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Preface

It is with great pride that we present this book on Office Management and Secretarial

Practice. The journey of writing this work has been both enlightening and rewarding,
driven by our shared desire to provide practical knowledge and guidance for students,
aspiring professionals, and office practitioners.

The modern office demands more than efficiency and organization; it requires
professionalism, adaptability, ethical conduct, and effective communication. This book is
designed to offer a comprehensive understanding of office management principles,
secretarial responsibilities, record-keeping, correspondence, and the application of
modern tools and technologies in everyday administrative functions.

Each chapter is thoughtfully structured to blend theoretical concepts with practical
illustrations, enabling readers to relate academic learning to real-world office practice. As
a collaborative effort by one author and three co-authors, our collective goal has been to
produce a resource that is clear, reliable, and accessible, drawing on our combined
experiences and perspectives.

We hope this book inspires confidence, builds competence, and fosters a strong
professional attitude among its readers. We express our sincere gratitude to our mentors,
teachers, and colleagues for their invaluable guidance, encouragement, and support
throughout the development of this work. We are also deeply appreciative of the authors
and scholars whose publications served as important references, enriching our
understanding and shaping the content of this book.

It is our earnest hope that this book will serve as a dependable guide and a practical
companion for all who seek to excel in the field of office management and secretarial
practice. This work is dedicated to our students, whose curiosity and commitment to
learning continue to inspire us. We also dedicate this book to our mentors and teachers
for their guidance and wisdom, and to our families and colleagues for their constant
support, encouragement, and understanding throughout the writing of this book.
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Elements — Functions — Office Manager— Success Rules for Office
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Office Management and Secretarial Practice

UNIT 1
MODERN OFFICE AND ITS FUNCTION
Introduction—Meaning of Office—Office Work—Office Activities —The
Purpose of an Office— Office Functions — Importance of Office—The
Changing Office—The Paperless Office — Office Management-
Elements—Functions—Office Manager—Success Rules for Office

Managers—The Ten Commandments.

Introduction

“An office may be regarded as a place where the control mechanisms of an
organization are located” - George R. Terry

Office is described as the nerve centre of the entire organization. The present-day
office activities have expanded to a wider extent to keep pace with rapid globalization.
Further, office by itself has become an indispensable part of any business organization.
Modern offices are organized on scientific principles and their techno savvy office
managers which has paved way for the sustenance of a business amidst cutthroat

competition.

Meaning

An office is understood to be a place where all the clerical and paper work is
performed like letters, correspondence, files, record, etc. The office also maintains and
deals with every paper or documents received in an office. In other words, Office is “a
central place where all sorts of clerical work is done to coordinate and control the affairs
of the whole organization.”

Office is a place for transacting business where clerical and administrative
functions are carried out to coordinate and control activities of the organization. A typical
office performs tasks such as framing of business policies, processing and communication
of information, record keeping, handling mails, execution of orders and managing
receipts and payments. Office can be described as any place where information converges
on paper which is documented, preserved and used for both current and future

operations of business.
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Definition

“An office is the administrative centre of a business. The purpose of an office has
been defined as the providing of a service of communication and record” - Mills &
Standing Ford.

“The essential feature of the office is the work itself, not who does it or where it is
done. If it is office or clerical work in one place, it is office or clerical work everywhere

regardless of where the work is done or who does it” -Leffingwell and Robinson

Nature

According to the old concept “Office work” is mostly concerned with the records
of an enterprise and making, preserving the records for further usage, so from this we
can call office work as clerical work. And office work not only deals with records, it also
includes communication, mechanical data processing, planning and scheduling etc.

An office serves as the memory centre and control centre of an organization. The
office performs many services like communication, reproduction, mechanical data,
processing, procuring of stationery, furniture and equipment, secretarial assistance etc.
to other departments in an organization. Office is a unit where relevant records for the
purpose of control, planning and efficient management of the organization are prepared,
handled and preserved. Office provides facilities for internal and external communication
and co-ordinates activities of different departments of the organization.

The purpose of an office is:

1. To preserve all the records of the business.

2. To handle incoming correspondence.

3. To plan the policies of the business and ensure their implementation.
4. To direct and co-ordinate the activities of the various department, and

5. To maintain accounts, statutory and non-statutory books etc. of the business.

Functions of an Office

An office is primarily concerned with collection and supply of information.
Accurate and up-to-date information relating to organisation and other agencies affecting
the organisation is always required for taking decisions and formulating policies. Besides,
office has assumed many other responsibilities, such as safeguarding assets, personnel

management, procurement of assets etc., which are incidental to the primary function.
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Therefore, the functions of a modern office may be classified into two categories:
4+ Basic functions, and

4+ Administrative functions.

Basic Functions

Basic functions are those functions of an office which need to be performed in all
types of organisations. They are mainly related to receiving and giving of information.
These basic functions are as follows:

Collecting information: The office receives or collects information about various
activities of the organisation. The information may be collected from internal or external
sources. Internal sources may be employees and various departments of the organisation.
The external sources are customers, suppliers and Government Departments etc. From
internal sources information may be received in the form of letters, circulars, reports etc.,
and external sources provide information through letters, orders, invoices, inquiries,
reports, questionnaires etc. The executives of the organisation may also collect
information while visiting other organisations.

Recording information: The office keeps record of information collected from
various sources to make it readily available to the management. The information is kept
in the form of correspondence, reports, statements, circulars, lists, charts, registers,
books, etc. An office has also to maintain records as prescribed under law. The registered
office of a company is required to maintain Register of Members under the Companies
Act, 1956.

Arranging, analysing and processing the information: The information collected in
an office is generally not in the form in which it may be used by the management.
Therefore, facts and figures collected have to be arranged, processed, organised and
analysed to make them useful to the management. In this connection financial statements,
statistical statements, charts, lists, reports, summaries are prepared.

Preserving Information: The information is properly sorted out and preserved in
the most economic and scientific manner. Various types of equipments, filing cabinets,
etc. are used for preserving records. Unnecessary and out-dated records are destroyed to
make space for new and valuable records.

Supplying information: All accumulated and processed information is useless

unless it is communicated. The office serves as a two -way channel for communication.
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On the one hand, it supplies the collected, recorded and processed information to the
management and on the other hand, the policy decisions, guidelines and instructions
issued by the management to the departments are also routed through the office. The

information may be supplied verbally or in writing.

Internal Agencies: Employees, Departments, Management, etc.,

External Agencies: Customers, Suppliers, Govt. Deptt. etc.,

4 g

1.Receiving Information 5.Giving Information

b A

2. Recording Information

3. Analysing and Arranging Information

4. Preserving Information

Fig.1.1. Basic Function

Administrative Functions

Administrative functions are in addition to the basic functions. But the office
cannot hope to work smoothly without them. These relate to the tasks of protecting and
safeguarding assets, maintaining and enhancing the operating efficiency, stationery
control, choice and use of the office equipments and selection, training, placement, and
remuneration of the personnel etc. The following functions are normally considered as

administrative functions of an office: -

Management functions
Various functions of management are also applicable to the management of an
office function. Office work has to be planned, organised and executed according to the

plan. Control is exercised to ensure efficiency of operations in the office.
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Fig.1.2. Management Function

a) Planning: Planning involves deciding in advance what tasks need to be done, setting
objectives, and determining the best way to achieve them. In offices, it helps in organizing
workflows, allocating resources, and scheduling activities efficiently.

b) Organizing: Organizing means arranging resources—people, equipment, and
materials—in a structured way to achieve office goals. It includes creating departments,
assigning duties, and establishing a hierarchy.

c) Staffing: Staffing is the process of recruiting, selecting, training, and placing employees
in suitable positions. In office management, proper staffing ensures that the office has the
right people for each task.

d) Directing: Directing involves guiding and supervising employees to perform their
duties effectively. It includes giving instructions, setting expectations, and leading teams
toward organizational objectives.

e) Communicating: Communication is the process of exchanging information clearly and
efficiently. Good communication in an office ensures smooth coordination, reduces
misunderstandings, and keeps everyone informed.
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f) Coordinating: Coordinating is about harmonizing activities and efforts of different
departments or employees so that everyone works together smoothly. It ensures that
work flows efficiently and deadlines are met.

g) Motivating: Motivating means encouraging employees to give their best performance.
This can be done through recognition, rewards, positive feedback, or creating a
supportive work environment, which increases productivity and job satisfaction.

