd. Or Limited 

Legal requirements and 
limitations 

Subject to less requirements and 
limitations 

Subject to numerous 
requirements and limitations 

 

 

TH E D I F F E R E N T T Y P E S O F BU S I N E S S E S
TIME: 30 MINUTES ACTIVITY: SELF & GROUP

FORMS OF ENTEPRISES

SOLE
PROPRIETOR PARTNERSHIP CLOSED

CORPORATION COMPANY
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Closed Corporations (CC)   -  You can no longer register a CC 
This type of business provides a simple, flexible, inexpensive and legal business structure for up to ten natural persons 

involved in business together. 

A closed corporation may not have more than ten members and must be registered with the Registrar of Closed 

Corporations in Pretoria. 

A closed corporation is seen as a legal person who can enter into contracts, operate a bank account, own property, sue 

or be sued in court. 

Certain registration and formation formalities as laid down in the Closed 

Corporations Act need to be completed before it is recognized. A closed 

corporation continues to exist until it is wound up or reregistered in terms of 

the Act. 

A closed corporation is formed and owned by its members, but it exists 

independently of them. Therefore, it continues to be a legal person even if 

membership changes or if all the members die.  

 

Only law, in terms of the Act, can do Establishment, existence or termination. 

A closed corporation is owned and managed by its members; each has an interest (a percentage) in the business and 

this must always add up to 100 percent. A company, corporation or trust may not be a member of a closed 

corporation. 

 

Partnerships 

This is a particular type of business association concluded between people who intend making and sharing profits. A 

partnership is not a legal person. The rights, duties and liabilities of a partnership bind the individual partners. In case 

of insolvency, a partnership estate may be sequestrated as it is then recognized as having a separate existence. If a 

partnership is sequestrated due to insolvency, the estates of all the partners are simultaneously sequestrated.’ 

 

Partnerships have a minimum of two and a maximum of 20 partners. However, certain professional partnership may 

have more partners. A partnership is managed according to the agreement between the partners. Each partner is an 

agent of the partnership and thereby binds all other partners. Partners are jointly and severally liable for partnership 

debts. 

 

C 
C
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If you enter a partnership, it is always advisable to have a properly worded agreement drawn up by an attorney and 

signed by yourself and your partner. Among other things, the agreement should stipulate the action that needs to be 

taken if one of the partners should die or if the partnership should be dissolved. 

 

Sole Proprietor  

Only one person owns this type of business; there are no partners or co-owners. 

In this form of business there is no need for formal registration, administration or termination; no statues regulate 

sole owners and no documentation needs registering 

You do not necessarily have to carry on business alone and may employ people to manage or help you run the 

business. 

If your business becomes insolvent, it means that you will personally become insolvent. 

 

Advantages of Franchising 

 The chances of success are far greater because the franchisor can provide goods (or services) to the franchisee 

more cheaply than in the case of an independent business.  

 The franchisor obtains bigger discounts by buying in bulk for his outlets 

 The franchisee sets up a business with a product or service which has an existing or acceptable image.  

 Customers know the business, even if the outlet is new 

 An accepted image (brand) often takes years to build up, while a franchise business has this image (brand) 

from the start 

 Most franchisors offer franchises a complete package which includes an operations manual, an accounting 

system, marketing assistance (including advertising and promotional aids) assistance with the design of the 

outlet as well as staff selection and training.  

 Franchisees can look to the franchisor for any management advice, on an ongoing basis, because it is in the 

franchisor’s own interest to ensure the success of every franchised outlet.  

 

Disadvantages of Franchising 

 The franchisee normally enjoys selling rights which are restricted to a particular area only 

 Franchising demands strict controls by the franchisor in order to maintain uniform quality standards and 

cleanliness 

 Disadvantages may develop if the franchisee becomes too dependent on the franchisor 

 It does cost money to buy a franchise; initial franchise fees as well as ongoing royalty fees are charged.  

 Notes: 
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ntroduction 

Supply and demand describe the market relations between prospective sellers and buyers of goods. In order to 

effectively understand the concepts of supply and demand, we are going to have a closer look at a Model often 

used to present supply and demand statistics. 

 

 The supply and demand model used in supply and demand studies determines price and quantity sold in the market. 

The model is fundamental in microeconomic analysis of buyers and sellers and of their interactions in a market. It is 

also used as a point of departure for other economic models and theories.  

 

The model predicts that in a competitive market, price will function to equalize the quantity demanded by consumers 

and the quantity supplied by producers, resulting in an economic equilibrium of price and quantity. The model 

incorporates other factors changing such equilibrium as reflected in a shift of demand or supply. 

 

Model A: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

I 

S U P P LY A N D D E M A N D
TIME: 45 MINUTES ACTIVITY: SELF & GROUP
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Model Description: 

The price P of a product is determined by a balance between production at each price (supply S) and the desires of 

those with purchasing power at each price (demand D). The graph depicts an increase in demand from D1 to D2, along 

with a consequent increase in price and quantity Q sold of the product. 

 

Strictly considered, the model applies to a type of market called perfect competition in which no single buyer or seller 

has much effect on prices and prices are known. The quantity of a product supplied by the producer and the quantity 

demanded by the consumer are dependent on the market price of the product. The law of supply states that quantity 

supplied is related to price. It is often depicted as directly proportional to price: the higher the price of the product, 

the more the producer will supply. 

 

Model B:  

The intersection of 

supply and demand 

determines equilibrium price 

and quantity. The laws of 

supply and demand state 

that the equilibrium 

market price and 

quantity of a commodity is at 

the intersection of 

consumer demand and 

producer supply. Here 

quantity supplied equals 

quantity demanded (as in the 

enlargeable Figure), that is, 

equilibrium.  

Equilibrium implies that price 

and quantity will remain there 

if it begins there. If the price 

for a good is below equilibrium, consumers demand more of the good than producers are prepared to supply. This 

defines a shortage of the good. A shortage results in the price being bid up. Producers will increase the price until it 

reaches equilibrium. Conversely, if the price for a good is above equilibrium, there is a surplus of the good. Producers 

are motivated to eliminate the surplus by lowering the price. The price falls until it reaches equilibrium. 



SDA | MODULE 5 | STUDENT GUIDE 32 

 

 

 

 

 

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 understand basic business principles in order to improve productivity and efficiency of practice. 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
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 5 | US 7785   FUNCTION IN A BUSINESS 

ENVIRONMENT 
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UNIT STANDARD 7785 
SO / AC CRITERION 

SO 1 Describe safety principles for general operation of electrical equipment 

SO 2 Describe various filing systems (Index, alphanumeric) 

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

SO 4 Describe the extent of own responsibility in the office 

SO 5 Explain the importance of being sensitive to other people's needs and cultures 

SO 6 Describe issues requiring confidentiality and explain the importance of 
maintaining confidentiality around each issue 

SO 7 
Decide how one can contribute to the overall effectiveness of the team. (Given a 
particular team of people, decide how one can contribute to the overall 
effectiveness of the team) 

SO 8 Decide how work should be prioritised (Given a particular workload, decide how 
work should be prioritised and give reasons for making the decision) 

SO 9 Operate office equipment effectively (Fax, Photocopier, Switchboard) 

SO 10 Maintain the security surrounding documentation and equipment and give reasons 
for doing so 

SO 11 
Describe the range of consumables which may be replenished (Given a specific 
piece of office machinery, describe the range of consumables which may be 
replenished and replenish where necessary) 

SO 12 
File documents using a recognised filing system and ensure they are easily 
accessible to all persons needing access, while securing them against unauthorised 
access 

SO 13 Site examples of situations where it is acceptable to deviate from establishment 
procedures and give reasons why 

SO 14 Analyse and distribute business information, ensuring that individual needs are met 
(Faxes and messages) 

SO 15 Make arrangements to repair equipment that is not in good working order 
SO 16 Suggest ways one would learn how the technology operates (Given new technology in 

the workplace, suggest ways one would learn how the technology operates) 
SO 17 Develop a strategy for maintaining the office equipment 
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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:  

 
Function in a business environment  

SAQA US ID UNIT STANDARD TITLE 

7785  Function in a business environment  

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  4  

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

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

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

 

Specific Outcomes and Assessment Criteria:  
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SPECIFIC OUTCOME 1  
Describe safety principles for general operation of electrical equipment.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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  
Describe various Filing systems.  
OUTCOME RANGE  
Index, alphanumeric.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner's ability to meet the outcomes.  
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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  
Explain the importance of all staff understanding the function and use of office equipment.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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  
Describe the extent of own responsibility in the office.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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  
Explain the importance of being sensitive to other people's needs and cultures.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 6  
Describe issues requiring confidentiality.  
OUTCOME NOTES  
Describe issues requiring confidentiality and explain the importance of maintaining confidentiality around each issue.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
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ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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  
Decide how one can contribute to the overall effectiveness of the team.  
OUTCOME NOTES  
Given a particular team of people, decide how one can contribute to the overall effectiveness of the team.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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.  

 



SDA | MODULE 5 | STUDENT GUIDE 40 

 

SPECIFIC OUTCOME 8  
Decide how work should be prioritised.  
OUTCOME NOTES  
Given a particular workload, decide how work should be prioritised and give reasons for making the decision.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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  
Operate office equipment effectively.  
OUTCOME RANGE  
Fax, Photocopier, Switchboard.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner's ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  This unit can be assessed by a combination of observation, questioning and testimonies from third parties, but the 
emphasis is to be on observation.  
•  Observation must occur for at least 2 of the following types of equipment. (Fax, Photocopier, Switchboard). The 
remaining equipment types may be assessed using any other assessment method. The unit must be assessed in 
conjunction with at least one other unit standard that deals with team-work or communication.  
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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 10  
Maintain the security surrounding documentation and equipment and give reasons for doing so.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 11  
Describe the range of consumables which may be replenished.  
OUTCOME NOTES  
Given a specific piece of office machinery, describe the range of consumables which may be replenished and replenish 
where necessary.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  
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ASSESSMENT CRITERION 2  
2. Evaluate the learner's ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  This unit can be assessed by a combination of observation, questioning and testimonies from third parties, but the 
emphasis is to be on observation.  
•  Observation must occur for at least 2 of the following types of equipment. (Fax, Photocopier, Switchboard). The 
remaining equipment types may be assessed using any other assessment method. The unit must be assessed in 
conjunction with at least one other unit standard that deals with team-work or communication.  

 
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 12  
File documents using a recognised filing system.  
OUTCOME NOTES  
File documents using a recognised filing system and ensure they are easily accessible to all persons needing access, 
while securing them against unauthorised access.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 13  
Site examples of situations where it is acceptable to deviate from establishment procedures.  
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OUTCOME NOTES  
Site examples of situations where it is acceptable to deviate from establishment procedures and give reasons why.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 14  
Analyse and distribute business information, ensuring that individual needs are met.  
OUTCOME RANGE  
Faxes, messages.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner's ability to meet the outcomes.  
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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 15  
Make arrangements to repair equipment that is not in good working order.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 16  
Suggest ways one would learn how the technology operates.  
OUTCOME NOTES  
Given new technology in the workplace, suggest ways one would learn how the technology operates.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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 17  
Develop a strategy for maintaining the office equipment.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create environments in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)  

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

 
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.  
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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 WORKING  
Work effectively with others:  
 
•  Given a particular team of people, decide how one can contribute to the overall effectiveness of the team.  
•  Site examples of situations where it is acceptable to deviate from establishment procedures and give reasons why.  
•  Analyse and distribute business information, ensuring that individual needs are met.  
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istorically, the office has been considered a 

relatively safe and healthy place to work. 

Increasingly, however, office workers have 

expressed concerns about the office environment and 

their working conditions. These concerns are also 

reflected in complaints of discomfort, anxiety, irritation 

and general job dissatisfaction and can be measured in 

terms of sick leave, absenteeism and job turnover. This 

industry guide discusses major areas of concern related 

to health and safety in the office. 

 

Accidents that occur in offices are frequently due to poorly designed office environments and improper office 

procedures. The rate of office accidents declines when office workers are informed of potential hazards and safe work 

practices. Training regarding general safety precautions for work in an office reduces both the number and severity of 

accidents. 

 

Office workers are increasingly sensitive to the effects of computer video display terminals (VDTs) upon their health 

and safety. Individuals who use computers with VDTs commonly report stress-related and musculoskeletal dis-orders. 

If such disorders are to be reduced, computer workstations must accommodate the needs of office workers. 

 

Concern over air quality in offices has generated various health-related symptoms that are known collectively as the 

“sick building syndrome.” Indoor air pollution and inadequate ventilation are presently subjects of intense study.  

 

The ambience of interoffice surroundings has caused problems for office workers. Such factors as improper 

temperature, inadequate humidity, and even colours of walls and furnishings are now known to be sources of 

discomfort. These are situations that should be considered in creating a safety, healthful and efficient office 

environment. 

 

H 

SA F E T Y A N D S E C U R I T Y I N T H E O F F I C E
TIME: 240 MINUTES ACTIVITY: SELF & GROUP
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General Office Safety 

Concern for safety is not a typical concern for the office worker because the office is not generally perceived as a 

hazardous environment. As this industry guide shows, potential safety hazards do exist in the office and, if not 

corrected, can result in decreased productivity and possible serious injury. 

 

Types of Office Accidents 

The most common office accident is falling. Falls account for the greatest number of disabling injuries. They result in 

the most severe injuries and the highest percentage of lost workdays due to such injuries. Falls from chairs occur when 

workers lean back to tilt their chairs, place their feet on a desk, sit down without looking, and rise from or move 

around in a chair.  

 

Falls on stairs also occur, but more precaution is usually exercised on stairs because the fall hazard they pose is 

recognized. Slips, trips and falls can result from poor housekeeping such as wet surfaces, electrical cords improperly 

placed and walkways obstructed by trash. Falls also occur when workers stand on chairs or other office furniture to 

reach elevated objects.  

 

Injuries from strain and overexertion frequently occur when office workers attempt to move or improperly lift heavy 

objects. Office workers sustain muscular and back injuries by carrying or moving books, office furniture, equipment 

and supplies without assistance. They may exacerbate such injuries by the stretching, twisting and bending required by 

the office routine. 

 

Office workers are injured when struck by objects. File drawers may fall from the cabinet when pulled too far, 

typewriters can fall from a rolling table, or doors opened from the side opposite the worker may strike the employee. 

Similarly, injuries occur when workers strike objects. Employees bump into doors and desks. File cabinets 

inadvertently left open are a source of injury. 

 

Infectious cuts are caused by sharp objects normally found in office environments, such as staples and pens. Fingers 

can get caught under the knife edge of a paper cutter. 

 

Office Hazard Control 

The process for controlling hazards in the office is similar to that for controlling hazards in industrial settings. The 

preferred means of hazard control is to eliminate the hazard (engineering controls). Another means is minimizing 

exposure to the hazard (administrative controls). Office-related hazards are controlled by carefully considering the 

office environment and by following office safety procedures. 
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Office Environment 

The layout of an office should incorporate the principles of work flow, taking into consideration safety and health, 

efficiency, and convenience. The OHS information covers specific requirements for stairways, exits, and doors. For 

example, handrails for stairs are required to be located 1.25m above the tread surface. 

 

Standards enforced under the Occupational Health and Safety Act also address stairs. Generally speaking, enclosed 

stairways with four or more risers and less than 1.30 meters wide require a handrail on one side. Enclosed stairways 

wider than 1.30 meters require a handrail for both sides. Regardless of stair width, there must be a stair railing for 

each open side. An intermediate stair railing is required for stairs wider than 2meters. 

 

Doors that open into a passageway can pose a hazard to oncoming traffic. Guardrails can be used to minimize that 

hazard or the floor can be painted to mark the swing area. Exits should be unobstructed and well illuminated. 

Emergency lighting is required for exit hallways or paths. 

 

Inadequate illumination caused by glare or shadows that interfere with vision can contribute to accidents. Illumination 

levels should be consistent to reduce visual fatigue created when one moves from bright surroundings into dark ones. 

The office layout should not require employees to face windows, unshielded lamps or other sources of glare. 

 

Electrical appliances such as coffee makers, radios and lamps can become sources of fire or electrical shock. 

Appliances should be equipped with electrical plugs that have a ground prong, or the appliance should be marked 

“double insulated” by the manufacturer. 

 

Electrical extension cords must never be used as a substitute for permanent wiring. When extension cords are a 

temporary necessity, they should be taped down, clipped to the back of desks or covered with a rubber passageway if 

they cross the floor. 

 

All fuses and circuit breakers must be identified. This is easily accomplished by placing a label on each fuse or circuit 

breaker switch and a corresponding label on each receptacle and light switch. This practice will reduce the time 

needed to identify a specific fuse or circuit breaker when there is a need to turn it off. 

 

Floor surfaces should have a slip-resistant finish. Tripping hazards can be minimized by immediately replacing 

defective tiles and carpet or worn floor mats. Slip-resistant floor wax can give polished floors a higher coefficient of 

friction. 
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Floor mats and runners offer a more slip-resistant protection for stairways or lobby entrances. Offices should have an 

area specifically designed for storing supplies. Materials should be neatly stacked in stable piles with the heaviest 

pieces on the bottom. Office equipment should not be placed on the edge of a table or desk. 

 

Office Safety Procedures 

Following safe work procedures in the office can prevent many accidents. Running in offices must be prohibited. 

Those walking in a passageway should keep to the right. Accidents result when persons stand in front of doors, so 

employees should stand clear of the door swing path. Employees should not attempt to carry stacks of materials that 

are high enough to obstruct vision. If an elevator is available, it should be used instead of carrying stacks of material up 

flights of stairs. Proper attention should be given to the act of ascending or descending stairs. Stairways should not be 

areas for congregation. Those using the stairs should not crowd or push.  

 

Falls on stairs occur when people are distracted through conversation or by turning to another person while 

descending. Individuals should not stand near doors at stairways. Fall hazards can be prevented through good 

housekeeping in the office. Spilled liquids should be cleaned up promptly, and loose objects and broken glass should 

be removed when first noticed.  

 

Broken glass should be immediately vacuumed or swept and the fine pieces should be picked up with a damp cloth. 

Poor sitting habits can also lead to falls. Rolling in one’s chair across the floor, leaning sideways in a chair to pick up 

objects from the floor, and leaning back in the chair with feet on the desk are excellent examples of poor office safety 

procedures. Filing cabinets can be a major cause of accidents and should be used with care. When using filing cabinets, 

follow these safety tips: 

• Close all file drawers immediately after use. 

• Close the file drawer with the drawer handle and not using feet. 

• Open only one file drawer at a time to avoid toppling the cabinet. 

• Never leave an open drawer unattended and never open a drawer if someone is underneath it. 

• Never climb on open file drawers. 

• Remove small stools (used to access upper file cabinet drawers) from passageways and safely store them. 

• Wear finger guards to avoid paper cuts. 

 

Other unsafe office procedures include storing pencils with points upward, placing scissors or knives with the point 

toward the user, using paper cutters without proper guards, and placing glass objects on a desk or table edge. 

Employees using lounges and eating areas should follow good housekeeping and safe operating procedures to prevent 

exposure to microwaves and burns from hot plates and coffee makers. 
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Emergency Action Plan 

As a general recommendation, employers should develop an emergency action plan to address emergencies that the 

employer can expect in the workplace. Examples of such foreseeable emergencies are fire, toxic chemical releases, 

hurricanes, tornadoes, blizzards and floods. 

 

Some of the key components of an emergency action plan are the following: 

• Emergency escape procedures and escape routes for employees to follow in the event of an emergency. These 

procedures should include floor plans that indicate the appropriate evacuation routes. 

• How to account for all employees following evacuation 

• The rescue and medical duties for those employees, if any, who are to perform them 

• The preferred means of reporting fires and other emergencies 

• Names or regular job titles of people responsible for the emergency action plan 

 

Employers are required to have both an emergency action plan and a fire prevention plan when portable fire 

extinguishers are provided, even though they are not intended for employee use. The elements of a fire prevention 

plan are: 

• Identification of the major workplace fire hazards and their proper handling and storage 

• Potential ignition sources (e.g., smoking) and their control procedures and the type of fire protection 

equipment or systems that can be used to control a fire 

• Names or regular job titles of personnel responsible for fire suppression equipment or systems 

• Names or regular job titles of personnel responsible for controlling fuel source hazards 

 

Indoor Air Pollution 

Our awareness about indoor air quality has increased in recent years. Energy conservation programs spawned by 

world oil shortages resulted in changes to building design and operation. Buildings have been sealed and ventilation 

rates reduced in an effort to prevent the infiltration of un-tempered outside air (hot, humid air in the summer and 

cold, dry air in the winter).  

 

These changes were made to reduce operating costs but have had a negative impact on indoor air quality. Indoor air 

quality problems are generally classified as “sick building syndrome” (SBS) or “building-related illness” (BRI).  

 

Conditions associated with sick building syndrome are not easily traced to a specific substance, but are usually 

believed to result from some unidentified contaminant or combination of contaminants. 
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ffice Ergonomics and Computer Station Design 
In today’s office work environment, personal desktop and laptop computers are as commonplace as 

the office desk itself. A poorly designed computer workstation and work habits can lead to discomfort 

and, if continued, can result in chronic pain. By applying sound ergonomic principles, these problems 

can be avoided. 

 

Ergonomics is the study of how people, their equipment, tools and the environment work together. In the workplace, 

the goal of ergonomics is to adapt the environment to ensure worker productivity, comfort and safety. The word 

“ergonomics” is derived from the Greek words ergon (work) and nomos (laws). In other words, ergonomics means the 

laws of work. 

 

By working to identify and eliminate certain risk factors, ergonomic principles can be applied to avoid one particular 

type of injury known as a musculoskeletal disorder (MSD), also often referred to as a cumulative trauma disorder 

(CTD). 

 

Musculoskeletal disorders are disorders of the soft tissues including those of the muscles, tendons and nerves. They 

are associated with repeated exertions or movements of the body or parts of the body, awkward postures, and 

extreme force. Unlike other types of injuries that occur as the result of acute or sudden trauma, MSDs are most often 

the result of chronic or long term, exposure to certain risk factors.  

 

Some but not all of the risk factors associated with the development of MSDs due to poor computer workstation 

design include static posture, awkward postures, repetition and individual factors. 

 

Static posture refers to maintaining a stationary position for extended periods of time. Examples include standing in 

place or holding the arm away from the body. Awkward posture refers to any fixed or constrained body position other 

than neutral alignment. Neutral posture occurs when the natural tensions of the muscles are relaxed.  

 

If an extreme posture is sustained or combined with high forces, it can place a person at greater risk of injury. 

Repetition refers to a high number of similar body part movements. Repetitive motion can combine with fatigue, force 

and posture to increase the risk of injury. 

 

Individual factors include certain medical conditions and anatomical differences. These have been known to increase 

the risk of developing a musculoskeletal disorder. So what can be done to make your workstation comfortable?  

 

O 
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The following are some of the focus items for evaluating your workstation: 

ü Screen (monitor) 

The top of the screen should be at or just below eye level and approximately 16–22 inches away. 

 

ü Chair 

Your back should be fully supported and your feet either flat on the floor or on a footrest. Knees should be at 

approximately 90 degrees to the floor when seated. 

 

ü Keyboard 

The keyboard should be at a height so that wrists are straight and elbows approximately 90 degrees. If 

necessary, a wrist rest may be used to provide additional wrist support. Maintain a light touch on the 

keyboard. 

 

ü Document holder 

Place the document holder and screen at the same height and distance. 

 

ü Eye comfort 

Reduce glare on the screen by controlling light from uncovered windows. If possible, set the computer screen 

at a right angle to the window. Adjust inside lighting or adjust the screen to reduce glare. 

 

ü Change positions 

Frequently change positions to release tension on the body. 

 

ü Organize work area 

Keep frequently used items such as the telephone within easy reach. 

 

ü Exercise 

Take mini-breaks throughout the day to relieve muscle tension and to reenergize the body. 
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nvironmental Considerations in the Office 

Temperature 

Indoor climate conditions are among the most common complaints from office workers. An uncomfortable 

atmosphere can cause annoyance and even pain, depending on the degree of heat imbalance.  

 

The effects of improper temperature include fatigue, sweating, respiratory discomfort and changes in pulse rate. Too 

warm of an atmosphere leads to sleepiness, a decrease in performance and increased chance for error. An 

atmosphere that is too cool stimulates restlessness and reduces alertness and concentration. 

 

Because productivity is linked to a comfortable climate, it is important to maintain the office at a pleasing 

temperature. Compliance with the standard would yield temperatures satisfactory to 80 percent of the average 

population. 

 

Compliance would require: 

• A range from 23°C to 26°C for an average individual in the summer, and a range from 20°C to 24°C in the 

winter 

• Relative humidity between 30 and 60 percent 

• An average indoor air velocity of 0.25 meters per second or less in the summer, and an average indoor air 

velocity of 0.15 meters per second or less in the winter. 

• Preferred air temperature may vary according to air velocity, clothing, muscular activity and metabolism.  

 

Situational conditions can also affect comfort levels. Sitting near a glass wall or window on a hot or cold day may be 

uncomfortable, and sitting near heat producing equipment such as VDTs and copiers may cause discomfort. 

 

Humidity 

Office humidity deficiencies can lead to adverse health effects. It has been demonstrated that dry air leads to chronic 

irritation of the nasal and bronchial passages. Studies have shown that dry mucous membranes in the air ducts can 

obstruct the flow of mucous over the ciliary tracts, possible leading to diminished resistance to infection. Relative 

humidity below 30 percent is thought to create unhygienic conditions. Atmospheric humidity does not measurably 

affect thermal comfort or the effective temperature, if the temperature and humidity are within the ranges 

recommended. 

E 
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Colour 

Colour in the workplace seems to have a psychological effect on individuals due to optical illusions and emotional 

experiences that colours trigger. Such emotional experiences may be positive or negative feelings that colours 

somehow link with earlier experiences. 