Office work has to be properly planned and organized and executed according to
the plan. A proper control must be exercised over office activities and the affairs of the
different individuals and departments in the organization must be coordinated.

Instituting office systems and routines: An office has to develop systems and
procedures for providing better services to other departments. Each phase of office work
is carefully analysed and a proper procedure is developed for it. Proper sequencing of
different tasks is necessary to ensure continuous flow of work.

Procuring stationery and supplies: Adequate supply of office stationery of proper
quality is necessary for the efficient performance of office work. The office purchases
standard quality paper, pens, ink and other stationery items, maintains the stock and
issues them only on demand.

Designing and control of office forms: Use of standardised forms simplifies office
operations. It is the responsibility of the office to design, standardise, provide and control
the forms to be used in the office as well as in other departments of the enterprise.

Purchasing office equipments and furniture: Efficient and economical performance
of office work requires proper furniture, equipment and machines. Office has to arrange
for selection and purchase of these items from reliable suppliers. It has also to ensure
timely availability of furniture etc., to departments and employees to facilitate proper
utilisation, as well as arrange for maintenance, servicing and replacement according to
need.

Safeguarding of Assets: Different types of assets are maintained in an organisation. The
assets must be protected against damages and losses on account of fire, theft etc. An
efficient control system is exercised by office to safeguard the assets.

Personnel Management: The efficiency of office work depends very much on the
employees. Their appointment, training, promotion, appraisal and welfare are the
functions of the office.

Maintaining Public Relations: An organisation depends on public reputation and
goodwill for its existence and progress. Maintaining public relations is also the
responsibility of the office. Most organisations have reception counters to greet and
receive visitors to the organization.
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Importance of Office Management

Office is an indispensable part for all types of organisations just like the brain of a
human body. It works as the nerve centre of the organisation, and is vital for its
functioning. It helps management to plan, execute, communicate, control and co-ordinate
activities to achieve the pre-defined objectives of the organisation.

The importance of an office is discussed below:

Office as a service centre: Office provides the services of typing, duplicating,
printing, providing information from records, supplying forms and stationery etc. No
organisation can work smoothly without these services. Therefore, office is sometimes
referred to as a service department.

Office as a memory centre: All types of information are arranged and preserved
in the office and supplied to management as and when required. Various transactions and
activities of the organisation which are on record are preserved by the office. Therefore,
office may be described as the memory centre, information centre or brain of an
organisation.

Office as a channel of communication: It is through the office that
communication, especially written communication, takes place between different
departments and different levels of the organisation. An organisation would fail, in spite
of the best organisational resources, if the communication system is not effective.

Office as a coordinator: Office maintains links with all the departments of an
organization and keeps every department informed about what is happening in other
departments. Thus, it provides the basis of co-ordination between departments. For
example, office informs the production department about changing tastes and fashion in
the market as revealed by the market survey conducted by marketing department.
Similarly marketing department is supplied information about the cost of production to
fix appropriate prices.

Office as a controller: Control is a necessary function of management executed
through office. It requires (i) establishment of standards, (ii) measurement of
performance against the standard (iii) ascertainment of deviation, and (iv) correction of
deviations from standards and plans.

Office as an intermediary: The office maintains contact with outsiders and links
the organisation with customers, suppliers, etc. It attends to the enquiries, orders and
complaints, and maintains liaison between government and the organisation.

Importance of office to employees: Maintenance of attendance records, and
preparation of wage and salary sheets for timely payment are the responsibility of the
office. It is also responsible for operating different employee benefit schemes, like group
insurance, provident fund, etc.



Office Management and Secretarial Practice

Importance of office to customers: The office acts as a link between the business
and its customers. Enquiries, orders, and complaints of customers are taken care of by
the office. It also advertises the products and their uses for information of the customers.

Importance to general public: The office also acts as a link between general
public and the organisation. It is responsible for creating a good image for the
organisation in the minds of people.

Office work

Office work refers to a broad range of tasks, responsibilities, and job roles typically
performed in an office environment. These activities support the day-to-day operations
and administrative functions of an organization, and often involve using computers,
communication devices, and various office equipment.

Common Office Work Activities and Tasks

e Communication: Answering phone calls, responding to emails, drafting letters,
and coordinating with clients and internal teams.

o Data Management: Data entry, maintaining records, organizing and filing digital
and physical documents, and ensuring data accuracy and security.

e Scheduling and Planning: Managing calendars, scheduling appointments and
meetings, coordinating travel arrangements, and planning office events.

e Administrative Support: General clerical duties like photocopying, scanning,
printing, and ordering office supplies and equipment.

o Financial Tasks: Billing, invoicing, tracking expenses, basic bookkeeping, and
assisting with audits or payroll.

e Customer Service: Greeting visitors, handling customer inquiries or complaints,
and providing information about the organization's products or services.

e Collaboration and Meetings: Working with colleagues on projects, attending
meetings, brainstorming sessions, and contributing to a positive team
environment.

Activities of Office
Some common office activities include:
e Handling incoming and outgoing mail.
» Typing and processing official documents.

e Managing records and filing systems.
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* Procuring office supplies and equipment.

e Handling employee recruitment and training.

e Managing financial transactions and payroll.

e Maintaining office infrastructure and security.
Paperless Office and Virtual Office

A paperless office is an office system that uses digital technologies to manage
documents and communication with minimal or no reliance on paper.

A paperless office refers to an organizational system in which documents, records,
and communication are created, processed, stored, and shared electronically rather than
on paper. The primary aim of a paperless office is to improve efficiency, reduce
operational costs, and minimize environmental impact by limiting dependence on
printed materials.

In a paperless office environment, technologies such as computers, cloud storage,
document management systems, electronic mail, and digital signatures are used to
replace traditional paper-based workflows. This approach enables faster access to
information, improved data security through controlled access, and easier collaboration
among users.

The adoption of a paperless office contributes to sustainability by reducing paper
consumption, printing costs, and physical storage requirements. However, successful
implementation requires adequate technological infrastructure, user training, data
backup systems, and cybersecurity measures to protect digital information.

Characteristics
1. Use of electronic documents instead of paper files
2. Digital storage and retrieval systems
3. Electronic communication and approvals
4. Reduced need for physical filing cabinets
Merits of a Paperless Office

1. Cost Savings: Reduces expenses on paper, printing, ink, storage, and filing
cabinets.

2. Space Saving: Less physical storage is needed since documents are stored digitally.

3. Easy Access & Retrieval: Digital files can be searched, accessed, and shared quickly
from anywhere.
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Environmental Benefits: Reduces paper consumption, helping conserve trees and
minimize waste.

Improved Security: Digital documents can be password-protected, encrypted, and
backed up.

Enhanced Collaboration: Employees can access, edit, and share documents in real-
time.

Efficiency & Productivity: Automates workflows and reduces time spent on
manual filing.

Demerits of a Paperless Office

@)

High Initial Cost: Setting up digital systems, computers, servers, and software can
be expensive.

Technical Problems: System crashes, software glitches, or power outages can
disrupt access.

Security Risks: Vulnerable to hacking, data theft, or loss if proper backups and
cybersecurity are not maintained.

Training Required: Employees need to learn new software and digital filing
systems.

Dependence on Technology: Total reliance on electronic systems can be risky if
technical failures occur.

Digital Fatigue: Long hours on screens can cause eye strain and reduce employee
comfort.

7

Fig 1.3. Paperless Office
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The online system has almost eliminated the need for paper nowadays, such as
replacing index cards with database typed letters and faxes with email, and reference
books with the internet. Another way to eliminate paper is to automate paper-based
processes that rely on forms, applications and surveys to capture and share data. This
method is referred to as ‘electronic forms’ or ‘e-forms’ and is typically prepared by using
existing print-perfect documents in electronic format, filling data manually online
providing secure methods to submit form data to processing systems, and digitally

signing the electronic documents without printing.

The technologies used with electronic forms automation include:

¢ Portable Document Format (PDF): To create, display and interact with electronic
documents and forms.

¢ E-form (electronic form) Management Software: To create, integrate and route
forms and form data with processing systems.

¢ Databases: To capture data for profiling and processing documents.

e Workflow Platforms: A route information, documents and direct process flow.

e Digital Signature Solutions: To digitally sign documents (used by end-users).

e Web Servers: To host the process, receive submitted data, store documents and

manage document rights.

Virtual Office

A virtual office is business location that exists only in cyberspace. A virtual office
set up allows business owners and employees to work from any location by using modern
technologies by the use of laptops, computers, cell phones and internet access. It helps in
saving of rent of a traditional office space. Personal meetings are replaced by
teleconferencing and video conferencing and transmission of documents is done
electronically. Each employee in the virtual office can work from his convenient location
and is not restricted to hiring employees locally. Thus, it expands job options for

employees and hiring options for businesses.
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Fig. 1.4. Virtual office

1) Communication Services

a) Remote receptionist: A traditional receptionist is replaced by the team of
workers working remotely using high-tech Computer Telephone Integration (CTI)
Software.

b) Virtual assistant: A virtual assistant works from home and rarely meets his
client face to face. A virtual assistant typically has no access to CTI software.

c) For the Purpose of Receiving and Transmitting a large number of requests by
telephone, answering services/call centers operate from a centralized location.

d) Voicemail is a low-cost technology that stores voice messages electronically.
Recent advances in technology allow for the conversion of Voicemail messages to email
making message retrieval far more convenient for business owners.

e) Virtual office space: Virtual office gives a chance to own a high-profile reputed
address in a desired city at a fraction of buying or renting cost of such an address.

2) Space Services

a) Professional Address: A prestigious building of the area is used as the business
address. A professional address increases the privacy and personal security concerns of
running a home-based business. A user can expand into new markets by utilizing a
provider with multiple locations to establish a professional presence in the desired
growth markets.

b) Mailing Address: The professional address can be used for accepting, sending

and forwarding mail without the connotations of a PO Box.
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c) Open Envelope Scanning: A handler opens the mail and scans the contents,
email or transfer the digitized documents onto a cloud-based file storage system that
users can access immediately. The opened physical mail is then shredded unless further
storage is requested.

d) Business Meeting Space: The on-demand use (hourly, daily or weekly) of
conference rooms and offices for meetings. Meeting space can often be rented at short
notice.

e) On-site Amenities: A full-service virtual office will provide broadband internet,
fax-copier-printer, advanced phone features, conference calling, video conferencing,
kitchenette and a business-worthy lobby/waiting area.

f) Virtual Office Solution: Virtual office solution gives dual advantage in whichever
city our need is based and a reputed business address which would marginalize the gap
created by established brand value.

g) Live Virtual Answering Service: A virtual answering service is an automated
system with a live virtual receptionist. This kind of service can be enjoyed without
purchasing expensive equipment.

h) Other Services: Other services may include creation of a website, business

cards, attorney consultations.

Virtual Office vs Paperless Office

Aspect Virtual Office Paperless Office
Work happens remotely without a
Main idea Work happens with minimal or no paper
physical office
Focus Where people work How work and documents are handled

Physical space Not required May exist, but uses fewer physical files

Video conferencing, cloud tools, Document management systems, e-signatures,
Technology used

collaboration platforms digital storage

Workforce

Remote or distributed teams

On-site, remote, or hybrid employees

Paper usage

Can still use digital or paper files

Almost completely digital

Cost savings

Saves rent, utilities, commuting costs

Saves printing, storage, and paper costs

Environmental

Reduces travel and office resource use

Reduces paper waste and deforestation

mpact
Remote teams using Zoom, Slack, Google Offices using PDFs, cloud storage, and e-
Examples
Workspace signatures
Goal Location independence Efficiency and sustainability
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Office Manager

An Office Manager plays a crucial role in ensuring the smooth functioning of an
organization’s office operations. They act as a bridge between the management and
employees, overseeing daily tasks, maintaining office efficiency, and ensuring that
administrative processes run effectively.

“He, who can manage, can manage everything” -Lawrence Appley

An office manager is responsible for facilitating the efficient functioning of an
office via a range of administrative, clerical, financial and managerial tasks. An employee
of a business or organization whose duties typically include allocating physical resources
such as office space and supplies, scheduling internal events, overseeing operational staff
such as accountants, technicians, and administrative personnel, and other details
necessary to run an office in any industry or field.
Roles of an Office Manager

Office managers are responsible for running the office, keeping office supplies
stocked, and making sure the company stays profitable. The office manager is also the
role model of the company. He or she coaches, counsels, and disciplines others as needed
to ensure productivity and a healthy work environment.

The office manager is expected to perform multiple roles to manage office
functions efficiently.

1. Maintain office functions by organizing and monitoring staff.

2. Keep the office organized to increase office efficiency. Maintain critical records for
the company and maintain a procedure for the handling of sensitive data including
storage and disposal.

3. Prepare reports to keep management informed of the activities of the company.

4. Schedule, assign, and oversee employees.

5. Prepare annual budget and plan purchases to stay within the budget.

6. Maintain a team spirit and a healthy work environment.

Duties of an Office Manager

The office manager is responsible for handling various administrative and
managerial duties, including:
1. Maintaining Office Services - Ensures smooth office operations by managing supplies,

organizing events, handling correspondence, and booking transportation.
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2. Providing Past References - Maintains records for future use and ensures accessibility
of historical data.

3. Maintaining Office Efficiency - Plans office layout, workflow, and procurement of
materials and equipment.

4. Designing and Implementing Office Policies - Establishes and enforces office rules and
procedures.

5. Employee Scheduling and Assignment - Allocates tasks to staff and ensures their
completion.

6. Providing Relevant Information to Management - Collects, processes, and reports
important data to higher management.

7. Ensuring Continuity of Office Work - Assists in hiring, training, and retaining staff to
maintain a stable workforce.

8. Motivating Office Staff - Encourages employees through feedback, recognition, and
professional development opportunities.

9. Updating Self - Stays informed about new technologies and office management trends
through training and professional development.

10. Managing Office Budgets - Plans and monitors office expenditures, ensuring cost
efficiency.

11. Accomplishing Team Efforts - Coordinates with staff, suppliers, and clients to achieve
office objectives.

Qualities of a Good Office Manager

These qualifications are determined by the size of an organization and the relative
importance placed on office activities. To effectively perform their duties, an office
manager should possess certain qualities, such as:

1. The office manager must be able to plan the office work, organize the work
among office staff according to their ability and aptitude, direct and motivate staff to
perform the work efficiently and economically and to maintain discipline and harmony
among the staff fairly and firmly.

2. A good office manager should have as wide and varied a business experience as
possible.

3. Office manager must have a good command of language.

4. He must be a model leader to his office staff.

5. He must be deal with the problems more confidently and firmly.
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6. He must be a good organizer.

7. He must be able to take sound and firmly decision but there is no hasty decision.

8. He must be well aware of office work and the purpose of doing such work.

9. He must have an ability to give clear direction to others. In other words, the
listener should understand what the office manager means.

10. He must be a common man to every office staff.

11. He must be a pioneer in doing the office work.

12. He must be sincere to do his duties.

13. He must understand the feelings of office staff and human nature.

14. He must present the office before the office hour and available throughout the
office hour.

15. He must be able to create team spirit among office staff.

16. He should have self-confidence and self-control.

17. He should not get angry at any cost.

18. He must be constantly in touch with the new facts and methods of office work
in order to increase the efficiency of office staff.

19. Most of above-mentioned qualities are inherent or inborn, although some of
these qualities can be acquired or improved through practice and training.
Functions of an Office Manager

1. Managerial Functions

2. Supervisory Functions

3. Personnel Functions

4. Duties to the Management.
1. Managerial Functions: The office manager is the administrative head of office. It is his
duty to manage the entire affairs of an office. As an administrative in-charge, he is
expected to perform the following functions.

& Planning the work to be performed beforehand.

& Forecasting the future demands based on past records.

« Organising the activities of office.

# Co-ordinating the activities of various departments.

« Executing the policies and programmes of the management.

# Communicating various policy decisions to the functional managers.

& Designing and implementing new systems and procedures.
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& Reviewing system and procedures periodically and effecting changes in them.
2. Supervisory Functions: The prime duty of office manager is to extract the work from
subordinates. In this regard, he performs the following supervisory functions:

& Dividing and allocating the work among the subordinates based on their
specialisations.

# Ensuring that the work is carried out as per predetermined schedule.

& Exercising regular control over the quantity and quality of the work done by the
subordinates. d. Ensuring the punctuality.

& Providing adequate stationery and supplies and controlling their usage.

& Arranging for appropriate equipment and maintaining them in proper working
conditions.

& Maintain the office, well organised, clean and tidy.
3. Personnel Functions: At times office manager acts as a human relation officer for his
own department. To ensure higher degree of accuracy and efficiency at work he should
have efficient subordinates. For that purpose, he discharges the following duties.