 

Generally, dark colours are depressing and tiring while light colours are friendly and cheerful. Room colours must also 

be considered in light of the nature of the work to be accomplished. Routine work requires more exciting colours.  

 

Work requiring close concentration requires restful colours that are not distracting. Intense colours should be reserved 

for rooms such as entrance halls, restrooms and corridors. Strong colours may help brighten these areas, making them 

more cheerful. Particular colours and their effects are summarized below. 

 

Colour Effect 

Blue   Restful 

Brown   Restful 

Green   Very restful 

Orange   Exciting 

Yellow   Exciting 

Red   Very stimulating, not restful 

Violet   Aggressive, tiring 
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ffice Equipment  
Using Business Equipment 

All modern organisations use a wide variety of business equipment. During a typical business day at 

the office, you may be asked to use telephones, printers, computers, binders, shredders and 

photocopiers. Each of these pieces of equipment is designed to enable you to complete your work quickly and 

professionally. As you begin a new job, it is important that you are able to use the various pieces of equipment that 

are in use within your organisation. This knowledge will enable you to ascertain which pieces of equipment will be of 

most help in completing your jobs. 

 

This information is crucial to your efficiency in the workplace. A vital part of your job will be to be able to determine 

the right machine to use in a given circumstance. All machines have different functions, which enable them to be used 

for different tasks. Being able to select the right equipment for the right task is of vital importance.  

 

What Types of Equipment are used? 

While each organisation has a core set of equipment that it requires to get the job one, the type of equipment in your 

organisation is likely to depend greatly on the type of work that it undertakes. The typical office will have a wide range 

of equipment, but an organisation specialising in designing advertising is likely to have more computers and printing 

equipment.  

 

A copy shop will have many photocopiers available; an outbound call centre will require specialised computer and 

telephone equipment to operate efficiently. However, the typical office has a core set of equipment that is used on a 

day-to-day basis. This equipment generally includes: 

• Photocopiers – These are machines which will copy documents, maps, drawings or plans onto paper. 

• Fax machine – These machines are used for sending and receiving hand written, typed or graphic messages over 

telephone lines. 

• Printers – There are various types of printer available on the market. Their main purpose is to produce hard copies 

(that is copies on paper) of information stored in a computer. This may include words or pictures. 

• Telephones - This type of business equipment is used for internal, external or international voice communication. 

Mobile telephones are increasingly common within organisations. They may or may not be connected to exchange 

systems which essentially link all the telephones in an organisation together. 

• Answering machines – This equipment is designed to answer the telephones when the subscriber is unavailable. The 

caller generally will hear a recorded message requesting that a message be left. Most machines are able to be 

accessed from a remote telephone in order to receive the message. 

O 
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• Shredders – This machinery is used for the destruction of records in paper format and are of particular value in 

organisations where confidential information is collected, Some of the more expensive models are also able to shred 

magnetic tape (such as microfiche and castes) as well as carbon ribbons. 

• Binding equipment – These types of machines are used to produce bound volumes of documents. 

 

There are other types of equipment that you may encounter in the workplace. Brief descriptions of the most common 

follow: 

• Calculators – Perform basic or advanced calculations. 

 

• Collators – Often linked to photocopiers, these machines assemble multi-page documents ready for binding. 

 

• Dictating machines – These systems use magnetic media (such as cassettes to collect a verbal record of what has 

been said for later playback. 

 

• Electronic whiteboards – The used can place written or drawn information on the white background, and if required 

copies of this information can be made. 

 

• Folding machines – These machines are pre-set to fold documents in various ways to suit the size of envelopes into 

which the document is to be placed. 

 

• Franking machines – These are machines used to imprint the postage amount directly onto envelopes or labels. 

 

• Guillotines – These are manual or mechanical machines for cutting paper to a particular size or for trimming rough 

edges before binding. 

 

• Laminators – These are document presentation aids and provide a plastic covering to booklets, reports or 

catalogues. 

 

• Overhead projector – This type of equipment is used in conjunction with overhead transparencies to throw an 

enlarged reflection of material on to a white screen. 

 

• Punches – This is a manual device used for making holes in paper which are to be filed or bound. 
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How to control use of phones, copier, computer and other resources 

Telephone, fax, internet  

Many small offices only have one phone line and it is difficult to co-ordinate the use of that line for fax and phone. 

When phones are used by many different people it is also difficult to control the phone bill.  

 

Here are some suggestions:  

• Get call waiting service on the phone. This allows you to receive or make a call whilst you are on another call. This 

prevents the phone from being engaged for a long time.  

• Get a record book to record all outgoing calls and together with the itemised bill received from Telkom use it to 

check that the phones are not being abused. Check long distance calls, long calls to cell phones and very long local 

calls. Point out the costs to the people responsible and try to reduce talking time.  

• You may need to develop a policy about personal calls and whether they are allowed or not. It may be difficult to 

enforce and it is often better to develop awareness about cost and discipline among phone users.  

• Get a voicemail answering service from Telkom. It is cheap and will take messages when you are out of the office or 

busy on another call.  

• If your fax is on the same line, turn it on only when you get a fax call or when you leave the office.  

• If your modem for email and internet is on the same line, try to only use it when the office is quiet since call waiting 

does not work when the modem is on. It is best to check your email first thing in the morning before calls start and to 

use the internet late in the afternoon for research.  

 

Computer, printer, copier  

• If your computer is in great demand, try to work out a roster system for when it can be used by whom. Here is an 

example: Prioritise creative work like writing reports and training materials in the morning. Administration can be 

done in the afternoon and private use only after hours.  

• If your computer is used by many people, it is very important to get an anti-virus programme and to update it 

often. You can get a virus from someone else's disk or from an email.  

• Keep an adequate supply of toner and paper for the printer, fax and photocopier and make sure it is carefully 

controlled. Toner can cost R500 and paper is easy to waste.  

• Keep a logbook for photocopier usage. This helps prevent abuse and if you charge people for copies it will help you 

to monitor expenses and income. If you have different accounts for different projects it also helps you with accounting 

and allocating the copier costs to the original account.  
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Instructions for operating equipment with regard for safety 

• Be properly trained in equipment use before operating any equipment. 

• Perform a pre-operational service check before operating equipment and correct any problems before starting. 

• Read and follow all instructions in operator's manuals. 

• Consider implementing recommended safe work practices, including: 

• Make sure employees who operate equipment are appropriately trained and physically able to operate it 

safely. 

• Develop a "safety first" attitude. Follow safe work practices all the time and set a good example for others. 

• Make sure workers are physically and mentally fit to operate equipment. Fatigue, stress, medication, 

alcohol, and drugs can prevent workers from safely operating equipment. 

• Allow workers to take frequent breaks. Fatigue, stress, and worry can distract them from safely operating 

equipment. 

• Follow the manufacturer's instructions whenever maintenance or adjustments are performed on any 

equipment. 

• Properly maintain equipment. 

 

ffice Hazards 
Electricity is essential to the operations of a modern automated office as a source of power. Electrical 

equipment used in an office is potentially hazardous and can cause serious shock and burn injuries if 

improperly used or maintained. 

 

Nature of the Hazard 

• Electricity travels through electrical conductors, which may be in the form of wires or parts of the human 

body. 

• Most metals and moist skin offer very little resistance to the flow of electrical current and can easily 

conduct electricity. 

• Other substances such as dry wood, porcelain, or pottery offer a high resistance and can be used to prevent 

the flow of electrical current. 

• If a part of the body comes in contact with the electrical circuit, a shock will occur. 

• The electrical current will enter the body at one point and leave at another. The passage of electricity 

through the body can cause great pain, burns, destruction of tissue, nerves, and muscles and even death. 

O 
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• Factors influencing the effects of electrical shock include the type of current, voltage, resistance, amperage, 

pathway through body, and the duration of contact. The longer the current flows through the body, the more 

serious the injury. 

• Injuries are less severe when the current does not pass through or near nerve centres and vital organs. 

• Electrical accidents usually occur as a result of faulty or defective equipment, unsafe installation, or misuse 

of equipment on the part of office workers. 

 

Types of electrical hazards found in an office environment 

Un-grounded equipment 

Grounding is a method of protecting employees from electric shock. By grounding an electrical system, a low-

resistance path to earth through a ground connection is intentionally created. When properly done, this path offers 

sufficiently low resistance and has sufficient current-carrying capacity to prevent the build-up of hazardous voltages.  

 

Most fixed equipment such as large, stationary machines must be grounded. Smaller office equipment, such as 

typewriters and coffee makers, would generally not fall into these categories and therefore would not have to be 

grounded. However, much of the newer office equipment is manufactured with grounded plugs as a precaution. In 

such cases, the equipment should be used in accordance with the manufacturer’s instructions. In any case, never 

remove the grounding prong from any piece of equipment. 

 

Overloaded outlets 

Insufficient or overloading of electrical outlets should be avoided. A sufficient number of outlets will eliminate the 

need for extension cords. Overloading electrical circuits and extension cords can result in a fire. Floor mounted outlets 

should be carefully placed to prevent tripping. 

 

Unsafe/Non-approved equipment 

The use of poorly maintained or unsafe, poor quality, coffee makers, radios, lamps, space heaters, etc. (often provided 

by or used by employees) should be discarded. Such appliances can develop electrical shorts creating fire and/or shock 

hazards. Equipment and cords should be inspected regularly and a qualified individual should make repairs. 
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Electrical cords 

When the outer jacket of a cord is damaged, the cord may no longer be water-resistant. The insulation can absorb 

moisture, which may then result in a short circuit or excessive current leakage to ground. If wires are exposed they 

may cause a shock to a worker who contacts them. These cords should be replaced. Electric cords should be examined 

on a routine basis for fraying and exposed wiring. 

 

Improper placement of electrical cords 

A cord should not be pulled or dragged over nails, hooks, or other sharp objects that may cause cuts in the insulation. 

In addition, cords should never be placed on radiators, steam pipes, walls, and windows. Particular attention should be 

placed on connections behind furniture since files and bookcases may be pushed tightly against electric outlets, 

severely bending the cord at the plug. 

 

Electrical cords across walkways and work areas 

An adequate number of outlet sockets should be provided. Extension cords should only be used in situations where 

fixed wiring is not feasible. However, if it is necessary to use an extension cord, never run it across walkways or aisles 

due to the potential tripping hazard. If you must run a cord across a walkway, either tape it down or use a cord runner. 

 

Unguarded live parts 

Wall receptacles should be designed and installed so that no current-carrying parts will 

be exposed and outlet plates should be kept tight to eliminate the possibility of shock. 

 

Pulling of plugs to switch the power off 

Switches to turn equipment on and off should be provided in the equipment or in the cable itself, so that it is not 

necessary to pull the plugs to shut off the power. To remove a plug from an outlet, take a firm grip on and pull the plug 

itself. Never pull a plug out by the cord. 

 

Working on “live equipment” 

Disconnect electrical machines before cleaning, adjusting, or applying flammable solutions. If a guard is removed to 

clean or repair parts, replace it before testing the equipment and returning the machine to service. 

 

Blocking electrical panel doors 

If an electrical malfunction should occur, the panel door and anything else in front of the door will become very hot. 

Electrical panel doors should always be kept closed to prevent “electrical flashover” in the event of an electrical 

malfunction. 
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Recommendations 

Based on these hazards it is important that all staff understand how to properly operate electronic office equipment. 

All staff must understand the appropriate response when a piece of equipment malfunctions. For example, paper jams 

in a photocopier.  

 

Reaching into a copier to retrieve a piece of jammed paper can result in burns or even electrocution. Certain materials 

such as plastic transparency sheets should not be used in some copiers. Be sure to switch off all the electrical 

equipment at the end of the day.  

 

The names/phone numbers of repair or service providers should be posted prominently near the copier, fax or other 

equipment. Handling toxic materials such as toner should be done with caution. When in doubt, contact the vendor or 

repair professional for assistance. 

• Electrical appliances can be fire hazards. Be sure to turn off all appliances at the end of the day. Use only 

grounded appliances plugged into grounded outlets. 

• If electrical equipment malfunctions or gives off a strange odour, disconnect it and investigate. If necessary, 

call the appropriate maintenance personnel. Promptly disconnect and replace cracked, frayed, or broken 

electrical cords. 

• Keep extension cords clear of doorways and other areas where they can be stepped on or chafed and never 

plug one extension cord into another. If these are too long or coiled up, they may overheat and may cause a 

fire. 

• Don’t fasten extension cords with staples, hang from nails, or suspend by wire. 

• Use special insulated tools when working on fuses with energised terminals. 

• Don’t use worn or frayed cords and cables. 

 

Tools and equipment must be maintained if they are to be operated in a safe and effective manner. Elements of good 

maintenance requirements include: 

• Inspection of the tools and equipment at checkout or start-up of the job - This can include such items as a 

visual inspection of the power cord to make sure it is not damaged, visual inspection to make sure equipment 

parts are securely attached, and inspection for cleanliness. 

• Inspection of tools and equipment upon check in or at completion of the job - This should include cleaning the 

tools after use, reporting any problem with the tool or equipment while in use, draining any excess fuel or 

flammable fluids from the equipment. 

• Routine maintenance as per the manufacturer’s requirements for the specific equipment 
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ervicing Office Equipment 

Check equipment for serviceability in accordance with equipment instructions 

The Instruction Booklet 

All the equipment in your workplace will come with its own Instruction Manual. This booklet should have 

step-by-step instructions on how to use it. These instructions should also allow you to check whether or not a piece of 

machinery is working correctly. This is known as serviceability. 

 

An instruction booklet will show how to use the equipment, such as where to put the paper and how to select the 

different print or copy options. These diagrams can be difficult to follow, so watch carefully when your supervisor 

demonstrates how to use the equipment.  

 

When you are being trained, ask questions if you don’t understand anything. It’s a good idea to have a notebook and 

write in it the steps you have to take, or any suggestions the trainer gives you. Draw a diagram to help you remember. 

Keep your notebook handy so you can easily refer to it.  

 

Many organisations display a ‘How to Use’ sign near the equipment. This tells you the steps you take to operate it and 

what to do if it breaks down.  

 

Often there are pictures that show how to use the equipment. Practise using the equipment. You will get better as you 

gain more experience. An important aspect of serviceability is keeping a machine clean. Every piece of machinery will 

have its own cleaning instructions that are specific to the equipment, however there are some general rules that you 

should follow. 

 

Remember that it is everyone’s responsibility to keep the office equipment clean. You might wipe a soft brush or cloth 

over the equipment when you have finished using it. Use recommended cleaning materials only – these are usually 

found in the Instruction Manual. Cleaning instructions are generally found near the front of the manual.  

 

Make sure you know where they are kept – often with equipment that is portable, a special place is reserved for 

storage. You may find this is used to keep the equipment clean, free of dust or in a place where it will not be damaged. 

A very important rule is never to eat or drink near equipment – this can damage and dirty it. 

 

S 
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Testing 

Serviceability also means that you should be sure that the equipment is working the way it should be. Some 

equipment (such as printers, photocopiers and fax machines) has a self-test option where a test page can be printed 

out. If you are unsure whether a piece of machinery is working correctly, print a test page. 

 

Each printer will have a self-testing option found in its control panel. The manner in which the printing of a test page is 

accomplished will vary from equipment to equipment, however in the main your instruction book or online help (for 

printers) will tell you how to perform this task. 

 

Another important aspect of serviceability is ensuring that the equipment has enough resources available to complete 

your task. Take another look at the picture above. Just above the help button are the ink monitors. They are currently 

empty, thus the printer will need its ink cartridges replaced before a job can be done. Some photocopiers also have 

monitors showing how much toner is contained in the photocopier (or laser printer). 

 

If no monitor is available, making a test page, or printing out a document should tell you whether there is toner or ink 

available, if the page is not bright and clear, replacement may be required. 
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wn duties and responsibility 

As with any other employment position, there are specific duties and responsibilities which an office 

worker must fulfil in order to maintain their part of the office, in achieving the organisational goals. 

However small and insignificant the duties may appear, it is essential that they are completed in the 

allowed timeframe.  

 

Office receptionists serve as the front line in any good workplace. They are often the most public face of the company, 

and they serve a vital role in any company as gatekeepers, making sure the right people make the right appointments, 

the wrong people are shown the door, and that business runs smoothly. The duties of a receptionist vary from 

workplace to workplace, but there are certain tasks that almost every receptionist is expected to perform.  

 

Meet and Greet 

One of the most important tasks is to greet the people who come through the door each day. The receptionist should 

meet each visitor with a happy greeting, and find out his or her business. If the visitor has an appointment with the 

vice president, the receptionist should call and let him or her know the meeting is ready.  

 

If the visitor needs to make an appointment, he or she should schedule a time that works. The receptionist should 

make sure the visitors are comfortable as they wait. Employers expect to remain on time for meetings, and they rely 

on their receptionist for that reason.  

 

Answer the Phone 

Answering phones is another necessary duty of any office receptionist. They serve the very important function of 

screening calls and making sure the right people reach the right employees. They should always be chipper on the 

phone. If the caller asks to speak to a certain employee, they should transfer that call.  
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If the caller wants to schedule a meeting, they can perform that task, but should be sure to check with the employer. If 

the caller simply needs to leave a message, they should make sure to have a pad or word processing software to take 

it down, or transfer him or her to voicemail.  

 

Schedule 

Much of the receptionist's job will be making sure that appointments are kept. Scheduling is dependent upon the 

needs and wants of both parties. If the boss cannot handle back-to-back meetings, then the receptionist should space 

out his or her appointments.  

 

If the client needs to meet on Wednesday of next week and not this Monday, the receptionist should make the 

necessary changes. It's a rule of thumb to always confirm with both parties when rescheduling. It's also a good idea to 

print or email the schedule each day for the employer so he or she stays on task.  

 

Sort the Mail 

Mail, whether packages, letters, express packages, or even email, will inundate the office. The receptionist is in charge 

of making sure each piece of mail gets delivered properly. Each employee should have a cubby or box where they 

check their mail. The receptionist's responsibility is to figure out where each piece goes, and divide it up accordingly. If 

it's an important package, they should mark it as such.  

 

Keep Records 

Some medical or dental offices have patient records that need to be filed after every visit. Other offices hold open 

houses or other events, and need a record of whom or how many visited. Whatever the office needs, receptionists 

should know what to keep track of.  

 

These records are often kept on spreadsheet software, so they should be familiar with computer programs like MS 

Excel.  

 

Run Errands 

Errands often fall to the receptionist. For example, they may be asked to order coffee for the boss in the morning, or 

they may have to run to the corner store and pick up lunch for everyone. They will probably need to make copies of 

documents on a copy machine during the day. The details of running the office will often fall to them. 

 

The section above gives us an idea of what the role and responsibilities are of a receptionist in a specific company. 

However, these roles and responsibilities will change from one company to the next, as they define the role they 

require from their secretary.  
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In order to better understand how your roles and responsibilities play a vital part in the effectiveness of the entire 

team in your organisation, you need to understand how your roles and responsibilities affect the other members of 

the team in your organisation. Below there is a flow chart which you need to complete. Start at the end by listing the 

goal of your organisation, then working your way back; identify the roles/responsibilities of your co-workers to whom 

you provide support in your daily tasks. The object here is to identify how your duties assist others in your organisation 

to ultimately, render the services of your organisation, to its customers.  

 

My Role

Co-worker 1

Co-worker 2
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Having completed the chart above, you need to identify what areas of the process can be altered to assist with their 

effectiveness. Identify the areas which each person, in the process, can assist with, in order augment the quality and 

My changes

Co-worker changes

Co-worker changes
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ease of flow, in the process. 
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Cultural sensitivity in the office 

In many workplaces, cultural differences between colleagues can create tensions and misunderstandings that may 

escalate into serious problems. To prevent these problems and make your office a more welcoming place for people of 

all backgrounds, take steps to promote cultural sensitivity. By acting in advance, you can foster an open atmosphere in 

which it is acceptable for employees to ask questions and express curiosity about the traditions of other employees. 

 

Educate employees about the habits and practices of other cultures. Do not single out the cultures of the minority 

employees in your office, as it can create animosity and uncomfortable attention. Instead, frame the program as a 

series of lessons on doing business with people from other world communities. In doing so, you can expose employees 

to an educational session and better prepare them to understand diversity. 

 

Encourage open discussion about assumptions and preconceived notions. When your company has an employee or 

client who comes from a markedly different culture, hold an open forum for the company. Set ground rules that 

mandate civility and respect, and let employees discuss their concerns and questions. By creating a non-judgmental 

atmosphere, you can help expose misconceptions and let employees on both sides of the table voice their concerns. 

 

Treat each employee as an individual. Just as people who identify with a religion do not necessarily follow all of its 

practices, a person who is a member of a culture with traditional behaviours may not adhere to all its beliefs. Take 

employees aside to ask about their personal preferences and how they will affect their work life, and act accordingly. 

 

Introduce employees to the cultural traditions of their colleagues. Hold a staff dinner around the holidays and ask 

people to talk about the traditions or bring food from their families, religions and home countries. Maintain an 

informal, social vibe about the event that will help employees lower their defences, and make a point to show interest 

in each story or try each food. Allowing employees to see cultural traditions first-hand can be a powerful way to create 

connections and demystify an unfamiliar world. 

 

Address obvious issues openly. If you are entering a situation where a new employee or client will demonstrate 

obvious cultural markers that will be disturbing or cause questions, bring it up in advance. Talk about dress habits, 

proper greetings, how to show respect, and what business traditions the person will have. Even though your staff will 

not need to follow all of the new individual's rules, being aware of them can create a more sensitive atmosphere. 
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ffice Security and Confidentiality 
Meet Your Employer’s Expectations 

For most of us, this is more likely to be about respecting your employer’s needs with regards to 

confidentiality, and observing a few basic ground rules, than it is about protecting state secrets.  

 

You don’t necessarily need an in-home safe and a retina scanner on the door to your office. But you do need to view 

confidentiality as a basic and reasonable expectation of your employer or client, and to be prepared to respect that 

need. 

 

Collaboration 

Collaboration can be a double-edged sword if the person you’re working with doesn’t feel the same way you do about 

observing your employer’s need for confidentiality. You must make sure you agree clearly, up front, about 

confidentiality with the people you work with. Your employers might not object to you consulting with other 

professionals about their project, but they’ll be suitably upset if their plans are leaked. 

 

Organization is Key 

Organization is crucial to observing confidentiality. Keeping all your physical documents and information together in a 

place that’s easily secured (like a lockable filing cabinet or cupboard) is a lot easier to do on an ongoing basis if you 

store all that information in some sort of logical format from the start.  

 

Try to keep all the information relating to particular projects together. It makes putting it all away safely, and knowing 

what’s where when you need to access it again, much easier. 

 

Making regular backups of information and keeping them somewhere safe is also a good way to track the information 

you have in your possession. That way, if your laptop’s stolen, for example, you can show your employer the exact 

information to which the thieves may have access.  

 

Even though the thieves may be pawning your computer at that precise moment, knowing exactly what information is 

now “in the public arena” may help quell your employer’s fears — or give them the means to create an action plan to 

respond to the leak if need be. 

 

O 
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Location Matters 

Think about the places where you work and the security risks those locations pose. Your dedicated home office space 

might seem secure, but how’s the security on your home network, and on your computer itself? It’s easy to think you 

don’t need to set a password on your computer in your home office, but what if that computer goes missing, or 

someone else tries to access it?  

 

You can be sure your employers or clients will want to know it’s password-protected, at the very least. Also consider 

security when you’re on the road. Maybe you’ll need a screensaver for those moments when you’re staring out the 

train window, deep in thought (and the guy next to you is checking out the work you’re doing). 

 

Processes for Privacy 

It is easiest to set up a few basic processes that help ensure you maintain employer confidentiality. 

• Password-protect computer and use a screensaver. 

• Make sure the network is secured. 

• Lock your computer away when you leave it at home for any length of time. 

• Don’t work on highly sensitive pieces of work in public places. 

• Pack away all files out of sight before anyone comes to stay. 

• Be extremely careful when traveling with your computer (as everyone is) and try not to take confidential hard-

copy documents on the road unless you really need them. 
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iling and filing systems 
1. Why should organisations have a good filing system 

Filing means keeping documents in a safe place and being able to find them easily and quickly. Documents 

that are cared for will not easily tear, get lost or dirty.  

 

A filing system is the central record-keeping system for an organisation. It helps you to be organised, systematic, 

efficient and transparent. It also helps all people who should be able to access information to do so easily. It is always 

a pleasure when someone looks for something and is able to find it without difficulties.  

 

In our organisations we work in groups. We receive and send out documents on different subjects. We need to keep 

these documents for future reference. If these documents are not cared for, we cannot account for all our 

organisational activities. Everyone who needs to use documents should know where to get them. 

 

2. Important things to know about filing 

What do we file? 

We file documents that are sent to us by other people or organisations. We also file records of all our organisational 

activities. These can be letters, memos, reports, financial records, policy documents, etc. 

 

When do we file? 

This depends on how busy your office is. In very busy organisations filing is done at least every day and usually first 

thing in the morning. In a small or less busy office you could file once or twice a week. 

 

Equipment used for filing 

Filing Cabinet - It is used to keep flat files and suspension or hanging files 

Steel Cabinet - It is used to keep big files that need to be locked up 

Date Stamp - It is used to date stamp documents that are received on daily basis so that they are filed in chronological 

F 

G E N E R A L O F F I C E O P E R AT I O N S
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order and so we have a record of when we received the document 

Register - It is used to record files taken out and files returned 

Filing shelves - It is used to file box files 

Box file - This is a big file that is used to keep big documents that cannot go into a filing cabinet. They are kept in 

shelves. 

 

What files are used and how are they used? 

Clip folders - they are used for documents that need to be taken out very often; they hold documents tightly so that 

they do not fall out. 