& Recruit or hire skilled workers for the departments.

& Arranging for training and development programmes for the subordinates to
upgrade their knowledge.

& Conducting staff appraisal interviews periodically.

& Measuring the work of subordinates through appropriate methods.

& Fixing up remuneration for the staffs and devising methods for suitable
compensation.

& Dealing with matters as regards to indiscipline.

& Counselling and settling the disputes among the subordinates to the possible
extent.
4. Duties to the Management: The manager is a functional head of the department. He
acts as staff expert to top management and offers advices on various policy matters
relating to office routine. He also performs the functions like

# Provision of information that is needed to make policy decisions.

& Supporting and implementing the policies of the top management.

# Reporting the problems to the management which are beyond his limits.
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& Identifying problems in the implementation of the policies and reporting to the

top management for remedial action.

# Handling mails and fixing up appointments on behalf of top managers.

Success Rules for Office Managers

Successful office managers rely on a blend of core skills, effective personal habits,

and strong interpersonal qualities to ensure an office runs smoothly and efficiently.

Master Organization and Time Management: An office manager must be the most
organized person in the room. This includes managing personal tasks, overseeing
the work of others, maintaining filing systems, and planning ahead to meet
deadlines without constant supervision.

Communicate Clearly and Effectively: Serving as the key link between staff,
suppliers, and senior management requires excellent verbal and written
communication skills. This involves giving clear instructions, actively listening to
concerns, avoiding jargon, and ensuring all parties understand expectations.
Lead by Example and Uphold Professionalism: Model the behavior expected from
employees, including punctuality, honesty, and a positive attitude. A manager's
conduct sets the tone for the entire office culture, so professionalism is key.

Be an Innovative Problem-Solver: Be prepared for unexpected issues and
approach challenges calmly and logically. Use your comprehensive knowledge of
the company to find creative solutions, often with limited resources.

Cultivate Empathy and Strong Interpersonal Skills: Understand and empathize
with team members' needs to foster a supportive and inclusive environment. Good
interpersonal skills help in building trust, resolving conflicts, and improving team
morale and retention.

Delegate Tasks Effectively: Avoid micromanaging by delegating tasks based on
individual strengths and providing clear goals and the necessary resources.
Effective delegation empowers your team and allows you to focus on more
strategic responsibilities.

Embrace Technology and Adaptability: Be flexible and curious about new
technology and tools that can improve efficiency, such as project management
software or communication platforms. The role evolves constantly, so the ability

to adapt to change is vital.
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Continuously Learn and Develop: The business world is always changing. Seek
opportunities for professional development, attend networking events, and stay
updated on industry trends to remain effective in your role.

Manage Budgets Wisely: Be proficient in basic financial management, including
budgeting, tracking expenses, and negotiating with vendors to ensure cost
efficiency.

Ensure Staff Well-being and a Safe Environment: Oversee health and safety
standards, organize fire drills, and ensure a clean, organized, and secure
workplace. A pleasant working environment contributes to employee happiness

and productivity.

The Ten Commandments for Office Managers

1.

Thou shalt communicate clearly and effectively. Ensure all instructions, updates,

and expectations are clear, accurate, and thorough to avoid misunderstandings.

. Thou shalt lead by example. Model the behaviour and work ethic you expect from

your team, whether it's punctuality, taking responsibility for mistakes, or a

positive attitude.

. Thou shalt prioritize and manage time wisely. Focus on high-impact, business-

critical tasks first, use tools like timers and planners, and avoid getting sidetracked
by minor distractions.

Thou shalt be adaptable to change. The business environment is dynamic; a
successful manager must be flexible and responsive to new challenges,

technologies, and work models (e.g., remote or hybrid work).

. Thou shalt foster a positive and inclusive culture. Encourage open communication,

value diverse opinions, celebrate successes, and ensure every team member feels
respected and heard.

Thou shalt empower and develop your team. Delegate tasks, provide
opportunities for growth and training, and build trust in your team members'
abilities to take initiative.

Thou shalt be organized and maintain efficient systems. Establish clear
procedures for recurring tasks, manage physical and digital resources effectively,

and keep the workspace organized to minimize disruptions.
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8. Thou shalt manage conflicts with a clear strategy. Address disagreements

proactively and constructively, using an established resolution process to
maintain team harmony and productivity.

Thou shalt be transparent and build trust. Share information openly when
possible. Transparency builds credibility and loyalty, ensuring your team trusts

your leadership.

10. Thou shalt never stop learning and improving. Continuously seek feedback, invest

in your own professional development, and look for ways to enhance processes and

the overall office environment.
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Summary

Meaning of Office

Place where administrative/professional work is carried out.

Supports decision-making and record maintenance.

Office Work & Activities

Communication (internal & external)
Record keeping & filing

Scheduling appointments & meetings
Reporting and documentation

Coordination between departments

Purpose of an Office

Smooth administration
Efficient decision-making
Maintenance of records

Facilitation of communication

Office Functions

Planning
Organizing
Staffing
Coordinating

Controlling

Importance of Office

Enhances efficiency
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e Supports management
e Maintains continuity via records
o Facilitates communication
Changing Office
o Shift from paper-based to digital systems
e Integration of technology in daily operations
Paperless Office
e Use of electronic documents
e Online communication (emails, video conferencing)
e Automated workflows
Office Management
o Elements: Planning, Organizing, Staffing, Controlling
e Functions: Supervision, Coordination, Decision support
Office Manager
e Oversees daily operations
e Supervises staff
e Ensures workflow efficiency
Success Rules / Ten Commandments
e Time management
e Discipline
e Organization
o Confidentiality
e Leadership & adaptability
e Ethical conduct

e Communication & teamwork

kokskokskok sk kskkk
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Choose the correct one

1. The modern office is mainly concerned with:

a) Production b) Information
c) Marketing d) Transport
2. The brain of the organization is:
a) Store b) Office
c) Factory d) Canteen

3. Paperless office uses:
a) Registers b) Digital files
c) Typewriters d) Postal mail

4. Office management involves:

a) Planning b) Organizing
c) Controlling d) All
5. Office work includes:
a) Recording b) Storing
c) Communicating d) All

6. Purpose of office is to:

a) Maintain records b) Provide info
c) Coordinate d) All
7. The main element of office management:
a) Personnel b) Systems
c) Equipment d) All
8. Changing office includes:
a) Computers b) Automation
c) Virtual work d) All
9. A private office gives:
a) Privacy b) Noise
c) Disturbance d) Crowding

10. A paperless office reduces:
a) Speed b) Cost
c) Security d) Efficiency
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11. Office manager is responsible for:
a) Cleaning b) Supervision
c) Production d) None
12. Basic office function:
a) Manufacturing b) Filing
c) Transport d) Sales

13. Managerial office function:

a) Planning b) Printing

c) Selling d) None
14.The ten commandments relate to:

a) Work rules b) Religion

c) Finance d) Production

15. One of the qualities of an office manager:
a) Dishonesty b) Leadership
c) Laziness d) Silence
16. Traditional office uses:
a) Typewriters b) Cloud
c) Video meet d) Email

17. Information storing is done by:

a) Files b) Databases
c) Hard disks d) All
18. Office is:
a) Production centre b) Information centre
c) Market d) Bank
19. Example of office activity:
a) Mixing chemicals b) Filing records
c) Cooking d) Packing

20. Office management improves:
a) Control b) Productivity
c) Discipline d) All
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Short Questions

1. Define a modern office. State any four characteristics.

2. What are the basic functions of an office? Explain briefly.
3. Explain the advantages of a paperless office.

4. State the importance of office management.

5. Write any five qualities of an office manager.

6. Distinguish between traditional office and modern office.
7. Explain office activities with examples.

8. Write short notes on:

(a) Office Work (b) Office Functions

9. What do you mean by “Changing Office Trends”?

10. Explain the elements of office management.

Long Questions

1. Explain in detail the purpose, importance and functions of a modern office.

2. Discuss the changing trends in the modern office and the concept of a paperless office.
3. Describe the role, responsibilities, and qualities of a successful office manager.

4. Explain the elements and functions of office management.

5. Describe the functions of an office with suitable examples.

6. Explain office activities and their role in business administration.

7. Write in detail about office work, office management and office functions.

8. Explain the importance of communication and information flow in an office.

9. Discuss the principles for efficient office functioning.

10. Write in detail about “The Ten Commandments.”

kokskokkok sk kok
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UNIT 11
OFFICE SPACE AND ENVIRONMENT MANAGEMENT

Introduction— Principles — Location of Office — Office Building —
Office Layout—Preparing the Layout—Re-layout—Open and Private
Offices — New Trends in Office Layout. Office Lighting— Types of
Lighting Systems—Designing a Lighting System - Benefits of Good
Lighting in Office —Ventilation—Interior Decoration - Furniture —
Freedom from Noise and Dust — Safety from Physical Hazards—

Sanitary Requirements—Cleanliness —Security—Secrecy.

Introduction

Office space management constitutes a critical component of contemporary
organizational infrastructure and facilities administration. It involves the structured
planning, allocation, and continuous evaluation of physical work environments to ensure
that spatial resources effectively support institutional objectives. As a multidisciplinary
field, it integrates principles from architecture, ergonomics, organizational behaviour,
and real estate management.

The primary aim of office space management is to optimize the functional,
economic, and human dimensions of the workplace. This includes ensuring that physical
layouts align with operational workflows, that spatial allocations remain adaptable to
evolving organizational structures, and that the built environment provides conditions
conducive to health, safety, and productivity. In recent years, the proliferation of hybrid
work models, technological advancements, and heightened awareness of employee well-
being have intensified the need for evidence-based, responsive space management

practices.

Effective office space management contributes to:
o Efficient utilization of real estate and workplace assets, reducing operational
costs and improving resource stewardship.
e Creation of diversified work settings that accommodate focused work,

collaboration, and innovation.
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o Compliance with regulatory, accessibility, and environmental standards,
ensuring equitable and sustainable workplaces.
o Reinforcement of organizational culture and strategic priorities, using

spatial design as a tool for behavioural and cultural alignment.

Viewed through this lens, office space management is not merely an operational necessity
but a strategic instrument that shapes organizational performance, employee experience,
and long-term resilience. Its successful implementation requires ongoing assessment,
data-driven decision making, and adaptability to technological, social, and economic

change.

Principles of Space Management

Effective office space management ensures that workplaces support productivity,
collaboration, well-being, and cost efficiency. The following principles guide the planning,
design, and operation of modern office environments.
1. Space Utilization & Efficiency: Use data to understand how desks, rooms, and
collaborative areas are actually used. Eliminate underutilized spaces and expand high-
demand zones. Favor multi-purpose and flexible environments over fixed, single-purpose
rooms.
2. Activity-Based Planning: Design spaces around the different types of work employees
perform. Include a variety of settings—focus areas, collaboration zones, meeting rooms,
phone booths, and social spaces—so people can choose the environment that best
supports their task.
3. Flexibility & Adaptability: Enable easy reconfiguration with modular furniture,
movable walls, and scalable layouts. Support hybrid and evolving team structures. Ensure
spaces can adapt to changing business needs without major renovation.
4. Employee Experience & Well-Being: Provide ergonomic furniture, proper lighting
(especially natural light), good acoustics, and clean air. Incorporate greenery and quiet
spaces for recovery. Design choices should foster comfort, inclusion, and productivity.
5. Technology & Digital Enablement: Support seamless connectivity through reliable
Wi-Fi, ample power outlets, and updated collaboration tools. Equip meeting rooms for
hybrid work with quality audio/video. Use digital booking systems and occupancy data

for real-time efficiency.
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6. Safety, Accessibility & Compliance: Follow safety codes, fire regulations, and
universal design standards. Ensure barrier-free access, intuitive signage, and clear
pathways. Design for all user needs, including mobility, sensory, and neurodiverse
considerations.

7. Data-Driven Decision Making: Continuously collect data through sensors, surveys,
and usage metrics. Use insights to refine space allocation, address bottlenecks, and
enhance employee satisfaction. Treat space strategy as an ongoing process, not a one-
time project.

8. Cost Optimization: Balance experience and efficiency. Optimize footprint with shared
spaces, hybrid policies, and right-sized meeting rooms. Make informed decisions about
leases, furniture investments, and service contracts.

9. Culture & Brand Alignment: Ensure the space communicates the company’s identity
and values. Use design to promote desired behaviours—collaboration, transparency,
innovation, or focus. Spaces should reinforce culture consistently.

10. Sustainability: Integrate energy-efficient systems, sustainable materials, and
responsible waste practices. Design for long-term environmental impact while

supporting employee health.

Office Buildings

An office building is a purpose-designed facility that houses the administrative,
managerial, and operational functions of an organization. Its primary role is to provide a
safe, efficient, and conducive environment for a wide range of professional activities,
including focused work, collaboration, client engagement, and technological operations.
Office buildings vary widely in scale, from small multi-tenant structures to large
corporate headquarters, yet they share common objectives: to support organizational
productivity, accommodate diverse work processes, and uphold regulatory and
environmental standards.

In contemporary practice, the design and management of office buildings extend
beyond providing physical space. They integrate considerations related to employee
well-being, sustainability, digital infrastructure, and adaptability to evolving work
patterns, particularly the rise of hybrid and flexible work arrangements. As

organizational needs, workforce expectations, and technological capabilities continue to
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evolve, office buildings must be designed and operated with a forward-thinking and

holistic approach.

Principles of Office Building Design and Management

1. Functional Efficiency: Office buildings must support the operational requirements of
their occupants through rational layouts, efficient circulation, appropriate zoning of
activities, and adequate support facilities (e.g., meeting rooms, amenities, storage).
Efficient space planning enhances productivity and reduces operational costs.

2. Flexibility and Adaptability: Given evolving business structures and technological
advancements, office buildings should be designed for reconfiguration. Modular layouts,
adaptable mechanical systems, and flexible workspaces ensure the building can
accommodate organizational change without significant disruption or expense.

3. Health, Safety, and Accessibility: Compliance with building codes, fire safety
standards, and universal accessibility requirements is fundamental. Ventilation, lighting
quality, indoor air quality, and ergonomic considerations contribute to occupant comfort
and well-being. Inclusive design ensures equal access for individuals with diverse
physical and sensory needs.

4. Sustainability and Environmental Responsibility: Modern office buildings
prioritize energy efficiency, resource conservation, and reduced environmental impact.
This includes sustainable materials, efficient HVAC systems, waste-reduction strategies,
renewable energy integration, and green certifications such as LEED or BREEAM.
Sustainable practices support long-term environmental and economic performance.

5. Technological Integration: Robust and resilient technology infrastructure is
essential. This includes reliable connectivity, smart-building systems, cybersecurity
measures, digital collaboration tools, and integrated building management systems that
monitor energy, occupancy, and safety. Technology enhances both operational efficiency
and user experience.

6. Comfort and Employee Experience: Office buildings must support the physical and
psychological needs of occupants. Elements such as acoustic control, natural light,
thermal comfort, biophilic design, and accessible amenities contribute to a positive work
environment. A well-designed building can strengthen employee satisfaction,

engagement, and retention.
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7. Aesthetic and Cultural Expression: The architectural identity of an office building
communicates organizational values and brand identity. Thoughtful design promotes a
sense of place, enhances corporate culture, and creates environments that inspire
professionalism, collaboration, and innovation.

8. Economic Viability: Cost-effective design, efficient maintenance, and long-term asset
value are essential considerations. Strategies such as lifecycle planning, preventive
maintenance, and optimal space utilization ensure the building remains financially

sustainable throughout its lifespan.

Location of an Office

The location of an office is an important decision that affects how easily
employees, clients, and partners can access the workplace. Choosing the right location
helps support daily operations, reduce travel time, and improve convenience for
everyone who uses the facility. A good office location should offer reliable transportation
options, nearby services and amenities, and a safe, supportive environment for work.

In addition to accessibility, the surrounding area, cost, and availability of
infrastructure also play key roles in determining whether a location is suitable. A well-
selected office location can strengthen business performance, attract talent, and create a
positive impression for visitors. For these reasons, careful planning and evaluation are

essential when choosing where an office should be established.

Principles of Location of Office

World is converting into a global village. Therefore, businesses now have myriads
of choices when it comes to choosing the perfect office space. Though each business has
unique needs specific to their industry, clientele, technological requirements, availability
of resources and personal preferences, following universal principles may help in
selection of a commercial location for establishing an office by any business house.
1. Surroundings — The location of the office is a direct reflection of the whole business.
Further it impacts the lifestyle of all those who work there. Therefore, first and foremost
thing is the surroundings of the office location, i.e., what is the view; who are the
neighbours; how noisy and congested is the area; what type of services are available in

the locality; how well is it connected to the city; etc.
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2. Security — Purpose of establishment of office is to facilitate business operations.
Ultimate aim of business operations is to earn money. Employees of the organization, also
join it for earning money. The very purpose of earning money cannot be attained if the
work place is not secure. Well-connected places, proper law and order conditions in that
area, availability of security systems is a must to be considered before finalizing a place
to be established as office space.