Folders - paper or cardboard folders are used to keep loose documents together. The folders are placed inside 

suspension or box files. 

Suspension file -the suspension files are used to keep documents in filing cabinets. The files are put into the drawers 

upright. The suspension files hangs down from the cradle. These files always remain in the cabinets but folders inside 

them can be taken out. 

Box files - they are used to keep big documents including magazines and books. 

Lever arch files -documents are kept firm in these files and allow one to look at documents without taking them out of 

the file. 

 

Methods of filing 

There are 5 methods of filing: 

• Filing by Subject/Category  

• Filing in Alphabetical order  

• Filing by Numbers/Numerical order  

• Filing by Places/Geographical order  

• Filing by Dates/Chronological order 

These ways of filing is called classification and means organising things that are alike, together. You can, however, 

combine some of these methods. For example, files that are kept together according to what they are about we say 

are subject filing but, inside each file the documents could be filed according to date order. 

 

3. How to set up a filing system 

a. Filing Categories 

To make a filing system more useful, we can group files into CATEGORIES. A category is a group/collection of things 

that belong together e.g. PPWAWU, SARHWU, NUM and NUMSA all belong to the category Unions.  

 

When we file by categories, we try to file in a logical way; we put files together because they belong together; we 

don't put them together just because they start with the same letter.  
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For example, we could put all our files into categories. Correspondence could be one category that takes up a whole 

drawer of our filing cabinet. Inside that drawer we could have sub-categories. Sub categories could be things like: 

• Fundraising correspondence  

• Correspondence with other organisations  

• Correspondence with members  

• Correspondence with members of the public  

• Correspondence with Board 

 

Some documents may have to filed in two places to make it easier to access the information. For example you may 

have a category for "funders" and for "correspondence". In your funders category you will have a sub-category for 

each major funder and you will sometimes have to file a letter from a funder in that funder's file as well as in your 

fundraising correspondence file. 

 

b. How to form categories 

1. Sort all your documents out into piles that you think belong together. 

2. Give each pile a category name. 

3. Make a list of categories. 

4. Look at your list critically: Ask yourself: Can we combine any categories?. Should we break up a category into two 

categories? What sub-categories do we need? Do we need to have alphabetical files within a category? Make sure you 

don't have too many categories. It should not be difficult for anyone to decide in which category they are likely to find 

the information they need. 

 

c. Filing key 

Once you have decided on your categories, you will have to draw up a filing index so that everyone can understand the 

system you used and find the information they want. This index is called a filing key. Write up a filing key by listing all 

the categories and sub-categories in the order they are filed in. Make sure it is laid out so that everyone can 

understand it. Put it on the filing cabinet and also put a key for each drawer on the front of the drawers. Give everyone 

a copy of the whole filing key. Make sure that everyone who does filing understands the key and uses it for filing. 

 

d. New files 

Don't create new files unless you are absolutely sure the information does not logically fit into an existing file. Put the 

new file in the correct category and write it in the filing key immediately. Give everyone a copy of the new categories 

as soon as possible. 

 

e. Filing Correspondence 
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All letters must be filed in 2 places 

Incoming mail 

1. The original letter together with a copy of your answer goes into the SUBJECT FILE. 

2. A second copy of the letter goes into the CORRESPONDENCE IN file. 

 

Outgoing mail 

1. One copy of the letter goes into the SUBJECT FILE. Any letters in answer to your letter must go into this file; and all 

future correspondence about the subject. 

2. One copy goes into the CORRESPONDENCE OUT file. 

 

f. Filing Rules 

There are two basic rules underlying filing: 

ALPHABETICAL FILING - filing according to the letter of the alphabet 

DATE FILING - most recent files on top 

These rules are basic because they apply to all filing systems. When we file by name, subject and area we should 

always file alphabetically and by date. 

 

Alphabetical filing rules 

Rule 1: File by name in terms of the first letter 

Example:  African Eagle 

                Becker 

                Duncan & Co 

                Greenfield 

 

Rule 2: If the first letters are the same, file in terms of the second letter. 

Example:  Clarence 

                Coetzee 

                Curnow 

                Cyril 

 

Rule 3: File in terms of surnames 

Example:  Donkor, SJ 

                Nkomo PS 

                Shongwe RO 

                Yesufu ED 
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Rule 4: If surnames are the same, file in terms of the initial 

Example:  Cato, JS 

                Cato, JU 

                Cato, RS 

                Cato, TM 

 

Rule 5: Some surnames have prefixes and are filed in terms of the first letter of the prefix 

Example:  de Gruchy, JR 

                de la Rey, OP 

                van der Linden, MN 

                van Rensburg, MJ 

 

Rule 6: When there are two surnames, file under the first surname. 

Example:  Mokoena & Khumalo 

                Nxumalo & Abrahams 

                Saloojee & Cassim 

                Verachi & Ntuli 

 

Rule 7: Mac Mc & M' all files as Mac; St and Saint all filed as Saint 

Example:  MacDonald 

                McNair 

                M'Namara 

                Saint Christopher's 

                St Margaret's 

 

Rule 8: When the file does not have the name of a person we file by the MOST IMPORTANT WORD in the name or 

by the name of the PLACE 

Example:  Active Wheel Co 

               The Star 

               The City of Johannesburg 

               Northcliff Printers 

 

g. Taking files out - [Use the filing key] 

Making sure you don't lose files 

When people take files out of the filing system, or they take documents out of a file, we must ensure that they don't 

lose them or forget to bring them back. People must never take the suspension files out, they should only take out the 
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flat folder inside the file. To keep track of files we need a record of all the files or document that people borrow. To do 

this we can use: 

A file-out book - a file-out book is simply a book in which we write 

• Who borrowed the file or document  

• Name of the file or document  

• When they borrowed it  

• When they returned it 

Example: 

NAME FILE DOCUMENT DATE TAKEN OUT  DATE RETURNED 

Ms Modise  Reports file  10-02-2001  12-02-2001 

Mr Ngwenya Finance file 23-01-2001   
The person responsible for maintaining the system can us the file-out book to check who has which files an remind 

them to return it. 

 

A file-out card - file-out cards are used in a filing cabinet. They are the same size as the files and are put in the place of 

the file, which has been borrowed. On the file-out card we write the same information as in the book, i.e. 

• Who borrowed the file or document  

• Name of the file or document  

• When they borrowed it  

• When they returned it 

OUT NAME FILE DATE TAKEN OUT DATE RETURNED 

  
 

Finding information 

Keeping information in files is only useful if we, and everyone in our organisation, knows how to find the documents 

we need. We file information so that we can find it easily. Finding information that is in the files is called retrieving 

information. Everyone who needs to use the files should be able to find information quickly and easily. This means that 

they must know the method of filing we use.  

 

A filing method book could be a small book that we use to explain how we file documents. For example: 

• All letters are filed under correspondence  

• All membership cards are filed under number  

• Reports are filed by subject 

 

An index book can also help us to find files. The name of each file can be written on the page with that letter. For 

example: 



SDA | MODULE 5 | STUDENT GUIDE 80 

 

The MINUTES file is written on the M page. Then we can write where that file is: 

"MINUTES - filing cabinet 1 drawer 2 or lever arch file 4" 

 

h. Filing procedure, maintenance and safety 

Filing procedure 

Step 1: Receiving the document - If it is a letter or document that came through the mail, you record it in the "mail 

received" register and write the date received or date stamp it 

Step 2: Action - Forward the letter/document to the person that has to deal with it. 

Step 3: Follow up - Check that the letter has been dealt with. 

Step 4: Collecting Documents to be filed - All documents and two copies of the replies must be collected in a filing 

tray. 

Step 5: Filing - Choose a regular time to file every day so that you are never left with a huge pile of loose documents. 

Use a sorter to help you file and remember to file by date order. 

 

Maintaining the filing system 

One of the most important reasons why we file is to keep document safe. It is therefore very important to make sure 

that all papers and files are kept in good condition. Here are some ways that we can do this: 

• Keep documents that are waiting to be filed in trays, do not leave them lying about on desks or shelves.  

• File documents away at least once a day, or if your organisation is very small you can do it once a week.  

• Do not put too much in files or folders  

• Put new covers on old files which get a lot of use and have become worn or torn.  

• Box files and lever arch files can hold more than simple folders.  

• Never allow filing drawers or shelves to become too full. Acquire new filing cabinets when necessary. 

 

Good housekeeping and safety 

At the end of every day you should: 

• File all the documents you can  

• Put away those you cannot file in filing trays  

• Lock up all confidential documents  

• Place all waste paper in rubbish bins  

• Leave desks tidy 
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Alphanumeric Filing 

Alphanumerical filing is one choice for organizing records, and like other filing methods gives users a systematic 

method for storing and accessing crucial information. Combination - An alphanumeric filing system is a combination of 

alphabetical filing (arranged from A to Z) and numerical filing (ordered numerically from smallest to largest number).  

 

How It Works - Alphanumeric filing uses a combination of names (commonly a subject) and digits. Large alphanumeric 

systems usually employ indirect access, meaning that an index or code must be consulted to retrieve a file. Such large 

systems are often automated. Advantages’ - using a code in an indirect access system shorten file names and 

increases the system's security, since a user must be familiar with the code to retrieve files. Disadvantages - Users of 

an alphanumeric system require more training than if they were using a purely alphabetical or numeric method. 

Misfiles are more common and more difficult to correct than in a simpler system.  

 

Alpha-numeric filing is simply the filing of letters and numbers in a format that suits the file situation. Many times, files 

have alphabetical indicators which have a particular meaning in a numeric file, or vice versa.  

 

When filing alpha-numeric files, a decision must be made as to whether the number or the letter is more important for 

locating or segregating the file, since the file can be set up either way.  

 

Alphabetical Filing 

Alphabetical colour coded name files are easy to maintain without requiring a cross reference file. Colour coding 

alphabetical breakdowns of initials with colour can direct you to the proper file area and help eliminate misfiles, which 

are most common in non-colour coded alphabetical files.  

 

Filing of common names is accomplished by coding the first two letters of the last name; for example, James C. Bayer 

would be coded "BA". In larger alphabetical files, the additional coding of the first name initial will further break up the 

large name groupings in the file. Using "J" for James, we now can go immediately to the "BA" section and then to the 

"J" section in the "BA" group to retrieve or re-file.  

 

When filing corporate or company names, it is suggested to use the first two or three letters of the first full proper 

name; for example, "Ajax ToolWorks" would be coded "AJA". 
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Numeric Filing 

Straight numeric filing is the filing of numbered documents in a numerical sequence order starting from the first 

number and proceeding to the highest numbered file (last or most recent). Colour coding a straight numeric file is 

somewhat dependent upon the total number of files.  

 

For example, we have colour coded all five digits. In straight numeric filing, time-saving and cost-saving advantages can 

be gained by coding the last two digits (tens and units) of the number with one double-digit colour block. (Note - the 

units and tens digit must be colour coded separately if you are considering converting to terminal digit filing at a later 

date.)  

 

ffice Consumables 
Consumables are products that consumers buy recurrently, i.e., items which "get used up" or 

discarded. For example consumable office supplies are such products as paper, pens, file folders, 

post-it notes, computer disks, and toner or ink cartridges. Not included capital goods such as 

computers, fax machines, and other business machines or office furniture 

 

Office supplies encompass a wide range of materials that are used on a regular, daily basis by businesses of all sizes. 

The standard set of office supplies utilized by even the smallest company or home office includes pens; writing paper; 

notebooks; Post-It notes; scissors; erasers; staplers; computer diskettes and CDs; binders; file folders; labels; tape; 

basic reference materials (dictionaries, etc.); envelopes; toner cartridges; to mention but the most common.  

 

In addition, equipment that is used in most office environments—printers, copy machines, fax machines, etc.—is often 

included under this umbrella term. Despite the growth of technologies that had promised us a future in which we 

would operate in "paperless offices," most offices today are still filled with paper and with all the accessories needed 

to keep paper organized. In fact, a paper shredder is a common item in offices these days.  

 

Although the cost of office supplies is relatively small when items are purchased separately, in the aggregate this cost 

can amount to a substantial quantity. Consequently, small business owners should make sure that they pay attention 

to office supply costs and keep all receipts of such purchases, since office supplies are a legitimate business deduction 

for tax purposes. 

 

Entrepreneurs and business managers also need to take care to ensure that they get what they pay for. Most 

companies engaged in selling office supplies and equipment are scrupulous and reliable, but fraudulent suppliers do 

exist. For this reason, experts urge small businesses to proceed methodically, especially if dealing with a new supplier. 

O 
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A specific credit check procedure must be completed for a new vendor to be added to this list. Small business owners 

should also insist on written confirmation of all supplier claims and demand an opportunity to review sample goods 

before placing an order. 

 

In recent years, office superstores and catalogue supply houses have emerged as the most efficient and inexpensive 

way to purchase various types of supplies. The average client of these superstores is the small- to medium-sized 

business, as well as the home office market.  

 

The convenience of being able to find virtually any office supply at one location is one of the primary reasons for the 

increased popularity of the superstores. In addition to convenience, these stores and catalogues offer merchandise 

that is very competitively priced since they are able to purchase their goods at bulk rates.  

 

Some of these savings are usually passed along to small business customers, especially if the stores are operating in a 

competitive environment. The proliferation of Internet shopping has opened up a new avenue for office supply 

procurement as well. Most large office supply chains not offer online shopping sites through which a business may 

order supplier for pick-up or delivery. 

 

Finally, many small (and large) businesses are choosing suppliers who offer materials made from recycled materials. 

This trend towards "green" procurement can be seen in all types of paper products (computer paper, envelopes, 

tablets, file folders, etc.) as well as big-ticket items like office furniture.  

 

In the latter case, remanufactured, refurbished or reused furniture has emerged as a particularly attractive option for 

cash-strapped start-ups and growing businesses because they are able to garner savings of 30-50 percent by pursuing 

used items. 
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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 contribute to the smooth running of the office. 

□ I am able to assist with leadership in the office by means of assisting with general 

operations of the equipment 

□ I am able to identify and complete basic maintenance and replenishment of office 

consumables   

 

 

 

 
 
 
 
 
 

 
 
 
 
 

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 5 | US 8420   OPERATE IN A TEAM 
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A person assessed as competent against this unit standard will be able to:  

 

Operate in a team, understanding the structure of the team, and the roles and responsibilities of each team member. 

The learner will be able to identify and take into account external (environmental) factors that influence the workings 

and success of the team; and evaluate the success of the team.  

This competence will enhance the ability of learners and workers to participate in teams. It will also contribute to 

ensuring that teamwork is more effective in workplaces and in provider organisations, as well as contribute to 

transforming workplaces into sites of learning. 

Unit Standard 8420  

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO 1 IDENTIFY THE STRUCTURE AND PURPOSE OF A PARTICULAR TEAM 
OUTCOME NOTES  
Identify the structure and purpose of a particular team in the work place and in the learning environment.  
OUTCOME RANGE 
Outlining team organisation, working relationships and goals 
Quality circles, production line teams or training forums are examples of teams in the workplace 
Study groups are an example of teams in the learning environment 

SO 2 
DESCRIBE AND CARRY OUT THE ROLES AND RESPONSIBILITIES REQUIRED TO WORK 
IN A TEAM 

OUTCOME NOTES 
Describe and carry out the roles and responsibilities required to work in a team in the workplace and learning 
environment.  
OUTCOME RANGE 
Outlining team organisation, working relationships and goals. 
Quality circles, production line teams or training forums are examples of teams in the workplace 
Study groups are an example of teams in the learning environment 

SO 3 
IDENTIFY FACTORS AFFECTING A TEAM WITHIN WORKPLACE AND LEARNING 
ENVIRONMENT AND EXPLAIN AFFECT 

OUTCOME RANGE  
Description is limited to structure of the organisation 

SO 4 DESCRIBE THE WORKPLACE AND LEARNING ENVIRONMENT ORGANISATION 
OUTCOME NOTES  
Describe the workplace and learning environment organisation and identify its influence on team members and 
team.  
OUTCOME RANGE  
Description is limited to structure of the organisation 

SO 5 REVIEW THE EFFECTIVENESS OF A TEAM 
OUTCOME NOTES  
Review the effectiveness of a team and own participation in the team within the workplace and learning 
environments.  
OUTCOME RANGE  
Description is limited to structure of the organisation 
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CRITICAL CROSS FIELD OUTCOMES 

UNIT STANDARD CCFO WORKING  
Working effectively with others as a member of a team, group, organisation or community - relates to the all 
outcomes.  
 
UNIT STANDARD CCFO ORGANISING  
Organising and managing oneself effectively - relates to the all outcomes.  
 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively - relates to the all outcomes.  
 
UNIT STANDARD CCFO DEMONSTRATING  
Personal Development - relates to the all outcomes.  
 
UNIT STANDARD CCFO CONTRIBUTING  
Contributing to the personal development of learners and the society and economy, by participating as 
responsible citizens in the life of local, national and global communities - relates to the all outcomes. 
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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:  

 

Operate in a team  

SAQA US ID UNIT STANDARD TITLE 

8420  Operate in a team  

ORIGINATOR 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 2  4  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Passed the End Date -  
Status was "Reregistered"  

2004-12-02  2007-12-02  SAQA 1657/04  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2008-12-02    2011-12-02    

 

PURPOSE OF THE UNIT STANDARD  

A person assessed as competent against this unit standard will be able to:  
 
Operate in a team, understanding the structure of the team, and the roles and responsibilities of each team member. 
The learner will be able to identify and take into account external (environmental) factors that influence the workings 
and success of the team; and evaluate the success of the team.  
 
This competence will enhance the ability of learners and workers to participate in teams. It will also contribute to 
ensuring that teamwork is more effective in workplaces and in provider organisations, as well as contribute to 
transforming workplaces into sites of learning.  
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LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

No prior learning is assumed.  

 

UNIT STANDARD RANGE  

Guides to the scope and complexity of the specific outcomes and essential embedded knowledge are provided in 
ranges/points beneath each. These are prefaced by "for example" since they are neither comprehensive nor necessarily 
appropriate to all contexts. Alternatives must however be comparable in scope and complexity. These are intended only 
as a general guide to scope and complexity of what is required.  

 

UNIT STANDARD OUTCOME HEADER  

null  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Identify the structure and purpose of a particular team.  

OUTCOME NOTES  

Identify the structure and purpose of a particular team in the work place and in the learning environment.  

OUTCOME RANGE  

•  Outlining team organisation, working relationships and goals.  
•  Quality circles, production line teams or training forums are examples of teams in the workplace.  
•  Study groups are an example of teams in the learning environment.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

When conducting assessments, assessors must ensure that they are familiar with the full text of the Unit Standards 
being assessed.  
 
They must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential 
embedded knowledge.  
 
As each situation is different, it will be necessary to develop assessment activities and tools, which are appropriate to 
the contexts in which practitioners are working. These activities and tools may include self-assessment, peer 
assessment; formative and summative assessment.  
 
The specific outcomes and essential embedded knowledge must be assessed in relation to each other. If a practitioner 
is able to explain the essential embedded knowledge but is unable to perform the specific outcomes, they should not be 
assessed as competent. Similarly, if a practitioner is able to perform the specific outcomes but is unable to explain or 
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justify their performance in terms of the essential embedded knowledge, they should not be assessed as competent.  
 
Method of assessment:  
Assessment should include practical demonstration of competence, either in the workplace or through work-realistic, 
out-of-classroom simulation.  
 
A range of assessment methods should be used, including:  
 
Direct observation - watch the practitioner carry out the task or produce a desired outcome during the course of his or 
her normal work under normal workplace conditions  
Product sample - examine the outcomes previously produced by the practitioner  
Simulation of a specific task - set a specific task for the practitioner to demonstrate in a simulated environment  
Questioning (verbal or written) - ask relevant questions linked to the unit standard  
Testimony - collect a portfolio of evidence from suitable people (eg: reports from a third party)  
 
Integrated assessment:  
It may be more effective and efficient to assess a number of unit standards together thus reducing the overall number 
of assessment `events`.  
 
•  Consider a complete activity in the workplace (the `whole of work` approach) and see which unit standards relate to 
this activity.  
•  Work out how practitioners could collect evidence on a number of unit standards at the same time covering all the 
critical aspects of the standards  
•  Ensure that commonalities that exist between a number of unit standards are captured in a way that makes sense for 
assessment.  

 

SPECIFIC OUTCOME 2  

Describe and carry out the roles and responsibilities required to work in a team.  

OUTCOME NOTES  

Describe and carry out the roles and responsibilities required to work in a team in the workplace and learning 
environment.  

OUTCOME RANGE  

•  Outlining team organisation, working relationships and goals.  
•  Quality circles, production line teams or training forums are examples of teams in the workplace.  
•  Study groups are an example of teams in the learning environment.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

When conducting assessments, assessors must ensure that they are familiar with the full text of the Unit Standards 
being assessed.  



SDA | MODULE 5 | STUDENT GUIDE 91 

 

 
They must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential 
embedded knowledge.  
 
As each situation is different, it will be necessary to develop assessment activities and tools, which are appropriate to 
the contexts in which practitioners are working. These activities and tools may include self-assessment, peer 
assessment; formative and summative assessment.  
 
The specific outcomes and essential embedded knowledge must be assessed in relation to each other. If a practitioner 
is able to explain the essential embedded knowledge but is unable to perform the specific outcomes, they should not be 
assessed as competent. Similarly, if a practitioner is able to perform the specific outcomes but is unable to explain or 
justify their performance in terms of the essential embedded knowledge, they should not be assessed as competent.  
 
Method of assessment:  
Assessment should include practical demonstration of competence, either in the workplace or through work-realistic, 
out-of-classroom simulation.  
 
A range of assessment methods should be used, including:  
 
Direct observation - watch the practitioner carry out the task or produce a desired outcome during the course of his or 
her normal work under normal workplace conditions  
Product sample - examine the outcomes previously produced by the practitioner  
Simulation of a specific task - set a specific task for the practitioner to demonstrate in a simulated environment  
Questioning (verbal or written) - ask relevant questions linked to the unit standard  
Testimony - collect a portfolio of evidence from suitable people (eg: reports from a third party)  
 
Integrated assessment:  
It may be more effective and efficient to assess a number of unit standards together thus reducing the overall number 
of assessment `events`.  
 
•  Consider a complete activity in the workplace (the `whole of work` approach) and see which unit standards relate to 
this activity.  
•  Work out how practitioners could collect evidence on a number of unit standards at the same time covering all the 
critical aspects of the standards  
•  Ensure that commonalities that exist between a number of unit standards are captured in a way that makes sense for 
assessment.  

 

SPECIFIC OUTCOME 3  

Identify factors affecting a team within workplace and learning environment and explain affect.  

OUTCOME RANGE  

Description is limited to structure of the organisation.  
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ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

When conducting assessments, assessors must ensure that they are familiar with the full text of the Unit Standards 
being assessed.  
 
They must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential 
embedded knowledge.  
 
As each situation is different, it will be necessary to develop assessment activities and tools, which are appropriate to 
the contexts in which practitioners are working. These activities and tools may include self-assessment, peer 
assessment; formative and summative assessment.  
 
The specific outcomes and essential embedded knowledge must be assessed in relation to each other. If a practitioner 
is able to explain the essential embedded knowledge but is unable to perform the specific outcomes, they should not be 
assessed as competent. Similarly, if a practitioner is able to perform the specific outcomes but is unable to explain or 
justify their performance in terms of the essential embedded knowledge, they should not be assessed as competent.  
 
Method of assessment:  
Assessment should include practical demonstration of competence, either in the workplace or through work-realistic, 
out-of-classroom simulation.  
 
A range of assessment methods should be used, including:  
 
Direct observation - watch the practitioner carry out the task or produce a desired outcome during the course of his or 
her normal work under normal workplace conditions  
Product sample - examine the outcomes previously produced by the practitioner  
Simulation of a specific task - set a specific task for the practitioner to demonstrate in a simulated environment  
Questioning (verbal or written) - ask relevant questions linked to the unit standard  
Testimony - collect a portfolio of evidence from suitable people (eg: reports from a third party)  
 
Integrated assessment:  
It may be more effective and efficient to assess a number of unit standards together thus reducing the overall number 
of assessment `events`.  
 
•  Consider a complete activity in the workplace (the `whole of work` approach) and see which unit standards relate to 
this activity.  
•  Work out how practitioners could collect evidence on a number of unit standards at the same time covering all the 
critical aspects of the standards  
•  Ensure that commonalities that exist between a number of unit standards are captured in a way that makes sense for 
assessment.  
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SPECIFIC OUTCOME 4  

Describe the workplace and learning environment organisation.  

OUTCOME NOTES  

Describe the workplace and learning environment organisation and identify its influence on team members and team.  

OUTCOME RANGE  

Description is limited to structure of the organisation.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

When conducting assessments, assessors must ensure that they are familiar with the full text of the Unit Standards 
being assessed.  
 
They must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential 
embedded knowledge.  
 
As each situation is different, it will be necessary to develop assessment activities and tools, which are appropriate to 
the contexts in which practitioners are working. These activities and tools may include self-assessment, peer 
assessment; formative and summative assessment.  
 
The specific outcomes and essential embedded knowledge must be assessed in relation to each other. If a practitioner 
is able to explain the essential embedded knowledge but is unable to perform the specific outcomes, they should not be 
assessed as competent. Similarly, if a practitioner is able to perform the specific outcomes but is unable to explain or 
justify their performance in terms of the essential embedded knowledge, they should not be assessed as competent.  
 
Method of assessment:  
Assessment should include practical demonstration of competence, either in the workplace or through work-realistic, 
out-of-classroom simulation.  
 
A range of assessment methods should be used, including:  
 
Direct observation - watch the practitioner carry out the task or produce a desired outcome during the course of his or 
her normal work under normal workplace conditions  
Product sample - examine the outcomes previously produced by the practitioner  
Simulation of a specific task - set a specific task for the practitioner to demonstrate in a simulated environment  
Questioning (verbal or written) - ask relevant questions linked to the unit standard  
Testimony - collect a portfolio of evidence from suitable people (eg: reports from a third party)  
 
Integrated assessment:  
It may be more effective and efficient to assess a number of unit standards together thus reducing the overall number 
of assessment `events`.  
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•  Consider a complete activity in the workplace (the `whole of work` approach) and see which unit standards relate to 
this activity.  
•  Work out how practitioners could collect evidence on a number of unit standards at the same time covering all the 
critical aspects of the standards  
•  Ensure that commonalities that exist between a number of unit standards are captured in a way that makes sense for 
assessment.  

 

SPECIFIC OUTCOME 5  

Review the effectiveness of a team.  

OUTCOME NOTES  

Review the effectiveness of a team and own participation in the team within the workplace and learning environments.  

OUTCOME RANGE  

Description is limited to structure of the organisation.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

When conducting assessments, assessors must ensure that they are familiar with the full text of the Unit Standards 
being assessed.  
 
They must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential 
embedded knowledge.  
 
As each situation is different, it will be necessary to develop assessment activities and tools, which are appropriate to 
the contexts in which practitioners are working. These activities and tools may include self-assessment, peer 
assessment; formative and summative assessment.  
 
The specific outcomes and essential embedded knowledge must be assessed in relation to each other. If a practitioner 
is able to explain the essential embedded knowledge but is unable to perform the specific outcomes, they should not be 
assessed as competent. Similarly, if a practitioner is able to perform the specific outcomes but is unable to explain or 
justify their performance in terms of the essential embedded knowledge, they should not be assessed as competent.  
 
Method of assessment:  
Assessment should include practical demonstration of competence, either in the workplace or through work-realistic, 
out-of-classroom simulation.  
 
A range of assessment methods should be used, including:  
 
Direct observation - watch the practitioner carry out the task or produce a desired outcome during the course of his or 
her normal work under normal workplace conditions  
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Product sample - examine the outcomes previously produced by the practitioner  
Simulation of a specific task - set a specific task for the practitioner to demonstrate in a simulated environment  
Questioning (verbal or written) - ask relevant questions linked to the unit standard  
Testimony - collect a portfolio of evidence from suitable people (eg: reports from a third party)  
 
Integrated assessment:  
It may be more effective and efficient to assess a number of unit standards together thus reducing the overall number 
of assessment `events`.  
 
•  Consider a complete activity in the workplace (the `whole of work` approach) and see which unit standards relate to 
this activity.  
•  Work out how practitioners could collect evidence on a number of unit standards at the same time covering all the 
critical aspects of the standards  
•  Ensure that commonalities that exist between a number of unit standards are captured in a way that makes sense for 
assessment.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

1. Anyone assessing a learner or moderating the assessment of a learner against this unit standard must be registered 
as an assessor with the relevant ETQA.  
2. Any institution offering learning that will enable the achievement of this unit standard must be accredited as a 
provider with the relevant ETQA.  
3. Assessment and moderation of assessment will be overseen by the relevant ETQA according to the ETQA`s policies 
and guidelines for assessment and moderation; in terms of agreements reached around assessment and moderation 
between ETQA`s (including professional bodies); and in terms of the moderation guideline detailed under point 4 
immediately below.  
4. Moderation must include both internal and external moderation of assessments at exit points of the qualification, 
unless ETQA policies specify otherwise. Moderation should also encompass achievement of the competence described 
both in individual unit standards as well as the integrated competence described in the qualification.  
 
Anyone wishing to be assessed against this qualification may apply to be assessed by any assessment agency, assessor 
or provider institution which is accredited by the relevant ETQA.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The qualifying learner is able to demonstrate a basic knowledge and understanding of:  
 
1. Structure and functions of least one type of team.  
2. Factors influencing teamwork.  
3. At least one way of evaluating the effectiveness of a team and ones own role in a team.  
4. Influences which the structure of an organisation can have on teamwork.  

 

Critical Cross-field Outcomes (CCFO):  



SDA | MODULE 5 | STUDENT GUIDE 96 

 

 

UNIT STANDARD CCFO WORKING  

Working effectively with others as a member of a team, group, organisation or community - relates to the all 
outcomes.  

 

UNIT STANDARD CCFO ORGANISING  

Organising and managing oneself effectively - relates to the all outcomes.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively - relates to the all outcomes.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Personal Development - relates to the all outcomes.  

 

UNIT STANDARD CCFO CONTRIBUTING  

Contributing to the personal development of learners and the society and economy, by participating as responsible 
citizens in the life of local, national and global communities - relates to the all outcomes.  

 

UNIT STANDARD NOTES  

Assessment case studies and other supplementary to be developed through the learnership pilots.  
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Work Teams 
People in every workplace talk about building the team, 

working as a team, and my team, but few understand how to 

create the experience of team work or how to develop an 

effective team. Belonging to a team, in the broadest 

sense, is a result of feeling part of something larger than 

yourself. It has a lot to do with your understanding of the 

mission or objectives of your organisation. 

 

In a team-oriented environment, you contribute to the overall success of the organization. You work with fellow 

members of the organization to produce these results. Even though you have a specific job function and you belong to 

a specific department, you are unified with other organization members to accomplish the overall objectives. The 

bigger picture drives your actions; your function exists to serve the bigger picture. 

 

You need to differentiate this overall sense of teamwork from the task of developing an effective intact team that is 

formed to accomplish a specific goal. People confuse the two team building objectives. This is why so many team 

building seminars, meetings, retreats and activities are deemed failures by their participants. Leaders failed to define 

the team they wanted to build. Developing an overall sense of team work is different from building an effective, 

focused work team when you consider team building approaches. 

 

Twelve Cs for Team Building  

Executives, managers and organization staff members universally explore 

ways to improve business results and profitability. Many view team-based, 

horizontal, organization structures as the best design for involving all 

employees in creating business success. No matter what you call your team-

based improvement effort: continuous improvement, total quality, lean 

manufacturing or self-directed work teams, you are striving to improve 

results for customers. Few organizations, however, are totally pleased with the results their team improvement efforts 

IDENTIFY THE STRUCTURE AND PURPOSE OF A PARTICULAR TEAM

TIME: 90 MINUTES ACTIVITY: SELF & GROUP
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produce. If your team improvement efforts are not living up to your expectations, this self-diagnosing checklist may 

tell you why. Successful team building, that creates effective, focused work teams, requires attention to each of the 

following. 

 

Clear Expectations: Has executive leadership clearly communicated its expectations for the team’s performance and 

expected outcomes? Do team members understand why the team was created? Is the organization demonstrating 

constancy of purpose in supporting the team with resources of people, time and money? Does the work of the team 

receive sufficient emphasis as a priority in terms of the time, discussion, attention and interest directed its way by 

executive leaders? 

 

Context: Do team members understand why they are participating on the team? Do they understand how the strategy 

of using teams will help the organization attain its communicated business goals? Can team members define their 

team’s importance to the accomplishment of corporate goals? Does the team understand where its work fits in the 

total context of the organization’s goals, principles, vision and values? 

 

Commitment: Do team members want to participate on the team? Do team members feel the team mission is 

important? Are members committed to accomplishing the team mission and expected outcomes? Do team members 

perceive their service as valuable to the organization and to their own careers? Do team members anticipate 

recognition for their contributions? Do team members expect their skills to grow and develop on the team? Are team 

members excited and challenged by the team opportunity? 

 

Competence: Does the team feel that it has the appropriate people participating? (As an example, in a process 

improvement, is each step of the process represented on the team?) Does the team feel that its members have the 

knowledge, skill and capability to address the issues for which the team was formed? If not, does the team have access 

to the help it needs? Does the team feel it has the resources, strategies and support needed to accomplish its mission? 

 

Charter: Has the team taken its assigned area of responsibility and designed its own mission, vision and strategies to 

accomplish the mission. Has the team defined and communicated its goals; its anticipated outcomes and 

contributions; its timelines; and how it will measure both the outcomes of its work and the process the team followed 

to accomplish their task? Does the leadership team or other coordinating group support what the team has designed? 

 

Control: Does the team have enough freedom and empowerment to feel the ownership necessary to accomplish its 

charter? At the same time, do team members clearly understand their boundaries? How far may members go in 

pursuit of solutions? Are limitations (i.e. monetary and time resources) defined at the beginning of the project before 

the team experiences barriers and rework? Is the team’s reporting relationship and accountability understood by all 

members of the organization? Has the organization defined the team’s authority? To make recommendations? To 
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implement its plan? Is there a defined review process so both the team and the organization are consistently aligned 

in direction and purpose? Do team members hold each other accountable for project timelines, commitments and 

results? Does the organization have a plan to increase opportunities for self-management among organization 

members? 

 

Collaboration: Does the team understand team and group process? Do members understand the stages of group 

development? Are team members working together effectively interpersonally? Do all team members understand the 

roles and responsibilities of team members? Team leaders? Team recorders? Can the team approach problem solving, 

process improvement, goal setting and measurement jointly? Do team members cooperate to accomplish the team 

charter? Has the team established group norms or rules of conduct in areas such as conflict resolution, consensus 

decision making and meeting management? Is the team using an appropriate strategy to accomplish its action plan? 

 

Communication: Are team members clear about the priority of their tasks? Is there an established method for the 

teams to give feedback and receive honest performance feedback? Does the organization provide important business 

information regularly? Do the teams understand the complete context for their existence? Do team members 

communicate clearly and honestly with each other? Do team members bring diverse opinions to the table? Are 

necessary conflicts raised and addressed? 

 

Creative Innovation: Is the organization really interested in change? Does it value creative thinking, unique solutions, 

and new ideas? Does it reward people who take reasonable risks to make improvements? Or does it reward the 

people who fit in and maintain the status quo? Does it provide the training, education, access to books and films, and 

field trips necessary to stimulate new thinking? 

 

Consequences: Do team members feel responsible and accountable for team achievements? Are rewards and 

recognition supplied when teams are successful? Is reasonable risk respected and encouraged in the organization? Do 

team members fear reprisal? Do team members spend their time finger pointing rather than resolving problems? Is 

the organization designing reward systems that recognize both team and individual performance? Is the organization 

planning to share gains and increased profitability with team and individual contributors? Can contributors see their 

impact on increased organization success? 

 

Coordination: Are teams coordinated by a central leadership team that assists the groups to obtain what they need for 

success? Have priorities and resource allocation been planned across departments? Do teams understand the concept 

of the internal customer—the next process, anyone to whom they provide a product or a service? Are cross-functional 

and multi-department teams common and working together effectively? Is the organization developing a customer-

focused process-focused orientation and moving away from traditional departmental thinking? 

 



SDA | MODULE 5 | STUDENT GUIDE 100 

 



SDA | MODULE 5 | STUDENT GUIDE 101 

 

 
Cultural Change: Does the organization recognize that the team-based, collaborative, empowering, enabling 

organizational culture of the future is different than the traditional, hierarchical organization it may currently be? Is 

the organization planning to or in the process of changing how it rewards, recognizes, appraises, hires, develops, plans 

with, motivates and manages the people it employs? 

 

Does the organization plan to use failures for learning and support reasonable risk? Does the organization recognize 

that the more it can change its climate to support teams, the more it will receive in pay back from the work of the 

teams? Spend time and attention on each of these twelve tips to ensure your work teams contribute most effectively 

to your business success. Your team members will love you, your business will soar, and empowered people will "own" 

and be responsible for their work processes. Can your work life get any better than this? 

 

Informal Team Dynamics 

Formation of informal work groups 

Individuals are employed by an organization to perform specific functions.  Although the whole person joins an 

organization, attention is usually focused on the partial person, the part of the individual doing the job. Because 

people have needs that extend beyond the work itself, informal groups develop to fill certain emotional, social, and 

psychological needs. The degree to which a group satisfies its member’s needs determines the limits within which 

individual members of the group will allow their behaviour to be controlled by the group. 

 

Sense of belonging 

Several major functions are served by informal groups. For example, the group serves as a means of satisfying the 

affiliation needs of its members for friendship and support. People need to belong, to be liked, to feel a part of 

something. Because the informal group can withhold this attractive reward, it has a tool of its own to coerce 

compliance with its norms. 

 

Identity and self esteem 

Groups also provide a means of developing, enhancing, and confirming a person's sense of identity and self-esteem. 

Although many organizations attempt to recognize these higher needs, the nature of some jobs-their technology and 

environment-precludes this from happening. The long assembly line or endless rows of desks reinforce a feeling of 

depersonalization. 

 

Stress reduction 

Another function of groups is to serve as an agent for establishing and testing social reality. For instance, several 

individuals may share the feeling that their supervisor is a slave driver or that their working conditions are inadequate. 
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By developing a consensus about these feelings, group members are  able to reduce the anxiety associated with their 

jobs. 

 

All for one, one for all 

Finally, the informal group serves as a defence mechanism against forces that group members could not resist on their 

own. Joining forces in a small group makes the members feel stronger, less anxious, and less insecure in the face of a 

perceived threat. 

 

As long as needs exist that are not served by the formal organization, informal groups will form to fill the gap. Since 

the group fills many important needs for its members, it influences member behaviour. 

 

Leadership of informal work groups 

Informal groups possess certain characteristics that, if understood, can be used to advantage. While many of these 

characteristics are similar to those of formal organizations, others are unique. One attribute of informal groups is 

rotational leadership. 

 

The informal leader emerges as the individual possessing qualities that the other members perceive as critical to the 

satisfaction of their specific needs at the moment; as the needs change so does the leader. Only rarely does a single 

individual possess all of the leadership characteristics needed to fill the various needs of the group. 

Unlike the formally appointed leader who has a defined position from which to influence others, the informal leader 

does not possess formal power. If the informal leader fails to meet the group's expectations, he or she is deposed and 

replaced by another. The informal group's judgment of its leaders tends to be quicker and more cold-blooded than 

that of most formal groups. 

 

Supervisory strategies 

The supervisor can use several strategies to affect the leadership and harness the power of informal groups. One quick 

and sure method of changing a group is to cause the leader to change one or more of his or her characteristics. 

Another is to replace the leader with another person. One common ploy is to systematically rotate out of the group its 

leaders and its key members. Considering the rotational nature of leadership, a leader may emerge who has aims 

similar to the formal goals of the organization. There are problems with this approach, however. Besides the practical 

difficulties of this, this strategy is blunted by the fact that group norms often persist long after the leader has left the 

group.
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A less Machiavellian approach is for the supervisor to be alert to leaders sympathetic to the supervisor's objectives 

and to use them toward the betterment of the formal group's effectiveness. Still another method is to attempt to 'co-

opt' informal leaders by absorbing them into the leadership or the decision-making structure of the formal group. Co-

opting the informal leader often serves as a means of averting threats to the stability of the formal organization. 

 

Remember, though, a leader may lose favour with the group because of this association with management, and group 

members will most likely select another leader. 

 

How to Build a Teamwork Culture 

Fostering teamwork is creating a work culture that values collaboration. In a teamwork environment, people 

understand and believe that thinking, planning, decisions and actions are better when done cooperatively. People 

recognize, and even assimilate, the belief that “none of us is as good as all of us.” It’s hard to find work places that 

exemplify teamwork. Organisations are working on valuing diverse people, ideas, backgrounds, and experiences. We 

have far to go before valuing teams and teamwork will be the norm. You can, however, create a teamwork culture by 

doing just a few things right. 

 

Admittedly, they’re the hard things, but with commitment and appreciation for the value, you can create an overall 

sense of teamwork in your organization. Create a Culture of Teamwork To make teamwork happen, these powerful 

actions must occur. Executive leaders communicate the clear expectation that teamwork and collaboration are 

expected. No one completely owns a work area or process all by himself. People who own work processes and 

positions are open and receptive to ideas and input from others on the team. 

 

Executives model teamwork in their interaction with each other and the rest of the organization. They maintain 

teamwork even when things are going wrong and the temptation is to slip back into former team unfriendly 

behaviour. The organization members talk about and identify the value of a teamwork culture. If values are formally 

written and shared, teamwork is one of the key five or six.  

 

Teamwork is rewarded and recognized. The lone ranger, even if she is an excellent producer, is valued less than the 

person who achieves results with others in teamwork. Compensation, bonuses, and rewards depend on collaborative 

practices as much as individual contribution and achievement.  

 

Important stories and folklore that people discuss within the company emphasize teamwork. (Remember the year the 

capsule team reduced scrap by 20 percent?) People who “do well” and are promoted within the company are team 

players. 
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Tips for Team Building 

Do you immediately picture your group off at a resort playing games or hanging from ropes when you think of team 

building? Traditionally, many organizations approached team building this way. Then, they wondered why that 

wonderful sense of teamwork, experienced at the retreat or seminar, failed to impact long term beliefs and actions 

back at work. 

 

I’m not averse to retreats, planning sessions, seminars and team building activities – in fact I lead them - but they have 

to be part of a larger teamwork effort. You will not build teamwork by “retreating” as a group for a couple of days 

each year. Think of team building as something you do every single day. Form teams to solve real work issues and to 

improve real work processes. Provide training in systematic methods so the team expends its energy on the project, 

not on figuring out how to work together as a team to approach it. 

 

Hold department meetings to review projects and progress, to obtain broad input, and to coordinate shared work 

processes. If team members are not getting along, examine the work processes they mutually own. The problem is not 

usually the personalities of the team members. It’s the fact that the team members often haven’t agreed on how they 

will deliver a product or a service or the steps required to get something done. 

 

Build fun and shared occasions into the organization’s agenda. Hold pot luck lunches; take the team to a sporting 

event. Sponsor dinners at a local restaurant. Go hiking or to an amusement park. Hold a monthly company meeting. 

Sponsor sports teams and encourage cheering team fans. 

 

Use ice breakers and teamwork exercises at meetings. I worked with an organization that held a weekly staff meeting. 

Participants took turns bringing a “fun” ice breaker to the meeting. These activities were limited to ten minutes, but 

they helped participants laugh together and get to know each other – a small investment in a big time sense of team. 

 

Celebrate team successes publicly. Buy everyone the same t-shirt or hat. Put team member names in a drawing for 

company merchandise and gift certificates. You are limited in teamwork only by your imagination. 

Take care of the hard issues above and do the types of teamwork activities listed here. You’ll be amazed at the 

progress you will make in creating a teamwork culture, a culture that enables individuals to contribute more than they 

ever thought possible - together. 
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Communications network  
The Grapevine 

Another characteristic of the informal group is its communications network. The informal group has communications 

processes that are smoother and less cumbersome than those of the formal organization. Thus its procedures are 

easily changed to meet the communication needs of the group.  

 

In the informal group, a person who possesses information vital to the group's functioning or well-being is frequently 

afforded leadership status by its members. Also, the centrally located person in the group is in the best position to 

facilitate the smooth flow of information among group members. Knowing about informal group communication the 

supervisor can provide a strategically placed individual with information needed by the group.  

 

This not only enhances the stature of this individual perhaps elevating him or her to a leadership position but also 

provides an efficient means of distributing information. Providing relevant information to the group will also help 

foster harmony between the supervisor and the informal group. By winning the cooperation of informal group leaders 

the supervisor will most likely experience fewer grievances and better relationships. 

 

Group Cohesiveness 

A third characteristic of informal groups is group cohesiveness-the force that holds a group together. Group 

cohesiveness varies widely based on numerous factors-including the; 

 Size of the group  

 Dependence of members upon the group  

 Achievement of goals  

 Status of the group and  

 Management demands and pressures 

 

For example group cohesiveness increases strongly whenever the membership perceives a threat from the outside. 

This threat produces the high anxiety that strong group cohesiveness can help reduce. If the supervisor presses the 

group to conform to a new organizational norm that is viewed as a threat to the security needs of group members. The 

group will become more unified in order to withstand the perceived threat.  

 

Thus management can limit its own effectiveness by helping to increase the group's cohesiveness. With the passing of 

the threat the group tends to lose its cohesiveness. Perhaps paradoxically the most dangerous time for group cohesion 

is when things are going well. Supervisors can use the factors that affect group cohesiveness to increase their own 

effectiveness.  
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Decision making process involvement 

For instance a supervisor can involve the informal group members in the decision-making process. Input from group 

members will not only reduce their feeling of alienation but also improve communication between the supervisor and 

subordinates thereby reducing potential conflict. Where group participation in decision making is not practical the 

supervisor should carefully explain the reasons to play down what might be seen as a threat to the group.  

 

In some cases the supervisor may want to increase the groups’ cohesiveness deliberately devising situations that put 

one group into competition with another. If this gambit is carefully controlled the solidarity that results may bring a 

higher level of performance. The danger of this strategy is that the supervisor may be unable to control the reaction of 

the group. The ploy could back-fire bringing competition and dissension within the group. 

 
Informal group norms or values  

Unspoken rules 

The final characteristic of informal groups is the establishment of the groups norms (values). As we discussed earlier, 

norms keep a group functioning as a system instead of a collection of individuals. Norms are of great importance to 

the informal group in controlling behaviour and measuring the performance of members. Because norm (values) 

violations threaten a group's existence, departures from the norm usually carry severe sanctions.  

 

The members must either conform or sever their group affiliation. The latter action is unlikely, especially if the 

individual values group membership to satisfy certain needs. Two points are important to note about the norms of 

informal groups. 

   

First, where both formal and informal norms exist, the informal norms transcend the formal. At moments when norms 

conflict with organizational objectives, organizational effectiveness suffers.  

 

Second, members of an informal group may be unaware that the norms of the group influence their behaviour. Norms 

are particularly potent because without knowing it members would not even think of acting otherwise-norms are that 

ingrained into their behaviour pattern.  
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Study Teams 
Students learn best when they are actively 

involved in the process. Researchers report that, 

regardless of the subject matter, students 

working in small groups tend to learn more of 

what is taught and retain it longer than when the 

same content is presented in other instructional 

formats. Students who work in collaborative 

groups also appear more satisfied with their 

classes.  

 

Various names have been given to this form of teaching, and there are some distinctions among these: cooperative 

learning, collaborative learning, collective learning, learning communities, peer teaching, peer learning, reciprocal 

learning, team learning, study circles, study groups, and work groups. But all in all, there are three general types of 

group work: informal learning groups, formal learning groups, and study teams  

 

Informal learning groups are ad hoc temporary clustering of students within a single class session. Informal learning 

groups can be initiated, for example, by asking students to turn to a neighbour and spend two minutes discussing a 

question you have posed. You can also form groups of three to five to solve a problem or pose a question.  

 

You can organize informal groups at any time in a class of any size to check on students' understanding of the material, 

to give students an opportunity to apply what they are learning, or to provide a change of pace. 

 

Formal learning groups are teams established to complete a specific task, such as perform a lab experiment, write a 

report, carry out a project, or prepare a position paper. These groups may complete their work in a single class session 

or over several weeks. Typically, students work together until the task is finished, and their project is graded. 

 

Study teams are long-term groups (usually existing over the course of a semester) with stable membership whose 

primary responsibility is to provide members with support, encouragement, and assistance in completing course 

requirements and assignments.  

 

Study teams also inform their members about lectures and assignments when someone has missed a session. The 

larger the class and the more complex the subject matter, the more valuable study teams can be. 
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Organising Learning Groups  

Decide how the groups will be formed. Some faculty 

prefer randomly assigning students to groups to maximize 

their heterogeneity: a mix of males and females, verbal 

and quiet students, the cynical and the optimistic. Some 

faculty let students choose with whom they want to work, 

although this runs the risk that groups will socialize too 

much and that students will self-segregate.  

 

Self-selected groups seem to work best in small classes, for classes of majors who already know one another, or in 

small residential colleges. Still other instructors prefer to form the groups themselves, taking into account students' 

prior achievement, and levels of preparation, work habits, ethnicity, and gender.  

 

They argue for making sure that members of each group are exclusively graded students or exclusively pass/ not pass 

students and that well-prepared students be placed in groups with other well-prepared students. Other faculty, 

however, try to sprinkle the more able students evenly among the groups.  

 

A middle ground is to ask students to express a preference, if they wish, then make the assignments yourself. You 

could, for example, ask students to write down the names of three students with whom they would most like to work. 

 

Be conscious of group size. In general, groups of four or five members work best. Larger groups decrease each 

member's opportunity to participate actively. The less skilful the group members, the smaller the groups should be. 

The shorter amount of time available, the smaller the groups should be.  

 

Keep groups together. When a group is not working well, avoid breaking it up, even if the group requests it. The 

addition of the floundering group's members to ongoing groups may throw off their group process, and the bailed-out 

troubled group does not learn to cope with its unproductive interactions.  

 

Help groups plan how to proceed. Ask each group to devise a plan of action: who will be doing what and when. 

Review the groups' written plans or meet with each group to discuss its plan. 

 

Regularly check in with the groups. If the task spans several weeks, you will want to establish checkpoints with the 

groups. Ask groups to turn in outlines or drafts or to meet with you. 
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Provide mechanisms for groups to deal with uncooperative members. 

It is recommended telling the class that after the group task is completed, each student will submit to the instructor an 

anonymous assessment of the participation of the other group members: who did extra work and who shirked work. If 

several people indicate that an individual did less than a fair share, that person could receive a lower grade than the 

rest of the group. This system works if groups have a chance in the middle of the project to discuss whether any 

members are not doing their share. Members who are perceived as shirkers then have an opportunity to make 

amends. Here are some other options for dealing with shirkers: 

• Keep the groups at three students: it is hard to be a shirker in a small group.  

• Make it clear that each group must find its own way to handle unproductive group behaviour.  

• Allow the groups, by majority vote, to dismiss a member who is not carrying a fair share. Students who 

are dropped from a group must persuade the group to reconsider, find acceptance in another group, 

or take a failing grade for the project.  

 

Perhaps the best way to assure comparable effort among all group members is to design activities in which there is a 

clear division of labour and each student must contribute if the group is to reach its goal.  