3. Transportation Facility — The office should be located in a place where public as well
as private transport facilities are available. Every employee and visitor may not afford
private transportation. So, well-connected transport system is a basic necessity for
establishing an office.

4. Parking - Parking is a pre-requisite in the modern mobile world where everyone
thinks about parking his/her car even before planning visit. Office with adequate parking
space proves like a boon. CEO to the routine visitor everyone wishes to have their car
safe. An area like Chandni Chowk, Nai Sarak, etc. in Delhi, though offer cheap goods and
services, still people do not prefer visiting these places by their own car.

5. Technical infrastructure and facilities - Availability of broadband access, smooth
supply of electricity, efficient telephone and mobile networks, etc. are some of the basic
modern facilities without which establishment of an office cannot even be thought of.
Moreover, a business may have specific technical requirements and other facilities like
courier services, banks, post offices, markets, transportation facilities by train, ship, etc,
which may become the cause of establishment of office in a particular area. It should be
ensured that handling of communication, information technology and other important
physical requirements of the business should be available all the time in that area.

6. Availability of general services - An office can be maintained internally by the office
managers but external management of the surroundings like maintenance of roads,
cleanliness of the outside area, maintenance of street lights, etc. are equally important in
a developing country like India. For the smooth running of a business building where an
office is established, active onsite management teams of the building should be able to
coordinate with the local management authorities, like Municipal Corporation so that
general facilities of the area could be maintained.

7. Economy of operations - If all the functions of a business are carried on from one
location, the office should also be established in the same location so that it can be run

economically. If business is running from different places, i.e., different functions are
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carried on at different places, the office should either be established at a central place or
at the location from where main function of the business is operated. Moreover, location
of an office should be convenient and economic to various sections of the business if they
are located at different places. Sometimes for this purpose offices are decentralized as
per the requirements of the business.

8. Proximity to related trade - In order to attain the benefits of competitive
environment and localization, it is usually preferred to have an office near other offices
which are engaged in the same line of trade or near the centre of general business
activities.

9. Overall value - Office space is a good investment for any business. At the time of
making decision regarding establishment of a new office or expansion of an existing
office, it is important that all the factors, which have been mentioned above, are taken
into consideration and a comparison of overall value of the commercial spaces available
in the desirable city is made on that basis. Sometimes paying a little extra for a perfect

location may make great contribution to the overall value of the company.

Office Layout

Office layout is one of the most important tasks, though often overlooked factor of
Office Management. It is the systematic arrangement of all the physical components i.e.
office equipment, machines and furniture and providing proper space to office staff as per
the available floor space to provide maximum comfort to the staff and to co-ordinate
properly for regular performance of work with efficiency. In other words, it means the
arrangement of different departments of an organization at suitable places in order to
ensure smooth functioning of the departments, convenience to the employees and free

flow of work from one department to another.

“Although changing conditions in a locality may be beyond the control of the
designer of an office building, they are not always beyond the ability of a thoughtful
planner to predict” -Leffingwell and Robinson

According to G. R. Terry, “The determination of the space requirements and of the
detailed utilization of this space in order to provide a practical arrangement of the
physical factors considered necessary for the execution of the office work within

reasonable cost.”
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Objectives of the office layout

The minimum standards to be followed are:

1) To ensure proper utilization of space so that the spaces provided are effectively used.
2) To ensure that work flow is uninterrupted and there is the maintenance of steady flow.
3) To ensure that managers can supervise their team members in a better way.

4) To be able to provide a comfortable work environment which brings satisfaction.

5) To enable better communication between the team members.

6) To provide a safe working environment.

7) To have provisions for future expansions.

Principles of office layout

Natural lighting: Designing offices that face the north or east gets more of natural
lighting. It avoids more consumption of power.

Placing computers: Desks having computers or desktops must be placed in such
a way that staff sitting at it must not have their backs or faces to the windows.

Designing work tables: It is preferable to seat staff not facing each other. It is
said to disrupt work. Besides having minimum intrusion is better. Also reducing the field
of vision of employee to other employees will reduce distraction. Also, they need to be
provided with adequate lighting, ventilation, and ergonomic chairs and tables to prevent
eyestrain and muscle aches.

Flow of work: By carefully studying the sequences of the tasks to be done, the
design of the work space is imitated. If the person has to go back and forth in the space it
will bring frustration and reduce output. Ensure that the flow of work is smooth and in
one direction.

Pleasant: The most important of all the aspects is that design should be
aesthetically pleasant. Do not concentrate on functionality alone but also on its looks.
Space has to be optimally used.

Provision of tools: Assignments are completed quickly if they have the necessary
space and tools to perform them. The work station should be spacious enough to
accommodate their files, papers and their documents. Having copiers and printers closer
to them is better to avoid them frequently moving out and wasting their time.

Grouping: Placing the same functional type of work together or closer to each

other will help to reduce time wastage. The employees have the freedom to consultation
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and information easily so that work is handled efficiently. Hence, it is better to list out the
functions or tasks that employees perform and design the office planning and layout
accordingly.

Open a private space: The employer needs to verify which tasks require
collaboration with one another and which set of tasks require concentration. Based on
this, specific cubicles are designed with open or low separators and others with separate
cubicles or traditional with closed doors. Making a separation between the two types is
essential

Informal and formal spaces: Every work space does require employees to take
breaks in between work. For this, communal spaces are designed that is closer to the
work stations. These informal communal spaces are often built with more space to
accommodate large numbers during coffee or lunch breaks. The informal communal
spaces meant for conferences or meetings are often placed away from busy work space
that is noisy.

Security: As it is aware that information is very critical to any business, care needs
to be exercised to define a level of security and norms for workstations processing data.
Mainly the storage of confidential and sensitive data has to be placed away from main
work space and protected.

Reducing risk: Designing has to be such that it reduces the risk of accidents or
falls. Allowing ergonomic norms of wiring and placing of tables, chairs, and work stations
provide safe working conditions. The safety would be maintained.

Reduce distances: While figuring out the work space the distance between
movements of each task has also to be considered. Movements like walking, carrying,
pulling consumes time and energy. It causes exhaustion thereby reducing effectiveness.

Hence, distances have to be reduced to minimize costs and energy.
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Fig. 2.1. Model Layout for Modern Office

Preparing the Office Layout

Preparation of office layout is the systematic planning and arrangement of office
space, furniture, and equipment to ensure efficiency, smooth workflow, safety, and
employee comfort. A well-planned layout improves productivity and proper utilization of

resources.
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STUDY NATURE OF WORK

l

DETERMINE NUMBER OF EMPLOYEES
l

MEASURE OFFICE SPACE
l
ANALYZE WORKFLOW & DEPARTMENTS
l
SELECT TYPE OF OFFICE LAYOUT

l

ARRANGE FURNITURE & EQUIPMENT
!

PROVIDE LIGHTING & VENTILATION
!

ENSURE SAFETY & COMFORT

l

FINAL OFFICE LAYOUT PLAN

Steps in Preparing Office Layout

1.

Study Nature of Work: Identify tasks performed in the office (clerical,
managerial, customer service).

Determine Number of Employees: Decide the number of workstations, desks,
and future expansion.

Measure Office Space: Measure floor area, doors, windows, passages, and
emergency exits.

Analyze Workflow & Departments: Place related departments near each other
to reduce movement and improve coordination.

Select Layout Type: Choose open, private, or hybrid layout based on work
requirements.

Arrange Furniture & Equipment: Place desks, chairs, filing cabinets, and
machines systematically.

Provide Lighting & Ventilation: Ensure proper natural/artificial light and air
circulation.

Ensure Safety & Comfort: Maintain clear pathways, fire safety measures,
ergonomic furniture, and a clean environment.
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Essential elements of Office Layout
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The entire office should preferably be on the same floor and the rooms should be
adjacent to each other so that the sections whose work is interconnected facilitate
the flow of work.

The rooms of the Receptionist should be near the main entrance very that the staff
is not disturbed by the frequent visit of outsiders.