 

Setting up Study Teams 

Tell Students about the benefits of study teams. Study teams meet regularly outside of class to study together, read 

and review course material, complete course assignments, comment on each other's written work, prepare for tests 

and exams, and help each other with difficulties that are encountered in class. Study teams are guided by the notions 

that students can often do as a group what they cannot do by themselves and that students can benefit from peer 

teaching-explanations, comments, and instruction from their course mates.  

 

Explain how study teams work. Study teams can work in a number of ways. In one model, all students read the 

assignments but each member agrees to provide to the group in-depth coverage of a particular segment of the 

material and to answer as fully as possible whatever questions other members of the study team might raise. In this 

model, then, each member agrees to study all the material yet each also tries to become an "expert" in a certain area 

of the material. 

 

In another model, the teams' activities vary from meeting to meeting. For example, at one meeting, teams might 

review class notes to see whether there is agreement on the most important points of the lecture or discussion. In 

another session, teams might go over a class quiz or test to ensure that all team members clearly understand each of 

the questions, especially those that were answered incorrectly by one or more members. Another session might be 

devoted to reviewing problem sets or exchanging drafts of written papers for peer editing.  
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In a third model, the main agenda for each study team session is a set of study questions. Early in the term, the study 

questions are provided by the professor or graduate student instructors. After three or four weeks, each team 

member must bring a study question related to the week's lecture material to the team meeting. The questions 

structure the discussion and are modified, discarded, or replaced by the group as the session proceeds.  

 

At the session's end, the study questions that the group chooses as the most valuable are turned in for review by the 

instructor. You can let students decide for themselves how to structure their study teams, or you can offer advice and 

suggestions.  

 

If Study teams are optional, offer students extra credit for participation. For example, students who are members of 

an official study team might get bonus points for each assignment, based on the average grade received by the 

individual group members.  

 

Let students know what their responsibilities are as a study team member. Students who participate in study teams 

agree to do the following: 

• Prepare before the study team meeting (for example, do all the required reading or problem sets)  

• Complete any tasks that the group assigns to its members  

• Attend all meetings and arrive on time  

• Actively participate during the sessions in ways that further the work of the group  

• Help promote one another's learning and success  

• Provide assistance, support, and encouragement to group members  

• Be involved in periodic self-assessments to determine whether the study team is working successfully 

(Is too much work being required? Is the time in study team meetings well spent?)  

 

In addition, let students know that they can improve the effectiveness of their study teams by making sure each 

session has a clearly articulated agenda and purpose. They can also work more efficiently if all logistical arrangements 

are set for the semester: meeting time, length, location. 

 

Help students locate meeting rooms. Arrange with your department or campus room scheduler to make available 

small meeting rooms for study teams. If appropriate, consider using group rooms in the residence halls. 

 

Limit groups to no more than six students. Groups larger than six have several drawbacks: it is too easy for students 

to become passive observers rather than active participants; students may not get the opportunity to speak frequently 

since there are so many people; students' sense of community and responsibility may be less intense in larger groups. 
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Let students select their own study teams unless you have a large class. Since the groups are designed to last the 

term and will meet outside of class, give students the opportunity to form groups of three to six members. Arrange 

one or two open groups for students who do not know others in the class.  

 

If students will be selecting their own groups, offer several small group activities during the first three weeks of class 

and rotate the membership of these ad hoc groups so that students can get to know one another's interests and 

capabilities before forming study teams.  

 

If your class is very large and letting students select their own groups seems too difficult, have students sign up for 

teams scheduled to meet at particular times. This means that students will form groups based solely on when they can 

regularly attend a study team meeting.  

 

Try to form the groups by sections rather than for the large lecture class overall. Students in the same section are 

more likely to know each other and feel a sense of responsibility for their study team.  

 

Use a portion of class time for arranging study groups. Announce that study groups will be set up during the third or 

fourth week of the course. At that time, hand out a description of study teams and students' responsibilities, and let 

students talk among themselves to form groups or to sign up for scheduled time slots.  

 

Suggest that all members of the study team exchange phone numbers. Encourage the study teams to select one 

person as the convener who will let all members know where the group is to meet. 

 

Devote a class session to study teams. Ask students to meet in their study teams to review course material or prepare 

for an upcoming exam or assignment. Use the time to check in with the groups to see how well they are operating. 

Some faculty regularly substitute study team meetings for lectures. To the extent possible, meet with a study team 

during an office hour or review the work of a study team sometime during the semester. 
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Adopting Guidelines for Team Member Relationships 

The members of every team and work group develop particular ways of interacting with each other over time. 

Effective interpersonal communication among members and successful communication with managers and employees 

external to the team are critical components of team functioning. How a team makes decisions, assigns work, and 

holds members accountable determines team success. With the potential power of the impact of these interactions on 

team success, why leave team member interaction to chance? Form team relationship guidelines or team norms early 

to ensure team success. 

 

What Are Team Norms or Relationship Guidelines? 

Team norms are a set of rules or guidelines that a team establishes to shape the interaction of team members with 

each other and with employees who are external to the team. Team norms can be developed during an early team 

meeting. More norms can be added as the team sees the need for additional guidelines. Once developed, team norms 

are used to guide team member behaviour.  

 

Team norms are used to assess how well team members are interacting. Team norms enable team members to call 

each other out on any behaviour that is dysfunctional or that is negatively impacting the success of the team. Most 

team members won't intentionally harm the project or the team's success. But, the lack of an agreed upon framework 

for interaction creates the potential for misunderstanding and negative conflict. 

 

Team Norm Essentials 

Predictably, teams have trouble with particular components of interpersonal communication and interaction. You will 

want to develop norms in these areas for team success. These are the steps to follow when you create your team 

norms. Additionally, here are sample team norms in several areas of the more important aspects of interpersonal and 

team interaction. 

 

IDENTIFY FACTORS AFFECTING A TEAM WITHIN WORKPLACE AND LEARNING
ENVIRONMENT AND EXPLAIN AFFECT

TIME: 90 MINUTES ACTIVITY: SELF & GROUP
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Team members as co-workers: all team members are equal; every team member's opinion will be thoughtfully 

considered; each team member will keep all commitments by the agreed upon due date; each team member agrees to 

constantly assess whether team members are honouring their commitment to the team norms.  

 

Team member communication: team members will speak respectfully to each other; will not talk down to each other; 

will positively recognize and thank each other for team contributions. 

 

Team member interaction in meetings: team members will listen without interrupting; hold no side or competing 

conversations; follow the rules for effective meetings; attend the meeting on time; always work from an agenda; 

minutes will be recorded at each meeting; end meetings on time. 

 

Team organization and function: leadership will rotate monthly; the team management sponsor will attend the 

meeting, at least, monthly. 

 

Team communication with other employees including managers: team members will make certain they have 

agreement on what and when to communicate; complaints about team members will be addressed first in the team.  

 

Team problem solving, conflict resolution and decision making: team members will make decisions by consensus, but 

majority will rule if timely consensus is not reached; conflicts will be resolved directly with the persons in conflict. 

Team norms can encompass as many topics as the team deems necessary for successful functioning. Start with a few 

team norms and add more norms as needed. Make sure the team norms are written and posted where team members 

are reminded of their commitment. With effective team norms in place, your team will be able to focus on its business 

purpose. The team was undoubtedly founded to help the company continuously improve and achieve its strategic 

goals. Don't let ineffective relationships and interactions sabotage the team's work. 

 

Group Norms or Relationship Guidelines 
Every team has two components that team members must pay attention to if the team is going to succeed. The team 

must pay attention to the content (or goals or outcomes expected). The team must also carefully shape and monitor 

the team process it uses to accomplish the goals. Team process includes: 

• How team members interact with and communicate with each other,  

• How the team members communicate with employees not on the team, and  

• How team members will be responsible and accountable for moving the project forward and accomplishing 

the goals. 
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These team norms or ground rules are established with all members of the team participating equally. The manager of 

the team or the team's company sponsor or champion is included in the discussion and must agree to practice the 

relationship guidelines developed. 
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Here are sample process norms or guidelines that a team might use to effectively conduct its business. You may use 

them as a starting point, but each team must generate and commit to its own team norms.  

 

Sample Team Norms or Guidelines 

• Treat each other with dignity and respect.  

• Transparency: avoid hidden agendas.  

• Be genuine with each other about ideas, challenges, and feelings.  

• Trust each other. Have confidence that issues discussed will be kept in confidence.  

• Managers will open up a space in which people have information and are comfortable asking for what they need.  

• Team members will practice a consistent commitment to sharing all the information they have. Share the complete 

information that you have up front.  

• Listen first to understand, and don’t be dismissive of the input received when we listen.  

• Practice being open-minded.  

• Don’t be defensive with your colleagues.  

• Rather than searching for the guilty, give your colleagues the benefit of the doubt; have a clean slate process.  

• Support each other - don't throw each other under the bus.  

• Avoid territoriality; think instead of the overall good for the company, our employees, and our customers.  

• The discussion of issues, ideas, and direction will not become a personal attack or return to haunt you in the future.  

• Managers are open, communicative, and authentic with each other and their teams.  

• It's okay to not know the right answer, and to admit it. The team can find the answer.  

• Problems are presented in a way that promotes mutual discussion and resolution.  

• It is safe to be wrong as a manager. Thoughtful decision making is expected.  

• Own the whole implementation of the product, not just your little piece; recognize that you are part of something 

larger than yourself. Be responsible to own the whole picture.  

• Practice and experience humility - each of us may not have all the answers.  

• If you commit to doing something – do it. Be accountable and responsible to the team.  

• It is okay to be the messenger with bad news. You can expect a problem solving approach, not recrimination.  

• Promise to come prepared to your meetings and projects so that you demonstrate value and respect for the time 

and convenience of others.  

• Strive to continuously improve and achieve the team's strategic goals. Don't let ineffective relationships and 

interactions sabotage the team's work.  

• Expend the effort to practice all of these norms and to care enough about the team and its work to confront each 

other, with care, compassion, and purpose, when a team member fails to practice these norms. 
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Resolving performance problems starts by exploring the root cause behind performance issues and 

determining strategies for performance improvements. 

Measuring Team Performance  
Understanding and subsequently discussing a team's performance is central 

to managing team performance. To work effectively, teams must regularly 

and objectively review their "teamwork". In addition to concentrating on 

their short-term outputs, team members must examine work processes to 

ensure that the team is working creatively, that the team is effectively 

promoting itself to others, and so on. Too often in managing team 

performance the team review focuses on subjective individual evaluation, 

as opposed to an objective team assessment. 

 

Successfully managing team performance starts by identifying where the team is performing well and where it needs 

further development. The common language ensures that everyone is focusing on the critical team performance 

factors and the measured gaps can then be translated into action plans for improved performance. It is the diagnosis 

of the problems that is essential. Once we know what is wrong, it is usually easy to fix it! Once teams are formed, they 

go through an unpleasant storming stage before ground rules and norms are established. Eventually the performing 

stage is reached. In the 1980s it was acceptable to take maybe six months or so to reach the performing stage. 

However, in the '90s, such is the speed of change and the intensity of competition that some teams have to get to 

good performance levels in six weeks or even six days! 

  

Set Objectives  

An objective is a statement of something to be achieved 

� The level of challenge of the objective should be appropriate to the individual 

� The objective must be within the person’s power and not dependant on circumstance 

� An organisation based on this approach will have a cascading set of objectives 

� The organisation, business functions, teams and finally each individual will have objectives set 

� It is important that objectives support one another  

 

REVIEW THE EFFECTIVENESS OF A TEAM
TIME: 90 MINUTES ACTIVITY: SELF & GROUP
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Performance Review  

� Having set objectives it is important to review them against progress 

� Gather all the information you can 

� Establish an agreed level of performance and then determine the gap 

� Explore reasons for the gap, job description, training, personal, understanding, grievance etc 

� Agree steps to eliminate the gap 

� Summarise and follow up at intervals  

 

Appraisal Systems  

� An Appraisal System is often the vehicle for achieving this performance review 

� Preparation for Appraisal – developmental, management revisiting objectives with coaching 

� During the Appraisal - areas for improvement are important, drawing out techniques are useful 

� Recording the Appraisal  

 

In order to resolve a performance issue on your team, you need to consider a number of questions to help identify the 

root cause of the performance problem. Answering these questions will help direct you towards a strategy for 

performance improvement.  

 

1. What is the problem? - Start by clearly stating the problem without assigning blame. State the problem in the form 

of a statement like "X's behaviour is negatively affecting the team's (or company's) performance. The results of this 

negative behaviour are that..." Describe it in terms of the affect to the bottom line or to morale. 

 

2. Is it really worth the time and energy? - Make sure that the there is a cost/benefit or morale/benefit to putting 

energy into this issue. If you have a personal axe to grind that may or may not directly involve the person, be careful. 

Sometimes you need to take a step back and make sure that there really is a performance issue at hand. 

 

3. Is it motivation or skill? - If you told them their job or life was on the line, could they perform how you'd like? If yes, 

then you are dealing with a motivation issue. If no, then they lack skill. 

 

Once you have determined that this is a problem worth solving and considered whether it is caused by a lack of skill or 

motivation, you can determine the best approach to take considering the situation. 
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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 operate in a team, understanding the structure of the team, and the roles and 

responsibilities of each team member. 

□ I am able to identify and take into account external (environmental) factors that influence the 

workings and success of the team; and evaluate the success of the team 

□ I am able to ensure that teamwork is more effective in workplaces and in provider 

organisations, as well as contribute to transforming workplaces into sites of learning 

 

 

 

 
 
 
 
 
 

 
 
 

 

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: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________



SDA | MODULE 5 | STUDENT GUIDE 120 

 

 
 

 
 

 

 

 

 

NATIONAL CERTIFICATE: BUSINESS ADMIN SERVICES  

MODULE 5 | US 9960   COMMUNICATE VERBALLY AND NON-

VERBALLY IN THE WORKPLACE 
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The purpose of this Unit Standard is to enable construction plumbers to communicate effectively with clients, 

suppliers, colleagues, and subordinates, using both verbal and written communication methods.  

 

 

Unit Standard 9960  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO1 SELECT METHOD OF COMMUNICATION 
AC1 The communication method selected is appropriate for the target audience 
AC2 Barriers of communication are overcome 

SO2 COMMUNICATE WITH SUBORDINATES 
AC1 Information is gathered from subordinates 
AC2 Instructions are given 
AC3 Feedback is received to confirm the effectiveness of the communication 

SO3 COMMUNICATE WITH CLIENTS 
AC1 Requests for information are made 
AC2 Confirmation of instructions is written 
AC3 Information is given in the prescribed format 
AC4 A conversation is engaged in to its logical conclusion 

 

 

Essential Embedded Knowledge: 

1. Various ways of communicating verbally and non-verbally  

2. Communication as a two-way process  

3. Barriers to communication  

4. Greetings and leave taking conventions  

5. The required formats for written communication; including - letters, instructions, and requests for information.
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          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING   
Identify and solve problems - refer to the following assessment criteria:  
Barriers of communication are overcome.  
 
UNIT STANDARD CCFO WORKING   
Work effectively with others - refer to all assessment criteria.   
 
UNIT STANDARD CCFO ORGANISING   
Employ self-management - refer to the following assessment criteria:  
Information is given in the prescribed format.  
Instructions are given.  
  
UNIT STANDARD CCFO COLLECTING   
Manage information - refer to the following assessment criteria:  
The communication method selected is appropriate for the target audience.  
  
UNIT STANDARD CCFO COMMUNICATING   
Communicate effectively - refer to all assessment criteria.   
 
UNIT STANDARD CCFO SCIENCE   
Demonstrate scientific and technological competence - refer to the following assessment criteria:  
Information is given in the prescribed format.  
The communication method selected is appropriate for the target audience.  
 
UNIT STANDARD CCFO DEMONSTRATING   
Understand contextual world-systems - refer to the following assessment criteria:  
The communication method selected is appropriate for the target audience.  
Barriers of communication are overcome.  
A conversation is engaged in to its logical conclusion. 
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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:  

 

Communicate verbally and non-verbally in the workplace  
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ID 
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In all of the tables in this document, both the old and the new NQF Levels are shown. In the text (purpose statements, qualification 
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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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The purpose of this Unit Standard is to enable construction plumbers to communicate effectively with clients, suppliers, 
colleagues, and subordinates, using both verbal and written communication methods.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

FETC NQF Level 2 literacy and numeracy competencies.  

 

UNIT STANDARD RANGE  

1. Potential barriers to communication include cultural differences, word choice, voice modulation, language differences, 
not listening actively, etc.  
 
2. Communication includes verbally face-to-face, telephonic, written letter, facsimile, etc.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Select method of communication.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The communication method selected is appropriate for the target audience.  

 

ASSESSMENT CRITERION 2  

2. Barriers of communication are overcome.  

 

SPECIFIC OUTCOME 2  

Communicate with subordinates.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Information is gathered from subordinates.  

 

ASSESSMENT CRITERION 2  

2. Instructions are given.  

 

ASSESSMENT CRITERION 3  
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3. Feedback is received to confirm the effectiveness of the communication.  

 

SPECIFIC OUTCOME 3  

Communicate with clients.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Requests for information are made.  

 

ASSESSMENT CRITERION 2  

2. Confirmation of instructions is written.  

 

ASSESSMENT CRITERION 3  

3. Information is given in the prescribed format.  

 

ASSESSMENT CRITERION 4  

4. A conversation is engaged in to its logical conclusion.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Assessment of learner achievements takes place at providers accredited by CETA (RSA, 1998b) for the provision of 
programs that result in the outcomes specified for the Certificate for Construction artisans. CETA is responsible for 
moderation of learner achievements of learners who meet the requirements of this qualification.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

Qualifying learners understand and can explain:  
 
1. Various ways of communicating verbally and non-verbally  
2. Communication as a two-way process  
3. Barriers to communication  
4. Greetings and leave taking conventions  
5. The required formats for written communication; including - letters, instructions, and requests for information.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  
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Identify and solve problems - refer to the following assessment criteria:  
 
•  Barriers of communication are overcome.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others - refer to all assessment criteria.  

 

UNIT STANDARD CCFO ORGANISING  

Employ self-management - refer to the following assessment criteria:  
 
•  Information is given in the prescribed format.  
•  Instructions are given.  

 

UNIT STANDARD CCFO COLLECTING  

Manage information - refer to the following assessment criteria:  
 
•  The communication method selected is appropriate for the target audience.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively - refer to all assessment criteria.  

 

UNIT STANDARD CCFO SCIENCE  

Demonstrate scientific and technological competence - refer to the following assessment criteria:  
 
•  Information is given in the prescribed format.  
•  The communication method selected is appropriate for the target audience.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Understand contextual world-systems - refer to the following assessment criteria:  
 
•  The communication method selected is appropriate for the target audience.  
•  Barriers of communication are overcome.  
•  A conversation is engaged in to its logical conclusion.  

 



SDA | MODULE 5 | STUDENT GUIDE 127 

 

 

 

 all know the importance of communication in our daily lives. Nothing can take place without 

some method of communication being used to express ourselves for whatever purpose. 

Communication is even more valuable in a business environment as there are several parties 

involved. Various stakeholders, whether they are customers, employees or the media, are always sending important 

information to each other at all times. 

 

We are therefore constantly using some form of communication or another to send a message across. Without these 

different methods of communication available today, it would take eons for us to carry out business as efficiently as it 

is done today and with the same speed. Let’s try 

and understand what these methods of 

communication are. 

 

Types of Communication 

Numerous new instruments have emerged over 

the years to help people communicate 

effectively. 

 

Oral/Verbal Communication: 

Oral communication could be said to be the most used form of communication. Whether it is to present some 

important data to your colleagues or lead a boardroom meeting, these skills are vital. We are constantly using words 

verbally to inform our subordinates of a decision, provide information, and so on.  

 

This is done either by phone or face-to-face. The person on the receiving end would also need to exercise much 

caution to ensure that he/she clearly understands what is being said. This shows therefore, that you would need to 

cultivate both your listening and speaking skills, as you would have to carry out both roles in the workplace, with 

different people. 

 

We 

SELECT METHOD OF COMMUNICATION
TIME: 240 MINUTES ACTIVITY: SELF & GROUP
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Written Communication: 

Writing is used when you have to provide detailed information such as figures and facts, even while giving a 

presentation. It is also generally used to send documents and other important material to stakeholders, which could 

then be stored for later use as it can be referred to easily as it is recorded.  

 

Other important documents such as contracts, memos, and minutes of meetings are also in written form for this 

purpose. It can be seen in recent years however, that verbal communication has been replaced to a great extent by a 

faster form of written communication, and that is email.  

 

You could also use videoconferencing and multiple way phone calls with several individuals simultaneously. Apart from 

a few glitches that could occur, these methods of communication have helped organizations come a long way. 

 

Body Language: 

Although the most common methods of communication are carried out orally or in writing, when it comes to 

management techniques, the power of non-verbal communication must never be underestimated. Your smile, your 

gestures and several other body movements send out a message to the people around you.  

 

You need to be mindful of this while dealing with your employees and customers. Always remember to maintain eye 

contact. This would show that you are serious and confident about what is being said. 

 

Why Do We Need Different Communication Methods? 

You may ask why it is important that we use different methods of communication in one organization. The answer is 

very simple. The reason for this is the pivotal role that communication plays in the effective functioning of a business. 

Imagine an organization today without email facilities.  

 

How would a customer then be able to send an important proposal quickly and directly to the employer in-charge? 

Similarly, an organization may have to stall their work if certain managers are not in the country and are thereby 

unable to give a presentation to the board. But of course this can be done today with the help of video conferencing. 

Therefore, it is crucial that different methods of communication are employed. 
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Choosing the Right Method: 

It is important that the most cost-effective methods of communication are chosen for any organization. Simply 

choosing a method of communication due to it being a famous instrument is not going to help. You would need to 

understand the needs of your organization in particular. There are certain questions that you would need to ask: 

ü What is our target audience? 

ü How much are we willing to spend on such an 

instrument? 

ü Will it increase employee productivity in the 

long run? 

ü What kind of information do we send out most 

often? 

 

You may have more questions to ask based on the type of work you carry out and the message that you need to 

send across. Remember that there is no 'right' method of communication. You would need different methods 

for different purposes and tasks. 

 

Conclusion: 

In conclusion, it is important to always remember the importance of communication in an organization. The 

methods of communication you choose could in a sense make or break the management structure of your 

organization and could also affect your relationship with customers, if not chosen carefully. It is vital therefore 

that you spend some time choosing the right methods to aid you in your management tasks. 

 

ommunication models 

For decades, man has known the importance of communication. Today, with various means by 

which one can communicate, it has become much easier to communicate a message to the other 

party, than it was several decades ago. 

 

Every organization, no matter what their expertise and where they are situated, and what scale they operate, 

realize and value the importance of good communication. This communication for organizations takes place 

both within the organization as well as with other outside stakeholders outside. 

 

Therefore, it is vital for any business organization to understand the communication models out there, so they 

can use them for enhancing effective communication in the organization. 

 

C 
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Understanding Communication: 

Communication today is mainly of three types: 

• Written communication, in the form of emails, letters, reports, memos and various other documents. 

• Oral communication. This is either face-to-face or over the phone/video conferencing, etc. 

• A third type of communication, also commonly used but often underestimated is non-verbal 

communication, which is by using gestures or even simply body movements that are made. These too 

could send various signals to the other party and is an equally important method of communication. 

 

 

 

The basic flow of communication can be seen in the diagram above. In this flow, the sender sends a message to 

the receiver and then they share the feedback on the communication process. 

 

The methods of communication too need to be carefully considered before you decide on which method to uses 

for your purposes. Not all communication methods work for all transactions. Once the methods of 

communication have been understood, the next step would be to consider various communication models. Due 

to the importance of communication, different types of models have been introduced by experts over the years. 

 

The models help the business organizations and other institutions to understand how communication works, 

how messages are transmitted, how it is received by the other party, and how the message is eventually 

interpreted and understood. 

 

Different Communication Models 

Let's have a look at some of the famous and frequently used communication models used nowadays. 
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Shannon's Model: 

One of the earliest models of communication that introduced was Claude Shannon's model. This was introduced 

in 1948. This laid the foundation for the 

different communication models that we 

have today, and has greatly helped and 

enhanced the communication process in 

various fields. This model can be 

considered as the granddaddy of many later communication models. 

 

The diagram above clearly illustrates how communication takes place, and also helps one to determine what 

could go wrong. In Shannon's model, the information source typically refers to a person, who then sends a 

message with the use of a transmitter. This transmitter could be any instrument today, from phones to 

computers and other devices. The signals that are sent and received can be vary depending on the method of 

communication. 

 

The box at the bottom called NOISE refers to any signals that may interfere with the message being carried. This 

again would depend on the method of communication. The receiver is the instrument or the person on the 

other side that receives the. This model is the simplest models to understand the workings of the 

communication process. 

 

Berlo's Model: 

Another famous communication model is Berlo's model. In this model, he stresses on the relationship between 

the person sending the message and the receiver. According to this model, for the message to be properly 

encoded and decoded, the communication skills of both the source and the receiver should be at best. The 

communication will be at its 

best only if the two points are 

skilled. Berlo's model has four 

main components and each 

component has its own sub 

components describing the 

assisting factors for each. 

 

Following is the illustration of 

this model. 
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Schramm's Model: 

Schramm on the other 

hand, emphasized in 1954 

that both the sender and 

the receiver take turns 

playing the role of the 

encoder and the decoder 

when it comes to 

communication. The 

following diagram 

illustrates the model 

proposed by Schramm. 

 

These models have been 

followed by various other 

models such as the 

'Helical' model, Aristotle's 

models and several other models. 

 

You should always keep in mind that each of these models has both their advantages and disadvantages. While 

some communication models try to break down the whole process in order to make it easier to understand, 

they are not always as simple as they seem. 

 

There are several complexities involved in communications models. This is one thing that needs to be carefully 

understood in the process of understanding how these models work. 

 

Conclusion 

You need to keep in mind that these complexities that accompany the communication models may only make 

understanding the communication much harder. It is best that both parties, the source (sender) and the 

receiver, are clear about what they would like to discuss. This is also known as the context of the message. 

 

This would make it much easier to decode what the other party is saying without too much trouble. The process 

of communication, if kept simple and to the point, should not usually have too many issues, and the message 

will be easily understood by both parties. 
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erbal Communication 

Communication is at the heart of any 

relationship, be it familial, business, 

romantic, or friendly. While there have 

been significant advances in how we understand body 

language and other forms of communication, verbal 

communication continues to be the most important 

aspect of our interaction with other people. It’s important 

to understand both the benefits and shortcomings of this most basic communication. 

 

Advantages of verbal communication 

In a world flooded with E-mail and other text-based communication, verbal communication has several 

advantages over other forms of communication. For example, we can slow down and present points one-by-one 

and make sure that each point is clearly communicated and understood before moving on to the next point. 

This can greatly increase both the speed and accuracy of communication. 

 

Verbal communication is far more precise than non-verbal cues. No matter how clear we believe we are being, 

different gestures have different interpretations between different cultures and even between two members of 

the same culture. One famous example is Richard Nixon’s use of the victory finger salute in Australia, as he was 

unaware that the gesture was a vulgarity there. However, verbal communication is most effective when 

combined with other forms of communication like body language and gestures to help cue the intensity of the 

verbiage. 

 

Verbal communication is also the most effective way of explaining intangible concepts, as problem areas can be 

readily addressed and explained. Verbal communication also does not use natural resources in the way that 

technological methods or printing can. 

 

Disadvantages of verbal communication 

Of course, this does not mean that verbal communication is the best option in every circumstance. From a legal 

point of view, verbal communication is sometimes problematic because there is a much smaller chance of an 

objective record. Verbal communication can also be quickly forgotten, especially if there are multiple points to 

consider. Additionally, there is always the possibility of miscommunications leading to angry responses or quick 

escalation of a situation that could be less intense in written form.  

 

V 
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Four purposes of communication 

There are four basic purposes for communication. Almost all of these purposes are better served through verbal 

communication than other options like E-Mail or print. First, communication can be used to convey information. 

Of all the purposes of communication, this is the one that can be adequately accomplished through text-based 

media as well as verbally.  

 

Many businesses use E-mail or interoffice memos in this way. It is used simply to pass information such as 

meeting times or new policies from administration to employees. Second, communication can be used to ask for 

help. Asking verbally for help has been shown to trigger natural empathy in the listener more than text-based 

communication.  

 

Often seeing the person asking for help increases the likelihood that a request will be granted. Like other verbal 

communication, verbal requests also mean that a request can be stated clearly and any miscommunication can 

be immediately rectified. 

 

The third purpose of communication is to influence a listener or audience. This is the type of communication 

used by politicians. While this includes non-verbal cues like appearance and dress, the most important aspect is 

what words and syntax they choose to use. This is the most important component of influencing an audience. 

 

The fourth and final form is entertainment. Once again there is a clear advantage to verbal communication over 

text-based communications. For example, most of the top comedians in the country make their living in live 

shows where they can readily interact with an audience rather than in text-based communication like books or 

websites. 

 

Clarification and Understanding 

There are over three thousand languages and dialects that are in use in the world. This variety means that 

communication can be a difficult problem to overcome. Even within the same language, people have different 

conceptions of the same word. Words do not have a meaning of their own, but are like placeholders or 

envelopes into which each individual puts their own particular meaning.  

 

Verbal communication allows for the most immediate feedback and clarification of words. Frequently, the same 

word has different meanings for different people depending on their own history, upbringing or social status. 

Direct verbal communication allows for clarification of these misunderstandings as quickly as possible. 
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onverbal Communication 

Nonverbal communication is any kind of 

communication not involving words. When the 

term is used, most people think of facial 

expressions and gestures, but while these are important 

elements of nonverbal communication, they are not the only 

ones.  

 

Nonverbal communication can include vocal sounds that are 

not words such as grunts, sighs, and whimpers. Even when 

actual words are being used, there are nonverbal sound 

elements such as voice tone, pacing of speech and so forth.  

 

Nonverbal communication can be incorporated in a person’s dress. In our society, a person wearing a police 

uniform is already communicating an important message before they say a word. Another example is a man’s 

business suit, which is perceived by some as communicating an air of efficiency and professionalism.  

 

While each of these cues conveys a message, so does its absence. In some settings, failing to express a 

nonverbal cue also communicates meaning. A policeman out of uniform is called “plainclothes” and is seen as 

deliberately trying to conceal his role.  

 

To some, this may make him seem smart or efficient, while others may consider him sneaky or untrustworthy. In 

the same way, a businessman who does not wear a suit is conveying an air of casualness which some would 

consider slightly less professional. In the modern world, “dressing down” implies a relaxation of professional 

standards that is much more than just a change of clothes.  

 

Many cues are based on learned cultural standards, but there are some elements of nonverbal communication 

that are universal. Paul Eckman’s landmark research on facial expressions in the 1960ʹs found that the 

expressions for emotions such as anger, fear, sadness and surprise are the same across all cultural barriers.  

 

The setting where communication takes place also lends a meaning to words apart from their literal definition, 

and constitutes nonverbal communication. For instance, the word “tradition” means one thing when it is spoken 

in City Hall, and quite another when it is spoken in a church. The sign of a cross takes on great cultural meaning 

when used in a religious context, but on a road sign it just means that an intersection is coming up.  

N 
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Some nonverbal communication accompanies words and modifies their meanings. For instance, our speed of 

speaking and the pauses we place between our words form a nonverbal element to our speech.  

 

A slight pause before a word can imply uncertainty or be interpreted as a request for confirmation from the 

listener, whereas a lack of pauses can be taken as a sign of confidence or the encouragement of a fast reply 

from the listener. If someone asks you a question in a hurried manner, you will probably get the feeling that 

they want a similarly quick reply.  

 

The use of personal space constitutes a form of nonverbal communication. If someone leans toward their 

listener as they speak, it implies that they are communicating something personal or secret. Depending on the 

social nuances of the situation, this may be taken as a sign of friendship or an unwanted invasion of space.  

 

The use of touching as an element of communication is called haptic communication, and its meanings are very 

culture-dependent. In American society, a handshake, a pat on the shoulder or a “high five” have certain 

definite meanings understood by practically everybody. In other societies, these might be enigmatic acts or an 

embarrassing invasion of personal space.  

 

The use of the eyes as an element of nonverbal communication is an area of study in itself, and is called 

“oculesics.” Researchers have divided eye movements into separate elements such as the number and length of 

eye contacts, blink rate, dilation of the pupils and so forth.  

 

Here again, the interpretation of these cues is highly dependent on the culture of the participants. A prolonged 

stare may establish a bond of trust, or destroy it. It may elicit a reply from the person being stared at, or it may 

make them become uncommunicative from embarrassment.  

 

This is how most of our communication takes place. When we consider the amount of nonverbal 

communication that passes between us and compare it with the mere words we say, it is obvious that the 

nonverbal part is by far the largest. 

 

 

 

 

 

 

 



SDA | MODULE 5 | STUDENT GUIDE 138 

 

 

ommunication through body language 

Communication is how human beings interact with the world that surrounds them. There are many 

forms of communication, some being more effective at conveying the intent or feelings of the 

individual expressing than others. Many people have a hard time with communication, and can find 

it difficult to tell others what they think or to give them bad news.  

 

Sometimes, they can’t find the right words to express the things they want to say. There are also those people 

who are not to be believed due to a history of dishonesty or embellishing the truth. One form of 

communication, however, is always honest and can always be counted on.  

 

Body language is a form of communication that is performed subconsciously. It occurs almost constantly, and 

will almost always give the correct impression that a person has of someone else, the environment, or the 

situation at hand. Body language makes it easy to know if someone is nervous, scared, interested, or focused, 

among many other feelings that could be happening.  

 

Learning to read body language can be as simple as paying attention to your own body when feeling specific 

emotions. For example, if you are able to notice the unconscious things that your body does when you are 

nervous, then it should be simple for you to be able to see when another person is nervous in a certain 

situation.  

 

Often, reading the body language of another person will tell you more than having an actual conversation 

would, especially if the conversation has the potential to be uncomfortable or is something that no one wants to 

acknowledge. 

 

On the lighter side of body language communication, it can be a very helpful tool in determining how interested 

another person is in you. When single people meet for the first time, reading the signs of body language can 

help you to determine if this person has any interest in you beyond friendship.  

 

If on a date, the person leans towards you when you are speaking or has their arms at their sides with the front 

of their body facing towards you that is a sign that signifies a true interest in the things you are saying. If, on the 

other hand, they have their arms crossed, are leaning back in their chair with their back turned towards you, 

and are avoiding contact, they probably are not interested. These are some good physical indicators that you 

could be wasting your time.

C 
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arriers of communication 

No matter how good the communication system in an organisation is, unfortunately barriers can 

and do often occur. This may be caused by a number of factors which can usually be summarised as 

being due to physical barriers, system design faults or additional barriers. 

 

ü Physical barriers are often due to the nature of the environment; so, for example, the natural barrier 

which exists, if staff are located in different buildings or on different sites. Likewise, poor or out-dated 

equipment, particularly the failure of management to introduce new technology, may also cause 

problems. Staff shortages are another factor which frequently causes communication difficulties for an 

organisation. Whilst distractions like background noise, poor lighting or an environment which is too hot 

or cold can all affect people's morale and concentration, which in turn interfere with effective 

communication.   

ü System design faults refer to problems with the structures or systems in place in an organisation. 

Examples might include an organisational structure which is unclear and therefore makes it confusing to 

know who to communicate with. Other examples could be inefficient or inappropriate information 

systems, a lack of supervision or training, and a lack of clarity in roles and responsibilities which can lead 

to staff being uncertain about what is expected of them.   

ü Attitudinal barriers come about as a result of problems with staff in an organisation. These may be 

brought about, for example, by such factors as poor management, lack of consultation with employees, 

personality conflicts which can result in people delaying or refusing to communicate, the personal 

attitudes of individual employees which may be due to lack of motivation or dissatisfaction at work, 

brought about by insufficient training to enable them to carry out particular tasks, or just resistance to 

change due to entrenched attitudes and ideas.  

ü Psychological factors such as people's state of mind. We all tend to feel happier and more receptive to 

information when the sun shines. Equally, if someone has personal problems like worries about their 

health or marriage, then this will probably affect them.  

ü Different languages and cultures represent a national barrier which is particularly important for 

organisations involved in overseas business.  

ü Individual linguistic ability is also important. The use of difficult or inappropriate words in 

communication can prevent people from understanding the message. Poorly explained or 

misunderstood messages can also result in confusion. We can all think of situations where we have 

listened to something explained which we just could not grasp.  

ü Physiological barriers may result from individuals' personal discomfort, caused, for example, by ill 

health, poor eye sight or hearing difficulties.  

B 
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ctivity – Barriers to communication 

Can you identify any potential barriers to communication? In the blocks below you will find 

photographs of people who have barriers to communication. Start by identifying the barriers which 

you feel they have to communication: 
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ommunication is the only interaction that we make when 

we involve with another party. Regardless of whether it 

is personal relationship or a professional one, 

communication keeps us connected to one another in the 

community. Therefore, communication is the main mechanism 

where the conflicts are arisen as well as they are solved. 

 

Therefore, effective communication can make sure that you communicate appropriately and correctly in order 

to minimize such confrontations. In case there are disagreements or conflicts, effective communication can be 

again used for solving such issues. 

 

The Main Skills for Effective Communication 

Following are the main skills one should have to master, to become an effective communicator. Although 

acquiring all these skills and mastering them to the same level seems to be challenging, knowing all these skills 

and slowly working on them will take you to the level you want to be in communication. 

 

Staying Focused 

When you deal with a current crisis or an argument, relating something from the past is quite natural. When this 

happens, most of the times, the discussion goes out of topic and the situation can become quite complicated. 

Staying focus is one of the best skills not only for communicating under pressure, but for all types of 

communications ranging from lunch chitchats to board discussions. If you go out of focus, there is a high chance 

that the end result of the communication may not be effective. 

 

Listening Carefully 

Although people think that they are listing when another person talks, actually they are spending time planning 

what to say next. This is what we actually do! Therefore, you need to make an extra effort in order to listen to 

what the other person says and then come up with what you want to say. If you are not sure what you've heard, 

repeat it and ask for their confirmation. 

 

C 
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Understanding Others Point of Views 

In most of the communications, we want ourselves heard and understood. We talk a lot on our point of view 

and try to get the buying of who are listening. Remember, others also do the same! If you want them to hear 

you, you need to hear them and understand their point of view too. If you can really see through their point of 

view, you can actually explain yours in a clear and applicable way. 

 

Empathy When Criticizing 

Sometimes, we become really defensive when someone criticizes us. Since criticism has close ties with 

emotions, we can be easily erupted. But, in communication, it is really important to listen to the other person's 

pain and difficulties and respond with empathy. At the same time, try to extract the facts and the truth in what 

they say; it can be useful for you. 

 

Taking Ownership 

Taking personal responsibility is a strength. When it comes to effective communication, admitting what you did 

wrong is respected and required. Most of the times, there are many people who share responsibility in a 

conflict. In such cases, admit what is yours. This behaviour shows maturity and sets an example. Your behaviour 

most probably will inspire others to take responsibility for their share. 

 

Compromise if Necessary 

We love to win arguments all the time. But how often have you felt empty inside after winning an argument? 

Sometimes, winning an argument does not make sense. You may win the argument but might lose the 

corporation of other people. Communication is not about winning. It's about getting things done. For the 

objective of getting things done, you may have to compromise in the process. If it is necessary, please do! 

 

Take a Time-Out if Necessary 

Sometimes, you need to take a break in the middle of the discussion. If the communication is intensive, there 

can be ineffective communication pattern surfaced. Once you notice such patterns, you need to take a break 

and then continue. When you continue after the break, all the parties involved in the discussion will be able to 

constructively contribute for the discussion. 

 

Compete for Your Objective 

Although there can be a lot of obstacles on your way, do not give up what you are fighting for. Surely you may 

have to compromise, but clearly stand for what you believe in. When it comes to communication, all the parties 

involved should satisfy with the outcome of it. 
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Ask for Help 

Sometimes, you might have difficulties communicate certain things to certain parties. This could be due to an 

issue related respect or something else. In such cases, seek help from others. Your manager will be one of the 

best persons to help you with. 

 

In a corporate environment, effective communication is the key to win your way to success. Regardless of 

whether you are targeting your career growth or winning the next big project, effective communication can 

make your way to the objective. In addition, effective communication can get you a lot of support from your 

subordinates as well.  

 

Good communication is always said to be an essential skill in being personally effective.  It is also an essential 

skill for everyone who works for supervisors and managers or who is part of a team at work, home or socially. 

How often have you felt that someone doesn’t understand, that they take you for granted, that you’re not taken 

seriously, that people twist what you’re saying, that your rights have been ignored, angry that you can’t express 

yourself at the time.   

 

Most of us will have felt at least some of these at some time or another. We may react by getting angry or 

aggressive, or by avoiding situations that cause conflict and pain, or by agreeing to things because we feel 

powerless and want a quiet life.  

 

You may be involved with meetings, team briefings, interviews, checking, counselling, advocating, reviewing, 

delegating, planning, scheduling, resolving conflicts, gaining co-operation of others, problem solving, decision 

making, maintaining standards or setting targets.   

 

All of these activities are based around establishing and maintaining good methods of communication. However, 

our ability to communicate effectively will be governed by many things, but mainly on our development of skills 

which will help us to balance the conflicting aims, interests, rights and reactions of others with our own. 

 

One of the main skills we must develop is to build on the self-awareness of our strengths and weaknesses to 

encourage the use of behaviour appropriate to the circumstances. Quite often, the use of the extremes of 

behaviour ‘fight’ or ‘flight’ are not the most appropriate and the use of personal assertion would lead to a better 

outcome for all parties. 
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ommunication blockers 

If you are unable to communicate what you think and what you want, your will not be much 

successful in getting your work done in a corporate environment. Therefore, it is necessary for you 

to get to know what the communication barriers are, so you can avoid them if you intentionally or 

unintentionally practice them at the moment. 

 

Common Communication Blockers: 

Have a close look at the following communication blockers that can be commonly found in corporate 

environments. 

ü Accusing - Accusing and blaming are the most destructive forms of communication. When accusing, the 

other person feels that you assume he/she is guilty, even without hearing their side of the story. Never 

accuse or blame unless is it highly required to address certain exceptional issues. In a corporate 

environment, accusing and blaming should not take place at all. 

 

ü Judging - Judging is one of the blockers that prevent the information flow in communication. As an 

example, if one person is suspecting that you judge him/her, he/she will not open up to you and tell you 

all what they want to tell you. Instead, they will tell you what they think as .safe. to tell you. Make sure, 

that you do not judge people when you communicate with them. Judging makes others feel that one 

person is on a higher level that the rest. 

 

ü Insulating - Insulting takes you nowhere in communication. Do you like to be insulted by someone else? 

Therefore, you should not insult another person regardless of how tempered you are or how wrong you 

think others are. There are many ways of managing your temper other than insulting others. Insulting 

does not provide you any information you require.  

 

ü Diagnosis - If you are to diagnose something said by another person, think twice before actually doing 

it. If you diagnose something, you should be having more expertise than the person who originally 

related to the communication. When you try to diagnose something without a proper background to do 

so, others understand as if you are trying to show your expertise over the other person. This is a 

communication blocker and the other person may be reluctant to provide you all the information 

he/she has. 

 

ü Sarcasms - In order to have effective communication, you need to show respect to others. If you show 

no respect, you get no information. This is exactly what sarcasm does. If you become sarcastic towards a 

C 



SDA | MODULE 5 | STUDENT GUIDE 146 

 

person, that person will surly hold back a lot of valuable information that is important to you. Showing 

your sense of humour is one thing, and sarcasm is another! 

 

ü Globalizing - Do not use words such as "always" or "never". These make the parties involved in the 

discussions uncomfortable as well as it gives the notion of negativity. Try to avoid such globalizing words 

and try to focus on the issue in hand. 

 

ü Threats or Orders - Understanding what other person says is the key for a successful outcome from 

communication. Overpowering rather than understanding the other person, has many negative 

consequences when it comes to communication. With threats and orders, there is only one-way 

communication and nothing collaborative will take place. Therefore, it is necessary for you to avoid 

threats or orders when communicating. 

 

ü Interrupting - Interrupting is a good thing when you want to get something just said, clarified. But most 

of the times, people interrupt another person to express their own views and to oppose what has been 

said. When such interruptions take place, the person who talks may feel that you are no longer 

interested in what they are saying. Therefore, interrupt when it is really necessary and only to get things 

clarified. 

 

ü Changing the Subject - If the other person is keen on talking about something, changing the subject by 

you might result some issues in communication. Changing subject in the middle of some discussion can 

be understood as your lack of interest on the subject as well as your unwillingness to pay attention. This 

may result unproductive and ineffective communication outcomes. 

 

ü Calling for Reassurance - Sometimes, we tend to do this. When one person is telling you something, you 

try to get the reassurance for what has been said from others. This behaviour makes the first person 

uncomfortable and it is an indication that you do not believe or trust what the person says. If you need a 

reassurance of what has been said, do it in a more private manner after the discussion or conversation 

is over.  

 

Communication barriers are the ones you should always avoid. If you are a manager of a business organization, 

you should know each and every communication barrier and remove them from corporate culture. Encourage 

others to avoid communication barriers by educating them. With communication barriers, neither the 

management nor employees will be able to achieve what they want. 
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 a world where customers control the relationship, if you want to continue to have a relationship, 

you need to provide something of value to them and profitable to you. In other words, you 

communicate with customers to provide information both relevant to their needs and profitable to 

you. 

 

To achieve that aim you first need to cross four bridges: know each customer’s value, identify each customer, 

understand each customer’s needs and provide a feedback mechanism: 

 

1. Know each customer’s value 

Differentiating according to their value to your company will enable you to evaluate and prioritise your 

marketing communication strategy more effectively. This allows to you allocate scarce communications 

resources to the customers with the most profitable long term potential. 

 

There are three broad categories of customers: 

High value: These are your most valuable customers and they generate the major part of your profit. Your key 

goal for this segment is retention and delivering integrated communication to them. However, maximizing the 

integrated communications plan requires commitment from your company. It’s imperative that senior 

management are committed to implementing this retention strategy across the entire organization including: all 

sales channels, call centers, marketing, and operations. Oft times I have seen programmes of this type fail 

because of the inability of functional silos to work together. In convincing senior management of the need for 

this commitment remind them that your competitors are constantly targeting these customers so it’s critical 

that your communications are effective. 

 

Medium value: Have some current value to your business and a lot of potential to move into the high value 

customer group. Unlocking the true value of these customers through the implementation of a communications 

strategy that draws these customers into doing more business with you will result in more valuable customers.  

 

In 

COMMUNICATING WITH CLIENTS
TIME: 120 MINUTES ACTIVITY: SELF & GROUP
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Low value: Are unprofitable now and will never be profitable. So your strategy should be to utilize low cost 

communications channels and encourage them to either become profitable or to churn from your business. 
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2. Identify each customer 

Okay so now you know who to target, how do you contact them? It sounds simple enough but it’s imperative 

that you know how to contact your customers including having the correct name and contact details. This may 

sound obvious, yet many companies do not have good processes for keeping customer records updated. Time 

and money is often wasted on sending mail to the wrong customer address. Unfortunately, it is also common for 

the company to dump returned mail in the bin, even though this is vital information that should be used to 

update customer records. 

 

The address problem is also rife in email communication. Many companies do not have a system to update 

email addresses in a timely manner, resulting in the loss of all contact with the customer when he changes his 

email address. Email address obsolescence can be as high as 30% per year meaning that you have to really work 

at keeping this data up to date. Just as harmful to customer relationships are misspelled names, not just once 

but over and over again. In a customer’s mind, “if you can’t even spell my name correctly how can you have a 

relationship with me.” It may only be a few letters to you but it’s vital to your customer. 

 

3. Understand each customer’s needs 

Customers are bombarded with advertising and marketing information every day. In order to cut through all the 

advertising noise, you need to communicate value add information using an appropriate channel for the 

customer. This can be done by understanding your customer’s needs; then applying the communications tool 

and appropriate message that meets those needs. For example, a bank might target the take up of internet 

banking at customers using credit cards to pay for monthly internet access because they already have a 

propensity to use the internet. 

Personalized messages that meet customer’s needs and are appropriate to a customer’s value can now be 

created to enhance your marketing communications. By communicating effectively with your customers, you 

start to build and nurture relationships with them. 

 

4. Provide a feedback mechanism 

For effective implementation of integrated marketing communications, customers must be able to 

communicate easily with your company. This two way communication is a huge opportunity for the company to 

keep in touch with customers changing needs and expectations. 

 

Finally, it’s interesting to note that in a discussion that commenced with customer control of the relationship, 

the first step is to understand their value, now and in the future, to you. Only then can you have a pragmatic 

customer relationship that will deliver value to both you and the customer.
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mproving customer communication 

The listening process 

Most people assume communication is about speaking. However to be a good communicator you need to 

firstly be a good listener. The listening process has three parts: 

Hearing – this is the physical sensory part, where sound waves travel from the speaker into our ear to our ear 

drums. 

Listening – this is the perception part, our body and spirit being attentive and engaged with the speaker to 

maximise intake of information. Giving people time and space to speak is foremost. Secondly, through our body 

language we need to be an active listener – this is discussed later. 

Interpreting – this is the cognitive part, where our brain receives the information and starts to make sense of it. 

If we jump to conclusions we stop listening and interrupt the speaker. If we quickly find the speaker boring we 

switch our listening off and the conversation dries up. How you interpret information therefore plays a big part 

in determining the power of your listening skills…and therefore your powers to understand people. 

 

Why it is important to listen first then speak 

You walk into a Doctor’s surgery and begin to tell him your problem. He interrupts you within seconds saying 

‘yes, yes’ and writes you a prescription telling you what is wrong with you and what you need to do. Would you 

accept the services of this Doctor? Would you trust his diagnosis and treatment? 

 

Fortunately for many people in the world, our need for basic survival has been taken care of. We have 

progressed towards wanting to meet our psychological needs and the most fundamental is the need for 

security, acceptance and understanding. This starts with genuine listening and yet most people only listen with 

an intent to respond, not an intent to understand. If we do listen, we either pretend or we selectively listen, that 

is, we listen to bits and make assumptions. 

 

Like the Doctor, we have a readymade solution before we have truly heard the problem. We prescribe before 

we diagnose. ‘I know how you feel’, ‘Why not try this?’, ‘Yes, I had the same experience’, ‘I wouldn’t do that if I 

were you’. This is not the basis to building trust, confidence or to create a position of credibility and influence. 

 

If we want to create trust, confidence, credibility and influence with our customers we must work hard to listen 

genuinely in order to fully understand them. The customer must also perceive that we are doing so – it must be 

visible in our conduct and manner. We need to diagnose first…then prescribe. Only once we have understood 

the needs, concerns, issues and feelings of our customers can we begin to serve them, meet their needs and 

resolve their problems. We will also be in a position of trust and credibility in order to influence and lead them. 

I 
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How to powerfully listen and understand 

For most customer situations, actively listening will suffice. This means fully concentrating and putting effort 

into the listening process. 

ü If you have the opportunity, prepare well with a structure based around important open questions. 

ü Build rapport and create a suitable environment for communication. 

ü Take the initiative and make communication two-way and involving. 

ü Summarise regularly to establish clear understanding. 