The rooms of the Receptionist should be near the main entrance very that the staff
is not disturbed by the frequent visit of outsiders.

Keeping in mind the high rate of rent in the prevailing market, full use of office
space should be made.

The filing cabinets may be just at a hand’s distance so that the clerks may, not have
to go at a distance to fetch or replace a file otherwise there will wastage of time.
The table of the supervisor or an officer should be so located that he can watch or
observe as to what is happening in the office and that the clerks are not whiling
away their time in idle talk.

The rooms of the clerks using noisy equipments such as type-writers, cyclostyling
machines, calculating machines, etc., should be away so that the other clerks are
not disturbed by the noise. Alternatively, sound-proof partition walls should be
raised.

The movement of the messengers or peons who have to carry papers or files from
one room to another should be minimized or the alternative arrangement may be
made so that they may not have to pass by the tables of other clerks creating
disturbance to them.

Record room should be easily accessible without waste of much time.

Types of Layouts

The office layouts are broadly classified as general office layouts and private office

layouts. The latest layouts are combination offices, a co-working office, narrative layouts,

nodal layouts, neighbourly office, and nomadic office.

Open office layout

As the name indicates, the open office plan layout does not have walls or

separators or passages. Cupboards, shelves screens, cabinets serve as separators
between workstations. All staff are seated in the same direction. This is useful for teams
and employees who are working on a similar project.

The advantages of open plan office are:
1) To reduce costs and saves space.
2) To facilitate communication as there are no phone calls and fewer memos.

3) To adapt to changes
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4) To help supervise all staff

5) To increase the effectiveness of heating, lighting
6) To motivate staff within a group.

The disadvantages of open plan office are:

1) Distracts people from work due to noise

2) No privacy for confidential matters

3) Impersonal atmosphere.

4) The spread of infections is easier

The private office layout

The private office layout refers to cellular styles where the interior walls stretch
from floor to the ceiling. The space is normally occupied by one person, but depending on
the company’s budget, two or three are accommodated. But mostly it is preferred seating
for senior management to give privacy.

Though it is considered as a privilege and prestigious to occupy, these types of
offices are indeed a valuable place as it indicates a high level of confidence in the work of
the occupants. The private offices are often given where privacy and confidentiality is
required. Besides, these offices are secured well through proper locking systems. These
types of offices are lined along passages or sometimes ad hoc according to space.

The combination office

It is a combination of open and cellular types where the individual and
multicellular types co-exist. The offices surround the common spaces instead of being
connected through hallways. This helps for individuals to concentrate or focus on work
and also allow communication within the team, denoting the person(s) has to perform
solo and group activity.

Co-working office:

With laptops replacing personal computers, employees are increasingly
becoming mobile with their work. The arrangement where the office is considered as a
common sharing place where employees come and go. The worker is exposed to an open
office style with no specific allocation of desks. It’s suitable for self-employed where the
individuals can pay a small fee. This helps them to interact with customers and also enjoy
networking.
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The narrative office:

As story narrates about the character in depth, so does this style of layout that
describes the ‘brand’ of the company. This approach is to make the office itself get
involved in the marketing of its brand wherein all the staff are considered as brand
managers or frontline staff.

The nodal office

The office is designed such a way that it is considered as a hub or node for
knowledge where all other offices are connected.

The neighbourly office

Here the office is designed to give a look like a familiar neighbour with a landscape
with it. It gives a feeling of being social.

The nomadic office

As the name itself suggests, the office design principles are typical of nomad style
wherein the workspace is distributed within.

Below is an academic-style explanation of office re-layout, suitable for coursework,
research papers, or professional reports.

Office Re-Layout:

Office re-layout refers to the systematic reorganization of the physical workspace
to improve organizational performance, employee well-being, and spatial efficiency. It is
a subfield of workplace design and facilities management that integrates principles from
architecture, ergonomics, environmental psychology, and organizational behaviour.

1. Concept and Purpose: The primary objective of an office re-layout is to align the
physical environment with organizational goals and work processes. As organizations
evolve due to technological change, workforce growth, or shifts toward hybrid work
models, existing layouts may become inefficient or obstructive. Re-layout addresses these
challenges by optimizing spatial configuration without necessarily expanding the
physical footprint.

2. Theoretical Foundations: Office re-layout is informed by several academic theories:

o Activity-Based Working (ABW): Suggests that different tasks require different
spatial settings, such as focus zones, collaboration areas, and informal spaces.

e Sociotechnical Systems Theory: Emphasizes the interaction between people,
technology, and physical space.
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Environmental Psychology: Examines how spatial factors (lighting, density,
noise) influence behavior, satisfaction, and productivity.

Ergonomics: Ensures that furniture and spatial dimensions reduce physical strain
and support health.

Design Considerations

Effective office re-layout requires attention to:

Spatial efficiency: Optimizing desk density while maintaining comfort and safety.

Circulation and adjacency: Ensuring logical movement paths and proximity of
related teams.

Acoustic and visual privacy: Mitigating distractions through zoning and
materials.

Natural light and ventilation: Supporting employee well-being and
sustainability.

Flexibility and scalability: Allowing future reconfiguration with minimal
disruption.

New Trends in Office Layouts

Modern office layouts have evolved significantly due to changes in work culture,

technological advancement, and increased focus on employee well-being. The
following trends are widely adopted in contemporary office design:

1.

2.

Flexible and Adaptive Layouts: Offices are designed with modular furniture and
movable partitions to allow easy reconfiguration. This flexibility supports
changing team sizes and hybrid work patterns.

Activity-Based Working (ABW): Layouts are organized according to different
work activities such as focused work, collaboration, meetings, and informal
interaction, rather than fixed seating.

Hybrid Work-Oriented Design: With the rise of hybrid work, offices prioritize
shared spaces, desk sharing, and collaboration zones over permanent individual
workstations.

Biophilic and Wellness-Focused Design: Natural light, indoor plants,
ventilation, and ergonomic furniture are incorporated to improve employee
health, comfort, and productivity.
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5. Smart and Technology-Integrated Layouts: Modern offices use smart systems
for lighting, climate control, desk booking, and hybrid meetings, making
workplaces more efficient and connected.

6. Sustainable Office Layouts: Environmentally responsible designs focus on
energy efficiency, sustainable materials, and space optimization to reduce
environmental impact.

7. Neighbourhood-Based Planning: Teams are grouped into neighbourhoods with
shared resources, improving communication, workflow efficiency, and team
identity.

8. Micro-Spaces and Privacy Solutions: Small enclosed spaces such as phone

booths and focus pods are introduced to provide privacy and reduce noise in open
offices.

Office Environment

“No body works; workers are induced to work by creating certain physical
conditions and emotional environments”

Office environment has an important bearing on the efficiency of employees. Ann
office may be properly laid out and the best type furniture and equipment may be
installed in it; but its efficiency may be very low if the physical working conditions are
not good. Since office work is mainly mental work which is more fatiguing than physical
work, adverse physical conditions increase the mental strain on the staff. The emotional
responses of workers are better if the environment is good.

Office environment comprises of following.
(i) Office lighting.
(ii) Ventilation and temperature control.
(iii) Interior decoration and furnishing.
(iv) Office furniture.
(v) Freedom from noise and dust.
(vi) Safety.
(vii) Sanitary arrangement.
(viii) Security
(ix) Secrecy.
Office Lighting

Lighting is perhaps the most important of office physical conditions. Probably the
best way to grasp the importance of lighting to office management is to realize that
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virtually every office task is a seeking task. Since office work is mostly paper adequate
lighting should be provided in any modern office.

Office lighting possible for the worker to see what he is doing clearly, quickly and
accurately “less than adequate lighting results in delays, and mistakes delays because it
takes longer to read in poor light; mistakes because the visual image is indistinct instead
of sharp and clear. Moreover, it causes over-strain, fatigue and headache to workers.

Currently used offices for LED lighting products are known for performance,
energy efficiency, and long-term savings. The benefits of LED lighting in offices or
workplaces however are not limited to that. It has been proven that installing high quality
LED lights create healthy work environment and increases employee productivity.

Characteristics of good lighting system

Adequate or good lighting system must possess certain well-defined
characteristics which are discussed below.

1. Sufficient quantity: Sufficient quantity of light should be provided. The foot
candle is the unit measure of light and represents the amount of direct light obtained from
a distance of one foot form the standard candle.

2.Sufficient Quality: Foot candle is the unit measurement of light. Generally,
between 50 to 60-foot candles light is recommended for office work.