ü You may need to make notes. Let the person know you are doing so. 

ü Focus on the customer and resist external distractions. 

ü Keep an open mind and your emotions positive - don’t be defensive or rush to making excuses. 

ü Use the right voice tone to build trust and interest in the customer. 

ü Analyse what is being said through how people say things and body language. 

ü Look comfortable, use encouraging body language, maintain eye contact. 

ü Allow silence and give people personal space. 

 

For trickier customer situations, such as a problem or complaint, practice empathetic listening. This involves 

putting yourself into the customer’s shoes, in fact, putting yourself into the customer’s mind. We need to see 

thing from their perspective – not our own. We need to relate to their feelings on matters. We need to 

appreciate there is a human dynamic to any customer communication as well as the technical aspects of our 

product or service. 

 

To help do this, you can: 

ü Repeat back key phrases that they say in a supportive tone. 

ü Rephrase / summarise the content of their communication to check understanding. 

ü Reflect / summarise the feelings in their communication to check understanding.
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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 communicate effectively with clients, suppliers, colleagues, and 

subordinates, using both verbal and written communication methods 

 

 

 

 

 
 
 
 
 
 
 
 
 

 
 

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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MODULE 5 | US 13933   PLAN, MONITOR AND CONTROL 

AN INFORMATION SYSTEM IN A BUSINESS ENVIRONMENT 
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Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative 

environment, including SMME`s (Small, Medium and Micro Enterprises), where the acquisition of competence 

against this standard will add value to the learner`s job, or chances of finding employment. Learners will be well 

positioned to extend their learning and practice into other areas in the business environment, or to strive 

towards professional standards and improved performance.  

 

Unit Standard 13933  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO 1 PLAN STORAGE AND RETRIEVAL SYSTEM  

AC 1 Structural and operational needs are identified 

AC 2 Procedures for the storage and retrieval of manual and computerised records are determined 
according to organisational policies and procedures. 

AC 3 Methodologies and quality control procedures for checking, tracking, securing and 
maintaining the storage and retrieval system are determined. 

AC 4 Archiving processes are identified and procedures for archive storage are planned 
accordingly.  

AC 5 Classification methodologies are determined.  

SO 2 MONITOR THE IMPLEMENTATION OF THE FILING AND RETRIEVAL SYSTEM  

AC 1 Quality control to monitor sorting, filing and retrieval of documentation is carried out 
according to organisational requirements.  

AC 2 Organisational policy for transfer, archive and disposal is followed.  
AC 3 Procedures for ensuring manual or computerised records are followed.  

AC 4 The importance of maintaining up-to-date and accurate records of paper-based 
documentation is explained.  

SO 3 CONTROL THE IMPLEMENTATION OF A FILING AND RETRIEVAL SYSTEM  
AC 1 Filing is complete, accurate, in the required format, location and time frame.  
AC 2 Incorrectly filed documents are identified and filed correctly.  
AC 3 Areas for improvement are communicated to the staff responsible. 

AC 4 Procedures for improving storage and retrieval system are planned and updated on an 
ongoing basis. 

 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems pertaining to the standards and effectiveness of the filing and retrieval 
system.  
UNIT STANDARD CCFO WORKING  
Work effectively with others to ensure that the filing and retrieval system is maintained.  
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information in order to simplify a filing and retrieval 
system.  
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively with personnel to ensure efficient information storage and retrieval. 
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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:  

 

Plan, monitor and control an information system in a business environment  

SAQA US 
ID 

UNIT STANDARD TITLE 

13933  Plan, monitor and control an information system in a 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 3  NQF Level 03  3  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2009-07-01  2012-06-30  SAQA 0480/09  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-06-30    2016-06-30    

 

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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Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative 
environment, including SMME`s (Small, Medium and Micro Enterprises), where the acquisition of competence 
against this standard will add value to the learner`s job, or chances of finding employment.  
 
Learners will be well positioned to extend their learning and practice into other areas in the business 
environment, or to strive towards professional standards and improved performance.  
 
The qualifying learner is capable of:  
 
•  Planning and implementing a storage and retrieval system  
•  Monitoring the booking of items in and out of systems  
•  Classifying and cross-referencing complex information  
•  Updating storage and retrieval systems  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

Learners will have demonstrated competence in communication at NQF level 2 or equivalent.  

 

UNIT STANDARD RANGE  

Storage and retrieval types include paper based or electronic which are:  
•  Numerical  
•  Alphabetical  
•  Chronological  
•  Geographical (areas)  
•  Subject  
 
Storage and retrieval includes paper based and electronic systems.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Plan storage and retrieval system  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Structural and operational needs are identified.  

 

ASSESSMENT CRITERION 2  

2. Procedures for the storage and retrieval of manual and computerised records are determined according to 
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organisational policies and procedures.  

 

ASSESSMENT CRITERION 3  

3. Methodologies and quality control procedures for checking, tracking, securing and maintaining the storage and 
retrieval system are determined.  

 

ASSESSMENT CRITERION 4  

4. Archiving processes are identified and procedures for archive storage are planned accordingly.  

 

ASSESSMENT CRITERION 5  

5. Classification methodologies are determined.  

 

SPECIFIC OUTCOME 2  

Monitor the implementation of the filing and retrieval system  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Quality control to monitor sorting, filing and retrieval of documentation is carried out according to 
organisational requirements.  

 

ASSESSMENT CRITERION 2  

2. Organisational policy for transfer, archive and disposal is followed.  

 

ASSESSMENT CRITERION 3  

3. Procedures for ensuring manual or computerised records are followed.  

 

ASSESSMENT CRITERION 4  

4. The importance of maintaining up-to-date and accurate records of paper-based documentation is explained.  

 

SPECIFIC OUTCOME 3  

Control the implementation of a filing and retrieval system  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Filing is complete, accurate, in the required format, location and time frame.  
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ASSESSMENT CRITERION 2  

2. Incorrectly filed documents are identified and filed correctly.  

 

ASSESSMENT CRITERION 3  

3. Areas for improvement are communicated to the staff responsible.  

 

ASSESSMENT CRITERION 4  

4. Procedures for improving storage and retrieval system are planned and updated on an ongoing basis.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

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

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

•  Techniques for monitoring and controlling  
•  Comprehensive understanding of organisational filing system  
•  Numerical, alphabetical, chronological, geographical and subject sequence  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems pertaining to the standards and effectiveness of the filing and retrieval system.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others to ensure that the filing and retrieval system is maintained.  

 

UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information in order to simplify a filing and retrieval system.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively with personnel to ensure efficient information storage and retrieval.  
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Every organization and every individual has records! Business offices, government agencies, nonprofit groups, 

educational institutions, and medical facilities—just to name a few—must deal with enormous amounts of 

records on a daily basis. Executives and support staff are inundated with data and information in various 

formats. 

 

A record is anything that provides information. A record may be on any type of media: paper or electronic, 

digital or analog, magnetic or optical, liquid or solid. In today's technological environment, organizations must 

learn how to handle records so that they can be used as needed in the future. Records must be managed 

from the time they are created or received through distribution, use, and maintenance, until they are finally 

destroyed or permanently archived. 

This learner manual aims to provide you with a better understanding of records management terminology, 

concepts, and procedures to successfully manage records in today's offices. Regardless of the media on which 

the record is stored, it must be properly managed to be an asset to the organization. Another important 

component of a professional records management program is legality issues. A comprehensive, legally-sound 

records retention schedule must be developed and strictly followed so that the company is not held liable for 

problems that could have been avoided in the first place. 

  
hat are Administrative records? 

The following reflections on records and knowledge management first try to identify the 

purposes guiding the creation of records and the administrative needs, that lead to keeping 

them. They describe their function for the flexible construction of business processes and how 

they deliver the access to knowledge that is needed during the collaborative decision making.  

 

These functions have certain consequences for the profession of records managers and the qualifications they 

need, that are outlined in the résumé. The basic assumption of this contribution is that administrative records 

W 

U N D E R S TA N D I N G R E C O R D S S T O R A G E A N D R E T R I E VA L
R E Q U I R E M E N T S

TIME: 120 MINUTES ACTIVITY: SELF & GROUP
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are instrumental and that this is the reason why they created. Records are not an end in themselves. They 

contribute to the communication inside collaborative structures and help to coordinate the joint efforts of the 

members of the organization.  

 

As they support coordination records are parts of a whole, which is each communication event in an 

organization concerning the joint efforts. Records help to constitute the collaborative action. As they represent 

the whole they offer themselves as references to the complete communication.  

 

They help to analyse what happened by investigating them as the remaining traces. Records creators do their 

work as administrators and use different channels and techniques like oral talks and debates, sending memos, 

reports or formal letters for their communication.  

 

The notes, remarks and messages, that are written, can rather easily be kept. Oral talks instead vanish as soon 

as they are finished, and only recordings from or about the talks can be kept. While a written text can 

repeatedly be read, the same talk cannot be re-heard at will. Yet often what is not in the records can be 

reconstructed because the written traces referred to non-recorded oral communications. 

 

A suite of communications on a common business matter, built up like 

a chain of actions and reactions, questions and answers, notes, remarks 

and hooks establishes a complete process, in which previous steps 

initiate the following and the succeeding steps trust on what remained 

from what was done before. The linking elements are references to the 

past and plans for the next steps to happen.  

 

 

Decision making processes in administrative work 

Administrative work is based on collaboratively making decisions. The processes brought together by the need 

to communicate inside the organization use the personal capacities provided by the organization. The emerging 

decision making processes serve to collaboratively find solutions for external problems in constantly changing 

situations.  

 

To characterize the collaborative decision making process Herbert A. Simon has used the image of a great river 

drawing from its many tributaries the innumerable component premises of which it is constituted. Such 

processes are constituted by the internal communications and therefore their forms are not predictable. In a 
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sort of self-reference they build new steps on past experiences and thus create their own history as a basis for 

internal future developments.  

 

They are not just sequences of steps, but create internal bounds by using the traces of the internal 

communication for elaborating an internal self-understanding of purposes and ends. Decision making processes 

have special characteristics that distinguish them from production processes, and these differences are the 

reason why decision making processes need and create records and they explain the functions of records and 

their relevance for internal communication.  

 

Decision making processes and production processes are the two main types of business processes as well in 

public administration as in private businesses always distinguishable from each other by the same differences. 

Production processes aim at the production of predefined goods or immaterial deliveries like special services. In 

both cases the product is known before the process starts and it has been defined in detail.  

 

Therefore the processes of producing the planned output can be optimized in view of the expected end. So the 

production process is characterized by the fact that it can be optimized from the outside in view of the final 

product. Such a process can be automated and it works even better if no human being is too much involved with 

own ideas for its improvement when it runs.  

 

Administrative Records 

As tools for internal arrangements and coordination records do not describe reality; 

but organize its change in collaborative action. Administrative records as parts of 

decision making processes are linked to coordinating common action in 

organizations.  

 

Records communicate intentions with the verbal messages to those who are 

expected to read them. However, not only the text, but also the form and many external signs transmit 

intentions with the help of nonverbal messages.  

 

And even the original context can be investigated to find out the meaning. So an answer can hardly be 

understood without knowing the question, and also the reaction explains the understanding of the initial 

question and therefore the answer shows how the question was understood.  
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Records may be part of a file and thus represent in context what was done and why and how the reality was 

understood during the preceding steps. Yet this information is mostly contained between the lines and is 

available through investigation, not only just through reading the text.  

 

The daily work in administrations using files needs some techniques of investigation and discovery, which is 

normally learnt on the job and if it is missing, the records cannot really be used and the decision making lacks 

consistency. Any further step, referencing the file as a combination of past communications, builds up on its 

interpretation and implies this understanding in its own message and thus again can indicate how the whole 

combination was understood. 

 

Chains of records build up the processes and their members represent the knots of the webs constituted by the 

internal business oriented communications. The relations between the knots are those of action and reaction, of 

planning and executing steps and of joint preparation for external outcomes. 

 

Surely there are a lot of communications inside organizations that have nothing to do with business processes. 

Where human beings meet they communicate and the communication on personal interests creates an 

atmosphere of trust which allows fast action and reaction if needed without long explanations because it 

reduces the need for contexts for each new communication event.  

 

These lots of communication events however are well structured by their contexts. The single members of the 

business process chains are identifiable among all the different communications as belonging together and as 

following each other in a certain sequence just like oral utterances in a debate on a common question. 

 

Records as Knowledge Sources 

The creation of procedural knowledge in different situations uses the records. However they are not created as 

knowledge containers but for the internal communication and coordination. They may contain texts without 

using them as messages but just as objects of coordination for a collaborative text production.  

 

They may contain messages using abbreviated styles or simple signs like crosses or colours of sticks. An 

abbreviated style with strong reductions of 

expressions for instance for polite 

addressing or closure formulation, based on 

internal rules indicating the forms of special 

letters, memos or reports, might have been 

used which makes it complicated to read 
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the records by persons who are not directly involved. 

 

However the nature of records as tools for coordination just allows using them for new purposes as sources for 

knowledge about the activities that brought them into being.  

 

As before they were used as part of a communication situation they now can explain this situation by referring 

to those parts that were not recorded.  

 

Records in this sense function like glasses, which work best if they are not seen, but open the view for what is 

behind them. The glasses and the world as well as the records and the corresponding actions cannot be seen at 

the same time. 

 

Using records as knowledge sources means looking through them and records management has to allow this, 

even to support this shielding of the working tools. For this purpose records management is functionally 

separated from the decision making and has a neutral position towards the administrative work which enables it 

to deliver full support for its smooth functioning. 

 
The Concept of Records Management as Logistics of Decision Making Processes 

With records as means for communication records management is the logistics of business processes providing 

those tools for communication as well as investigation that are needed, supporting the use of the traces for the 

reconstruction of what had happened. 

 

For this purpose a central service of records management is to guaranty the stabilization of past events in the 

processes for further reference; so the records are not in the focus of the activities but records management 

manages what they represent, their meaning. In the paper environment this differentiation is meaningless and 

therefore it can be neglected, because handling paper records means handling, arranging or providing their 

meaning.  

 

In the electronic world the difference is essential and records management that does not respect it will fail. 

Paper records do not need special attention for stabilizing them. Instead writing down contributions articulated 

during an oral debate stabilizes them and stops the continuation of the debate on this point. 

 

In the written world with paper records stabilization was not especially 

demanding, because the paper on which notes, memos or letters were written 



SDA | MODULE 5 | STUDENT GUIDE 164 

 

and insolubly combined to the materiality of the support. They did not vanish if it was treated reasonably.  

 

Paper had the advantage of been self-sustainable for a rather long period of time under normal climate 

conditions and arranged in a certain order. Electronic records behave quite differently and present more 

similarities to oral communication than to analogue written records.  

 

In the oral environment of board based administrations for instance during meetings aiming at common 

decisions a secretary with the position of an observer not involved in the debates takes the notes and records all 

decisive communications that have an effect on the continuation of the process.  

 

While writing down the main parts of the interventions the secretary stabilizes the traces of those 

communication events that constitute the knots of the network bringing forward the administrative work while 

the oral debate continues and a new utterance replaces the preceding one and its content and meaning, if it is 

not contradicted. 

 

Records management in electronic environments might have similar functions as the secretaries in oral debates, 

which mean observing the communication streams flow and filter out those communications that represent the 

decisive steps in all the electronic communications concerning the business processes.  

 

As a neutral observer of the flows of communications it chooses the right moments and filters out the right 

records based on formal criteria and on predefined or single appraisal decisions from the decision making clerks. 

Records managers build the body of stabilized records, representing the processes, out of the mass of 

recordings created during the business processes. 

 

The central task for records managers may therefore be characterized as creating stabilized reference points out 

of the fluent processes. They create the files not the records. But they capture everything that has record quality 

and keep it in such a way that the contexts are clear and that the preceding and following communications 

explain each other mutually.  

 

 

Core Competences of Records Management 
The core competences of records management therefore consist of the 

capacity to identify the essential parts of communication processes and 

to stabilize their traces as well in oral, as in written and in electronic 

environments. Records management as the managing of the meaning of 
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the records includes their contexts, the internal relations and their character as „the part and the whole“. 

 

From these core competences derive further areas of qualification needed especially to support collaborative 

work processes and provide tools for easy and slim communication.  

 

Any supplementary obligation, concerning the creation and the management of records for other purposes than 

the coordination of the collaborative decision making, especially for later archiving, will be neglected and 

circumvented during the administrative work, because it complicates it instead of facilitating its smooth 

operation. 

 

This danger occurs also as an effect of laws intended to guarantee transparency by opening the administrative 

work during its processes, because then records get supplementary purposes becoming sources for the public 

before contexts and explanatory backgrounds are completely established by terminating the processes. 

 

What is called transparency then is participation which is blind to the underlying motivations and contexts. 

Professional records management that provides tools for the internal construction of the processes, that 

support internal coordination and provides the possibility to gain knowledge about the own past for the 

continuity of the joint decision making, is the best preparation for opening administrative work to the public, yet 

after it is finished and the decisions taken can be explained by their contexts.  

 

It works this way not only inside the dimensions of the needs of the administrative work but also for insight by 

thirds in an archival institution where the records from different agencies can be consulted together. Archives 

profit from records management to lay open what happened in a broader context with the similar techniques 

that the records management used to stabilize the records and to open them for internal access. 

 

Furthermore in archives the traces of records management itself can be inspected in comparison between 

different agencies and can be seen as part of the administrative work, for which the administration as a whole is 

made accountable.  

 

Archives can provide sources for the research necessary for the further development of the body of professional 

knowledge of records management. However both remain distinct professions with their own aims and services. 

The qualification for records manager should provide methods for supporting decision making processes, for 

elaborating typologies and for selecting the appropriate forms for the special situation.  

It should include the ability to create tools to support easy and slim internal communication and to filter out of 

the business processes all pieces that will be needed as stabilized reference for gaining shared knowledge. 



SDA | MODULE 5 | STUDENT GUIDE 166 

 

Records management first of all should not forget that records are there not for their own purpose but only as 

part of a larger whole which gives them their meaning and which is meant by their management. 

 

We now understand what the value and construction is of the various records which are kept in companies, now 

we will take a brief look at the various equipment which handle and store this information. 
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Handling Confidential Records 

Effectively 

Computers, Fax Machines and Printers: 

When possible, computers, fax machines and 

printers that might be used for confidential data 

should be placed in secure areas where access is 

restricted to only those individuals with permission 

to access confidential information.  

 

Verify correct FAX numbers when sending confidential information, and always use a confidentiality cover sheet. 

If you receive an unintended FAX that contains confidential information, immediately inform the sender and 

either secure or destroy the information.  

 

Stand at public FAX machines or printers or have documents containing confidential information retrieved 

immediately so that unauthorized individuals have no opportunity to see the information. All faxes should state 

the confidential nature of the contents of the communication and have instructions should the fax be 

misdirected.  

 

Computer Display: 

Remove confidential data from screens where it is not required. Be aware of the position of computer screens. 

Unauthorized individuals should not be able to read screens containing confidential information. Use a monitor 

visor or hood in service areas.  

Be sure to log off from applications that show confidential data so that no data is accessible after you are 

finished.  

Computers that are used to access confidential data should have screen savers so that unauthorized people 

cannot read the information if they happen to wander into a restricted area.  

Computers that are used to access confidential data should have a time-out feature so that when a staff person 

steps away from his/her computer for a period of time, the staff person is required to re-enter his or her 

password. he use of a password protected monitor is highly recommended.  

Notes: 
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Securing Telephone, Internet (email) and Other Communications: 

Limit information that is to be provided to others to what is required/needed/requested. Do not use a general 

form that contains additional confidential information not required to satisfy a request. For example, if another 

office needs to verify name and address information, and that information appears on a form that also contain 

other confidential information (such as  security number, etc.) either black out the unnecessary information on 

the form or else use another means for providing the requested information.  

 

Avoid discussing confidential information in public spaces such as elevators or cafeterias. Never ask an individual 

to speak confidential information in a public setting. Ask the individual to write it on scrap paper (which is then 

returned to the individual) or to key it on a keypad for input to the computer.  

 

Verify the identity of individuals to whom you are providing confidential information. Do not disclose 

confidential information to unauthorized individuals (including family members and friends) unless the affected 

person has given permission.  

 

Follow any additional procedures established by the data custodian for that data. Never leave voice mail 

messages containing confidential data. On voice mail boxes that may be accessed by more than one individual, 

leave instructions on the voice mail that instructs the caller not to leave confidential information as part of their 

message. All faxes should state the confidential nature of the contents of the communication and have 

instructions should the fax be misdirected.  

 

Follow procedures developed by your departments for accepting confidential information from outside your 

department and ensuring the confidentiality of that information that is received by your department. These 

procedures should include handling of email messages containing confidential information.  

 

Paper: 

Paper records and reports containing confidential and sensitive information must never be left in locations 

where non-staff individuals (or others without authority to view the information) have access to that 

information such as printers or unattended on a desktop in open view.  

 

Reports which are no longer needed and which contain confidential and/or sensitive data, must be shredded or 

stored securely until it can be shredded or processed for recycling. Account for any lists, records and reports 

containing confidential information that are used during conferences or other meetings. Do not leave materials 

in meeting rooms. 
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• Do not use sign- in sheets that contain confidential information. In some cases even having full names 

on a sheet that is available to others might be considered breaching confidentiality. Limit sign-in sheets 

to first name only  

• Do not post lists containing confidential information, nor have such lists in a place which can be viewed 

by others.  

• Remove confidential data from reports where it is not required.  

 

Labelling: 

All confidential documents should be labelled appropriately with the highest classification level that pertains to 

the document (registered confidential, confidential, internal use only). All draft documents should be clearly 

labelled as such.  

Disposing of Materials containing Confidential Information:  

Observe retention guidelines in selecting documents to be destroyed.  

Records transferred to the archives which are considered confidential should be accompanied by a statement 

specifying:  

(1) The persons or administrators allowed using the records  

(2) The length of time the records should be treated as confidential.  

 

Confidential information not subject to records retention policies that is no longer required for business reasons 

should be discarded in a secure manner. Paper should be shredded (preferably using a cross-cut shredder) prior 

to disposal and shredding bins should be emptied on a regular basis.  

 

Microfiche copies should be shredded or burned. Electronic information (hard disk, disks, tapes, etc.) must be 

destroyed, either by re-initializing, or use of the data wipe software, or by using a degasser, or by physically 

destroying the media on which it is maintained. Erase recording tapes (from Dictaphones or recorders); not just 

writing over them. Never dispose of printed confidential information in a regular trash container.  

 

Passwords: 

Computers that are used to access confidential data must be password protected. Employee should only be 

given access to those computers and information to which they are entitled. Each employee must use his/her 

own password to access computers containing confidential data and the password should conform to the 

Password Guidelines. Passwords need to be kept confidential (not shared with anyone else) and need to be 

changed on a regular basis to ensure security. Passwords must never be left on "Post-it" notes next to the 

computer.  
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Laptops and PDAs: 

Unless given approval by a department head or other designated authority, laptops or other portable devices 

(PDA’s, etc.) should not be used to store confidential information. Laptops and other portable equipment (PDAs, 

travel drives, disks, etc.) that contain confidential information must be kept secure and able to be accessed only 

by authorized individuals. Delete confidential information from laptops and personal devices as soon as it is no 

longer needed on those devices.  

 

Personal (Home) Computers: 

Home computers that can be accessed by other individuals (family members and/or friends) should never be 

used to store confidential information. Even when the computer is not used by others, prior approval must be 

granted by the custodian of the data before downloading and/or storing confidential information. Where 

approval is granted, the same security standards used for work machines must be used with the home 

computer.  

 

Storage of confidential information 

You should store copies of confidential information, such as 

printouts, in locked file cabinets or desks. Store non-reproducible 

confidential information in areas designed to safeguard it from 

unauthorized viewing and damage from natural cause.  

You should store disks in a locked file cabinet or desk. Disks with 

sensitive information must be locked in a cabinet with a non-

standard key lock.  

 

Administrative data should be stored on the network drive rather 

than physical drive on your PC. Caution should be used when storing 

administrative information on portable computers. Regularly back up locally maintained confidential 

information stored on disk to ensure that information is not lost in the event of disk failure and store backups in 

a locked facility with limited access.  

 

Protect electronic records containing confidential data, including backups, during storage by encrypting the 

confidential data. Place confidential data stored on a hard disk in a segment that is protected by an approved 

security program requiring an access password.  
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Keys and access cards that permit entry into storage facilities where confidential data is stored must not be 

loaned or left where others could use them to access the secure areas. All confidential information must be 

protected from cleaning staff, maintenance staff and others who may have a need to access the facility where 

confidential information is located.  

 

Records and reports (paper and electronic) containing confidential information should be stored in locked 

rooms, cabinets and/or desks when not in use. Access to these rooms, cabinets and desks must be limited to 

those who are authorized to access the confidential information. Employees should ‘clean’ their desks of all 

materials containing confidential information prior to leaving at the end of the day, and store the materials 

securely.  

 

Controlling Access: 

Ensure that all keys and other items that allow access to confidential information, both physical access and 

computer access, are returned when the individual’s access to the information is no longer appropriate.  

Do not look up confidential information pertaining to yourself or anyone else unless you are authorized to do so.  

Limit access to confidential information to the minimum need to do the job.  

 

Implement electronic audit trail procedures to monitor who is accessing what. Use logs or electronic audit trails 

to monitor employees’ access to records with confidential data. If you are required to share confidential data 

with other (third-party) organizations, including contractors, use written agreements to protect their 

confidentiality.  

 

Security Incidents: 

The System Administrator and Data Custodian should be notified immediately of any known or suspected 

security breach involving confidential data. If confidential data is disclosed inappropriately and the individuals 

whose confidential data was disclosed are put at risk of identity theft or other harm, initiate a security response 

that promptly notifies the individuals potentially affected.  
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Document Management Systems 

Document management systems commonly provide storage, versioning, metadata, security, as well as indexing 

and retrieval capabilities. Let’s have a look at a few of these examples: 

Topic Description 

Metadata 

Metadata is typically stored for each document. Metadata may, for example, include the date the 
document was stored and the identity of the user storing it. The DMS may also extract metadata 
from the document automatically or prompt the user to add metadata. Some systems also 
use optical character recognition on scanned images, or perform text extraction on electronic 
documents. The resulting extracted text can be used to assist users in locating documents by 
identifying probable keywords or providing for full text search capability, or can be used on its 
own. Extracted text can also be stored as a component of metadata, stored with the image, or 
separately as a source for searching document collections. 

Integration 

Many document management systems attempt to integrate document management directly into 
other applications, so that users may retrieve existing documents directly from the document 
management system repository, make changes, and save the changed document back to the 
repository as a new version, all without leaving the application. Such integration is commonly 
available for office suites and e-mail or collaboration/groupware software. Integration often uses 
open standards such as ODMA, LDAP, WebDAV and SOAP to allow integration with other 
software and compliance with internal controls. 

Capture 

Capture primarily involves accepting and processing images of paper documents 
from scanners or multifunction printers. Optical character recognition (OCR) software is often 
used, whether integrated into the hardware or as stand-alone software, in order to convert 
digital images into machine readable text. Optical mark recognition (OMR) software is sometimes 
used to extract values of check-boxes or bubbles. Capture may also involve accepting electronic 
documents and other computer-based files. 

Indexing 

Track electronic documents. Indexing may be as simple as keeping track of unique document 
identifiers; but often it takes a more complex form, providing classification through the 
documents' metadata or even through word indexes extracted from the documents' contents. 
Indexing exists mainly to support retrieval. One area of critical importance for rapid retrieval is 
the creation of an index topology. 

Storage 

Store electronic documents. Storage of the documents often includes management of those 
same documents; where they are stored, for how long, migration of the documents from one 
storage media to another (hierarchical storage management) and eventual document 
destruction. 

Retrieval 

Retrieve the electronic documents from the storage. Although the notion of retrieving a 
particular document is simple, retrieval in the electronic context can be quite complex and 
powerful. Simple retrieval of individual documents can be supported by allowing the user to 
specify the unique document identifier, and having the system use the basic index (or a non-
indexed query on its data store) to retrieve the document. More flexible retrieval allows the user 
to specify partial search terms involving the document identifier and/or parts of the expected 
metadata. This would typically return a list of documents which match the user's search terms. 
Some systems provide the capability to specify a Boolean expression containing multiple 
keywords or example phrases expected to exist within the documents' contents. The retrieval for 
this kind of query may be supported by previously built indexes, or may perform more time-
consuming searches through the documents' contents to return a list of the potentially relevant 
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documents. See also Document retrieval. 

Distribution 

A published document for distribution has to be in a format that can not be easily altered. As a 
common practice in law regulated industries, an original master copy of the document is usually 
never used for distribution other than archiving. If a document is to be distributed electronically 
in a regulatory environment, then the equipment tasking the job has to be quality endorsed AND 
validated. Similarly quality endorsed electronic distribution carriers have to be used. This 
approach applies to both of the systems by which the document is to be inter-exchanged, if the 
integrity of the document is highly in demand. 

Security 

Document security is vital in many document management applications. Compliance 
requirements for certain documents can be quite complex depending on the type of documents. 
Some document management systems have a rights management module that allows an 
administrator to give access to documents based on type to only certain people or groups of 
people. Document marking at the time of printing or PDF-creation is an essential element to 
preclude alteration or unintended use. 

Workflow 

Workflow is a complex problem and some document management systems have a built-in 
workflow module. There are different types of workflow. Usage depends on the environment the 
electronic document management system (EDMS) is applied to. Manual workflow requires a user 
to view the document and decide who to send it to. Rules-based workflow allows an 
administrator to create a rule that dictates the flow of the document through an organization: for 
instance, an invoice passes through an approval process and then is routed to the accounts-
payable department. Dynamic rules allow for branches to be created in a workflow process. A 
simple example would be to enter an invoice amount and if the amount is lower than a certain 
set amount, it follows different routes through the organization. Advanced workflow 
mechanisms can manipulate content or signal external processes while these rules are in effect. 

Collaboration 

Collaboration should be inherent in an EDMS. In its basic form, a collaborative EDMS should allow 
documents to be retrieved and worked on by an authorized user. Access should be blocked to 
other users while work is being performed on the document. Other advanced forms of 
collaboration allow multiple users to view and modify (or markup) a document at the same time 
in a collaboration session. The resulting document should be viewable in its final shape, while 
also storing the markups done by each individual user during the collaboration session. 

Versioning 

Versioning is a process by which documents are checked in or out of the document management 
system, allowing users to retrieve previous versions and to continue work from a selected point. 
Versioning is useful for documents that change over time and require updating, but it may be 
necessary to go back to or reference a previous copy. 

Searching Finds documents and folders using template attributes or full text search. Documents can be 
searched using various attributes and document content 

Publishing 

Publishing a document involves the procedures of proofreading, peer or public reviewing, 
authorizing, printing and approving etc. Those steps ensure prudence and logical thinking. Any 
careless handling may result in the inaccuracy of the document and therefore mislead or upset its 
users and readers. In law regulated industries, some of the procedures have to be completed as 
evidenced by their corresponding signatures and the date(s) on which the document was signed.  
The published document should be in a format that is not easily altered without a specific 
knowledge or tools, and yet it is read-only or portable. 

Reproduction 
Document/image reproduction is key when thinking about implementing a system. It's all well 
and good being able to put things in, but how are you going to get it out? An example of this is 
building plans. How will plans be scanned and scale be retained when printed? 
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Streamlining business processes and increasing efficiency are   fundamental concerns for any organization, 

regardless of size or sector.  In today’s increasingly-strict regulatory environment,  compliantly  managing   

documents  and   records  of   all   types, whether paper, electronic, audio, video or e- mail, takes significant time 

and money that could better be spent achieving mission-critical  objectives. 

 

By implementing document and records management techniques, business owners can realize many benefits 

that noticeably improve organizational efficiency. Digital document management systems can help your 

organization succeed by: 

• Saving money. 

• Saving time. 

• Increasing efficiency. 

• Increasing productivity. 

• Increasing inter-departmental and inter-organizational communication and collaboration. 

• Generating revenue. 

• Enabling automation. 

While these systems have many benefits, they are complex undertakings that require a significant investment of 

both capital and staff. Because of the   significant investment required, it is crucial that organizations 

thoughtfully evaluate their current and future needs before deciding on a solution.  

 

Features and Benefits of Digital Document Management Systems 

Digital document management systems are software applications that capture 

paper documents and a variety of electronic files while providing for the 

storage, retrieval, and security and archiving of these documents.  

 

The   document management process begins with the conversion of paper documents and records to electronic 

files.  Conversion eliminates many of the obstacles created by paper: labour-intensive duplication procedures, 

slow distribution, misplaced originals and the inconvenience of retrieving files from off-site storage. Because 

MONITOR AND CONTROL THE FILING AND RETRIVAL SYSTEM

TIME: 180 MINUTES ACTIVITY: SELF & GROUP
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paper files are also costly to process, duplicate, distribute and store, digitizing paper archives ultimately reduces 

operating expenses and overheads. 

 

All document management systems should have five basic components: 

• Capture and import tools to bring documents into the system. 

• Methods for storing and archiving documents. 

• Indexing and retrieval tools to locate documents. 

• Distribution tools for exporting documents from the system. 

• Security to protect documents from unauthorized access. 

 

Document management applications enable more efficient distribution of and control over information, files   

and   records throughout your organization. These software programs simplify business procedures, document 

routing and   e-mail notification. 

Document management makes it possible to: 

• Manage millions of documents and retrieve the right one in seconds. 

• Share documents with colleagues while protecting confidential information. 

• E-mail and fax files instantly. 

• Access documents while traveling. 

• Publish documents to CD, DVD or the 

Web, as appropriate. 

• Back up files and records for disaster recovery. 

 

To implement a successful digital document management system, you must choose the right system for your 

organization. This  guide will  enable you  to  take  a consultative approach to  choosing an  appropriate  

solution,  whether acting with a vendor or outside consultant or on your  own.   

 

Once  you  under- stand your  needs, as  well  as  what solutions are available, you will  be able to make  better- 

informed decisions about what is appropriate for your  organization. 
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Solving Business-Critical Problems with Digital Document Management 

Recent estimates show that a typical worker will take 12 minutes to process a single document. Nine of these 12 

minutes are spent searching for, retrieving and refilling the document—meaning that only three minutes are 

spent actually using the information they’ve found. 

 

The average office: 

• Makes 19 copies of each document. 

• Spends R80 on labour to file each document. 

• Loses 1 out of 20 office documents. 

• Spends R220 searching for every misfiled document. 

• Spends R550 recreating each lost document. 

• Spends R25, 000 to fill a four-drawer file cabinet and R2, 000 annually to maintain it. 

 

The volume of paper documents that organizations must process has increased tenfold in the last five years. 

Increases in paper volume drive the cost of paper handling higher, which greatly reduces profit margins. 

Digital document management can help you deal with the rapidly-increasing burden of creating and maintaining 

your organization’s paper archives. By reliably managing and protecting the documents that support 

organizational processes, inform organizational choices and preserve organizational knowledge, document 

management solutions increase efficiency, support profit-building activities and provide a balance between 

security and accessibility. 

 

With a digital document management solution, instead of searching for information you spend time meeting the 

needs of your current customers and acquiring new ones.   

Instead of spending their days searching for information or filing   documents, your staffs spends their time 

more productively. 

A document management system can help you save time by: 

• Answering information requests immediately, eliminating call-backs and phone tag. 

• Responding quickly to auditors’ requests for information. 

• Immediately locating documents and highlighting essential information. 

• Eliminating lost documents that must be recreated and refilled. 

• Cutting time spent copying and distributing documents to staff, branch offices and outside contacts. 

• Speeding document-handling workflow by enabling automation. 

By implementing a document management solution, you stop   spending your   time   handling paper and start 

spending your time doing what you do best—serving your clients. 



SDA | MODULE 5 | STUDENT GUIDE 177 

 

Document Management Basics 

Your organization generates large numbers of paper and electronic 

documents. As your business grows,  so  do  files,  and  so  does  the 

time  and  effort  required to manage them. 

 

Digital document management revolutionizes the management of 

information and provides the ability to rapidly find, retrieve and 

share all the documents in your repository. This section will  provide you  with more  information  on what 

digital document management is and  how  it works, essential components of an enterprise-level digital 

document management  system and   the   technical  issues  you must consider. 

 

About Digital Document Management 

The process of digital document management begins with the conversion of paper or other documents into 

digitized images. These images can be easily organized and quickly retrieved, indexed and archived. When files 

are   scanned or electronically converted, a high-resolution digital copy   is stored on a hard drive or optical disc.   

Templates, or electronic index cards, can associate information, such as author, reference number, date created 

or key words, with a document.  

 

Files can still be viewed, printed, shared and stored. Which documents users can  read  and  what actions they  

can  perform on these documents depend on  the  level  of security that  the  sys- tem  administrator has  

assigned to them. 

 

Digital document management represents a significant advance over storing information on paper. No longer 

just ink on a page, the document becomes active content after processing by Optical Character Recognition 

(OCR) technology.  

 

A document management system should offer effective search tools for document retrieval, including full-text 

search, template field searches and a visual filing scheme that permits users to browse for documents. The best 

systems will allow you to find documents using a combination of all three methods. 

 

Document management maximizes the value of paper documents. Files can still be viewed, printed, shared and 

stored, but have the enormous advantage of having active content. You can   easily search files   with active 

content, and   you can create workflow rules to automatically route files from one user to another. 
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Essential Components of a Quality Document Management System 

Although all document management systems provide the basics of scanning, retrieval and display, when it 

comes to implementing a document management solution in the real world, system essentials extend far 

beyond the basics.  

 

Document management systems designed for multiple users, a high volume of documents or multiple office 

locations must meet   more   stringent requirements. The features listed below are important to look for when 

selecting a document management system for your organization. 

 

Usability 

One of the most important factors in how successful a document management system will be is how easy it is to 

use.  Usability is critical in encouraging rapid staff acceptance. A sys- tem will only be widely used if it is simple 

to capture documents, organize and find them. The  best  systems are  user-friendly and  flexible   enough  to   

adapt  to   the   way   people already work  within an  organization, rather than forcing them to  change their 

preferred way  of working. 

 

To guarantee that a document management system is readily accepted by users throughout an organization, it 

is important that the graphic interfaces for common operations, such as search and retrieval, are clear and easy-

to-use. 

 

User-friendly interfaces not only assure rapid adoption of the document management system by staff, but they 

also reduce training expenses associated with implementation. 

 

Data Capturing and Filing Techniques 

For a document management system to enhance business operations it must accommodate all the types of 

documents—paper, electronic, fax, audio and video, to name a few—that are part of an organization’s 

processes and procedures. It should also enable batch processing of documents and forms for organizations that 

rely on high-volume processing as a part of business operations. 

 

There are three ways to bring files into a digital document management system: 

• Scanning or imaging (for paper files). 

• Importing (for archiving electronic documents such as Microsoft®  Office® files,  spreadsheets, faxes,  audio 

and video). 

• Conversion (for creating unalterable images of electronic documents). 
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Scanning a document produces a raster (picture) image that can be stored on a computer. The physical 

document is scanned and converted into   a digital image,   which is then stored in the document management 

system. 

 

Document importing is the  process of bringing  electronic files,  such as  Microsoft Office documents,  graphics, 

audio  clips  or  video files,  into   a  document  management system. Files can be dragged into a document 

management system and remain in their native for- mats.  These files can then be viewed in their original 

format by either launching the originating application or by using an embedded file viewer from within the 

document management system. 

 

Converting documents is the process of trans- forming electronic files, such 

as word processor or spreadsheet documents, into   permanent, raster-

image format for storage within a document management system.  

 

Windows® applications, such as Microsoft Word® or Excel®    or Autodesk®     

AutoCAD™, can   print existing files into an unalterable image of the 

document. These images are usually stored as archival-quality TIFF   

(Tagged   Image   File Format) files.   

 

For documents, the conversion process also   pulls a clean stream of text directly from the document, 

eliminating the need for OCR. This text file can then be used for full-text indexing of the document to assist with 

later retrieval. Converting electronic documents bypasses scanning, saves paper and printer ink and produces a 

cleaner image than scanned paper files.  The document management system should be integrated with 

Microsoft Office or other applications to permit users to convert documents with maxi- mum ease.  This method 

of imaging electronic documents is best suited for permanent archives. 

 

Organizations that image a significant number of files a day will quickly realize the importance of batch   

processing. When large numbers of documents need to be brought into the document management system 

daily, it is inefficient to process each   one   individually.   A full-featured document management system allows 

files and records to be brought into the system in one batch to speed processing. 

 

Once  all  the  pages  have  been  captured, the system should  let  users easily group them into  appropriate 

documents before  assigning template fields and  moving them to their appropriate folder location. The  system 

should make  it possible for pages  to be rearranged, removed or added to a document to  correct any  mistakes 

that  may  have occurred in  the  organization of  a  file.  
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Similarly, it should be simple to update or add template fields at a later time. In high-volume scanning 

operations, automatically separating and indexing documents using bar codes saves time and money.   

 

Bar codes index documents by extracting fields from an external database, by filling in fields with reassigned 

values or by associating certain documents with a particular index tem- plate. Bar codes can act as markers to 

indicate the beginning of a new document, automating document separation.  While bar codes require some 

preparation, their benefits can be enormous.  

 

Let’s look at an example: 

For  example, if 2,000 voter registrations, 500 inquiries and  2,500 pages  of legislative minutes were  to be 

scanned, with bar  code  stickers placed on  each  document, the system would then automatically read  the 

stickers, determine the  start  of each  new  document, assign the  correct type  of index tem- plate for each  and  

fill in template information automatically. 

 

Organizations  that   repeatedly  process  the same   forms  may  want to  use  Zone  OCR to reduce data  entry 

time  and  demands on  sys- tem memory. Zone OCR saves time through automated document indexing that 

reads certain regions (zones) of a document and then places information into the appropriate tem- plate fields. 

The amount of required storage space is also reduced because OCR and indexing are applied only to responses 

that have been entered. 

 

To minimize errors, the system should allow the user to set a minimum present accuracy level for OCR. If any 

portion of the form does not   meet   this   standard, the   system should notify the user so that a staff member 

can read the form and manually enter the correct field information. 

 

For organizations with multiple offices, it is important to ensure that a document management system permit 

users at both central and branch offices to capture and access documents as necessary. Full-featured systems 

allow for  documents to  be  scanned into  the system and  transferred into  the  database at different times to  

minimize traffic  demands on the  network during peak  business hours. 

 

Indexing and Retrieval 

In a recent survey, three-fourths of executives said that information is their organization’s most important asset. 

Ensuring that this information is readily available to the employees who need it is one of the major challenges 

for today’s executives. 
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An  enterprise-quality digital document management  system  is  uniquely  positioned  to help you  solve  the  

problem of helping employees quickly search through thousands of documents in  order to pinpoint the  

information they  need. Many employees use search tools that are nearly identical to commercial search 

engines designed for use with the Internet. Although these search engines are efficient at helping consumers 

find  information like Web pages  of retailers selling a certain product, they  are not geared  toward the  

specialized searches necessary in  many business environments. 

 

Most commercial search engines only   support basic keyword searches. The user types in a word or phrase, and 

the engine returns a group of matching documents. Typically, the engine  ranks  results  according  to  its   own 

logic;  depending on  the  user’s  needs, this ranking system may  or  may  not  be  helpful. Often, users must 

spend a significant amount of time sifting through the results in order to find the information they’re looking 

for. 

 

A full-featured document management system makes   it easy   to find what you want when you want it. 

Retrieval of relevant documents should be fast, easy and efficient, with multiple methods of indexing 

(categorizing) information. 

 

Indexing allows users to quickly sort large volumes of data to find the right document. Whatever the 

combination of indexing methodologies, search methods need to be easily used and   understood by the   

people who retrieve the documents, as well as those who file them. 

 

 There are three primary ways of indexing files in a document management system: 

• Full-text indexing, or indexing every word in a document. 

• Template fields, or indexing through keyword categories of documents. 

• Folder/file structure, or indexing by associated document groups. 

 

Retrieval is where the quality of the indexing system is most evident. Some document management systems let 

users search only by indexed keywords, which requires a person to know how the document was categorized 

and what template fields were assigned to it. A powerful indexing system will make it possible for users to find 

any document based on what they know, even if that amounts to no more than a word or phrase within the 

document. 

 

The  more  a document management system adapts to an organization’s existing procedures, the  less  upheaval 

and  training are involved  for  users  of  the   system  and   the greater the likelihood the system will  be used on 

a regular basis. 
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Storage and Archiving 

Once documents are brought into the document management system, they must be reliably stored. Document 

management storage systems must be able to accommodate changing technologies and an organization’s future 

growth. A versatile document management system should be compatible with all storage devices currently 

available, as well as emerging systems, to provide long-term document storage and archiving. 

 

Concerns about future readability of documents and records make many organizations hesitant to implement a 

document management system. With rapid changes in the technology sector, it is hard to predict what 

applications and hardware will be current five or ten years   from now. However, the need for faster retrieval 

and improved records management means that most organizations cannot wait to implement solutions. 

 

To address these concerns, document management systems should use non-proprietary image and text 

formats.  Documents created and   saved with obsolete versions of a program can be difficult or even impossible 

to read.    

 

Using   proprietary formats for   documents means that converting files from old versions can be a frustrating 

and expensive task.  Storing document images or text files in a proprietary format may leave your organization 

dependent on the future success or failure of another company. 
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Distribution 

A   document  management  system  should assist you  in  putting the  right  information in the  hands of the  

right  people. A quality  sys- tem makes  it possible for multiple users to access the  same  files  at  the  same  

time  and aids  in  distributing documents to authorized individuals both  inside and  outside your organization 

over  an intranet, by e-mail or through publication to the  Web,  CD or DVD.  

 

A  full-featured  document  management  sys- tem safeguards an unalterable copy  of the original while allowing 

you  to  enhance collaboration and  service by  circulating copies in  the  format that  best  serves your  business 

needs. 

 

Printing,   faxing   and   e-mailing are   several ways of distributing documents. Document management systems 

should promote the rapid copying of files to a CD or DVD. To be most  effective, the document management 

system  should  support  royalty-free CD  or DVD duplication and contain viewers enabling people without a 

document management  system to  search for  and   view   documents directly from  the  disc. 

 

Print, Fax and E-mail 

To maximize their usefulness, document management  systems  should  support  the most  common printer and  

fax drivers and  be able  to print images, text  and  annotations. 

 

E-mail has become the default mode of communication in many organizations. Organizations obtain significant 

gains in efficiency and save considerable expense by transmitting documents via e-mail instead of using faxes, 

courier services or postal mail.  

 

Document management systems should have options that make it possible for images to be easily sent with any 

MAPI (Mail Application Program Interface)-compliant e-mail system and read by recipients without document 

management software. 

 

Intranet and Internet 

A document management system should pro- vide a simple way to publish information to the Internet or an 

intranet. This allows organizations to share information with other departments, remote offices, clients or the 

public. Web systems should be fully search- able and must support the same security protocols as network 

systems. Ideally, a document management system will not require HTML or complex coding to post files to the 

Web. 
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Workflow 

Workflow modules can increase the benefits of a document management system by automating the routing of 

documents to various people, eliminating bottlenecks and streamlining business processes. This added 

functionality is crucial for large offices, for organizations with central and branch offices and   for organizations 

that   plan to expand their system. 

 

Workflow should automatically notify specific users of certain document-management- related system events, 

based on rules created by the system administrator.  Workflow should generate return receipts and timed 

responses. If a recipient does not act within a specific time frame, the program should send either a reminder 

message or a second message to an alternate recipient. 

 

An essential component in any procedural workflow system is document automation.  The workflow module 

should be able to automatically move copy or delete documents within the repository based on a pre- 

determined set of rules. 

 

The success of any workflow system is not its ability to follow the strict routing and reporting features of a fully-

automated system, but its ability to handle exceptions to the rules as they arise.  An effective workflow system 

provides the system administrator complete access to on-the-fly routing of documents and information through 

the system’s folder structure and system security. 

Diagram of a Sample Workflow in a Financial Services Firm 
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Office administration staff provides assistance to office workers. They maintain records and filing systems and 

are often in charge of data entry. They may maintain a database of customers or inventory and produce 

correspondence for mailing, and they read and forward mail to the correct department. The overall goal of any 

office administrator is to make their supervisor's job easier. Below there are some duties listed as well as the 

negative effects it may have if the proper procedures are not followed.  

 

Database Management 

An office administration staffer is not usually expected to build a database but will be required to enter details 

and be able to call up records which fulfil certain criteria at a moment’s notice. They also must produce reports 

based on database information. These reports are usually passed along to senior staff members or presented in 

a conference. 

 

When databases are not maintained, streamlined office procedures can become redundant as the required 

information will not be available to the staff to complete their routine duties. Database management must 

occur on a regular basis, in the required process to ensure that the information is available for use within the 

organisation.  

 

Preparing Correspondence 

Correspondence may be an individual letter or a newsletter intended for all clients. Office administration staff 

must prepare memos and announcements and send them to all staff. Office administration staff is expected to 

deal with e-mail inquiries and either reply pass the e-mail on to the appropriate department. 

 

No organisation can successfully operate without sufficient and constant 

communication. Therefore it is very important that all communication 

channels are kept open at all times. Communication which must be prepared 

and sent out must be done so in a very timeous and professional manner to 

ensure that the organisation and its customers are kept informed.  

IMPLEMENT CONTROL MEASURES 
TIME: 60 MINUTES ACTIVITY: SELF & GROUP
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Schedule Management 

Booking appointments, planning conferences and informing the staff of schedules traditionally meant writing 

down all appointments in a central diary and sending weekly or daily updates to the staff. Now, most scheduling 

is completed electronically with data management programs such as Outlook, iCal or Eudora. This allows an 

office administration staff member to update and publish several calendars electronically. This allows other staff 

members to check the calendars simultaneously, making adjustments as necessary. 

 

Schedules in the office environment are very important to maintain in order to ensure that the organisation 

functions at its maximum capacity and that all staff is kept busy. Schedules are very important to organise and 

arrange meticulously to ensure that all the required parties are available at a time suitable for everyone.  

 

Answer Telephones 

Office administration staff answers phones and either deal with customers or transfer them to a department 

better suited to answer their queries. It's also the duty of office administration staff to record detailed messages 

along with any contact information of the caller. 

 

Answering telephones form one part of the communication process. It may be the initiation of communication 

from the organisation’s customers or it may be a return of communication which was initiated by an employee 

within the organisation. Ensuring that the telephonic communication is fast, friendly and efficient assists with 

the communication process within the organisation.  

 

Every organisation, no matter how small or large will have each of the above components in place; some may be 

much larger, while in small companies many of these tasks are completed by one person. Whichever way it 

occurs, the precision completion of each of these is vitally important.   

 

In order for you to better understand these processes you need to view it from a subjective perspective. In 

other words, you need to look at it from a view where you are not part of the process. This makes it easier for 

you to identify flaws or shortcomings in the system and then propose corrective actions.  

 

In the next activity you will be required to do so for one of the aforementioned aspects within a company.  



SDA | MODULE 5 | STUDENT GUIDE 188 

 

 

 
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 plan and implement a storage and retrieval system  
  

□ I am able to monitor the implementation of the filing and retrieval system. 
  

□ I am able to control the implementation of the filing and retrieval system.  

 

 

 
 
 
 
 
 
 
 
 

 
 

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: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________