3. Intensity: The light should provide the right degree of intensity and brightness.
The light should be well diffused over the work place and should not cast any shadows. It
should also be spread uniformly over all parts of the working surface.

4. No Glare: An efficient lighting system should not cause any surface glare. Direct
glare which results from sunlight or ceiling light can be prevented by the use of shadows
or light fixtures.

5.No contrasts: Abrupt contrast in lighting of work surface and remainder area
should be avoided.

6. Right Diffusion: Lighting should be well diffused over the work place. Proper
attention is to be devoted for avoiding casting any shadows. Use of proper fixtures and
multiple sources helps in proper diffusion of light.

Types of lighting system

e Direct: In this type of lighting, approximately 90-100 percent of the light is
directed downward to the working surface. This system makes use of some shade
on, or reflector for the source of light. It provides good intensity of light.
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= Semi-direct: In this system, a transparent or translucent shade is used which is
directed 60-80 percent of the light downward; the remaining light is directed
upwards and is reflected from the ceiling.

= Indirect: In this system, 90-100 percent of the light is directed towards the ceiling
or walls and is then diffused and reflected downwards on the work surface. This
system provides light which is soft, avoids shadows and glare and does not cause
eyestrain.

*= Semi-Indirect Lighting: A transparent or translucent shade, bowl, cover or
reflector is placed under the lamp in this lighting system. In this way, 20% to 40%
of the light may be directly diffused downward on the working surface. The
remaining 60% to 80% of the light may be directly towards the ceiling and walls.
Such directed lighting is reflected downward to the working surface. This form of
lighting is intermediate between direct lighting and indirect lighting.

= General Diffuse Lighting: An equal amount of light is diffused directly and
indirectly by its reflection from ceiling and walls in this type of lighting system.
This system gives more light with the same wattage than the semi-indirect lighting
system does.

Kinds of lighting

There are two sources of light, namely, the sun and the electricity. Natural light is
derived from the sun. The artificial light is derived from the electricity. Therefore, there
are two types of lighting i,e. natural lighting and artificial lighting.

Natural: Natural light or daylight is the best form of lighting. The maximum use
should be made of natural lighting from whatever source available. Windows should be
large and high up; but provision should be made to prevent direct sunlight falling upon
the surface.

Artificial: Artificial lighting may be used to supplement natural light. Since it is
generally not possible to provide natural over the whole working surface, artificial
lighting has to be provided so that the working surface may be properly and evenly
illuminated.

Artificial lighting is of two types.

Fluorescent: The illumination produced by the fluorescent lighting closely
resembles that of natural lighting. Although such lighting is very expensive to install, it is
advantageous in the sense that it provides less heat and less glare, last longer than
filament bulbs and consumes less electricity;

Incandescent: This type of lighting system involves the use of filament bulbs. The
installation of incandescent lighting is much less expensive than fluorescent lighting.
Generally, incandescent lighting is not preferable by anybody. The reason is that
incandescent lighting has many inconveniences. They are less natural colours, less life
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bulbs, consumes more electricity, more glare and shadows. Therefore, incandescent
lighting is used in residential houses and small offices at the maximum.

Designing a Lighting System

Designing a lighting system refers to the planned process of selecting, arranging,
and controlling lighting sources within a space to achieve functional, visual, aesthetic, and
energy-efficiency goals. It involves integrating technical, architectural, and human factors
to ensure that light supports the intended activities of the space while maintaining
comfort and safety.

Lighting system design is an interdisciplinary process that combines lighting
engineering, architecture, ergonomics, and environmental psychology. The goal is
to provide the right quantity and quality of light at the right location and time.

Objectives of Lighting System Design

1. Visual Comfort: To provide adequate illumination without glare, excessive
brightness, or eye strain.

2. Functional Performance: To support specific tasks such as reading, computer
work, manufacturing, or circulation.

3. Aesthetic Enhancement: To enhance architectural features, materials, and
spatial perception.

4. Energy Efficiency: To minimize energy consumption through efficient light
sources and controls.

5. Safety and Compliance: To meet lighting standards and codes for visibility and
emergency conditions.

Components of a Lighting System

1. Light Sources: Examples include LEDs, fluorescent lamps, and daylight.

2. Luminaires (Fixtures): Devices that distribute, filter, or transform light.

3. Lighting Layout: Arrangement and spacing of light fixtures within the space.

4. Control Systems: Switches, dimmers, sensors, and automated controls.

5. Daylighting Integration: Use of natural light alongside artificial lighting.
Types of Lighting Considered in Design

e Ambient lighting: General illumination of a space

o Tasklighting: Focused light for specific activities
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e Accent lighting: Highlighting architectural or decorative elements

Designing a lighting system is the systematic planning of illumination to ensure
visual comfort, functional efficiency, aesthetic quality, and energy conservation within a
built environment.

Benefits of Good Lighting in an Office

Good lighting in an office environment plays a vital role in enhancing employee
performance, comfort, and overall workplace efficiency. Properly designed lighting
systems contribute not only to visual clarity but also to physical and psychological well-
being.

1. Improves Employee Productivity: Adequate and well-distributed lighting reduces
eye strain and fatigue, allowing employees to work efficiently for longer periods. Proper
illumination supports accuracy and concentration in office tasks.

2. Enhances Visual Comfort: Good lighting minimizes glare, shadows, and excessive
contrast, creating a comfortable visual environment that reduces headaches and eye
discomfort.

3. Supports Health and Well-Being: Exposure to appropriate lighting, especially natural
daylight, helps regulate circadian rhythms, improving mood, alertness, and overall
mental health.

4.Reduces Errors and Accidents: Proper illumination improves visibility, which lowers
the risk of mistakes and accidents, particularly in areas such as stairways, corridors, and
workstations.

5. Increases Energy Efficiency: Well-designed lighting systems use energy-efficient
fixtures and controls, reducing electricity consumption and operational costs.

6. Enhances Aesthetic Quality: Lighting highlights interior design elements, improves
spatial perception, and creates a pleasant and professional work environment.

7. Supports Different Work Activities: Task-specific lighting allows employees to
adjust illumination based on their needs, increasing comfort and work effectiveness.

8. Improves Employee Satisfaction and Retention: A well-lit office environment
contributes to higher job satisfaction, reduced stress, and improved morale, which can
positively impact employee retention.

Ventilation

Ventilation moves outdoor air into a building or a room, and distributes the air
within the building or room. The general purpose of ventilation in buildings is to provide
healthy air for breathing by both diluting the pollutants originating in the building and
removing the pollutants from it.
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The following methods are generally used to maintain proper ventilation

Natural ventilation: Natural ventilation may be obtained by providing enough doors,
windows and ventilators of the right type at the right places. They would ensure a regular
flow of fresh air from the outside and of stale air from the inside. Natural ventilation can
be increased by providing roof ventilators and internal tube ventilators.

Artificial ventilators: Artificial ventilators may be achieved by use of electric fans,
exhaust fans, air-coolers, air filters etc.

Air-conditioning: Air-conditioning is usually the most suitable form of ventilation. It
contributes to mental activity and boosts the efficiency of employees. It is a costly system,
but it eliminates the problem of cleanliness, heat and ventilation.

C. L. Littlefield “Higher productivity, better quality of work, improved employee
comfort and health, higher morale and a more favourable impression on visitors all can
be realized through the use of air conditioning.”

1. Circulation- movement and changing of air for-freshness
2. Purity- filtering out objectionable particles such as dust, smoke, fumes etc.,

3. Humidity -Maintaining proper relationship between moisture, content of the
air and the temperature

4, Temperature-Maintaining comfortable heat levels

Complete air conditioning will control all the four factors. Air conditioning
systems are two general types namely, central and package. Central system serves the
entire building. Package system serves only small rooms.

Ventilation and Temperature Control Concepts with comparison of devices

Aspect / Device Electric Fan Exhaust Fan Air Cooler Air Filter / Air Conditioner
Purifier

Ventilation / Circulates air Removes Lowers air Cleans air Controls temperature,

Temp Control (Ventilation) stale/polluted air | temperature (Ventilation / humidity, and air

(Ventilation) (Temperature Health) quality (Temperature
Control) Control)

Primary Circulates air Removes Lowers air Cleans air by Controls temperature,

Function stale/polluted air temperature removing humidity, air quality
pollutants

Main Purpose Human comfort | Ventilation Cooling Health and Complete climate
hygiene control

Cooling Effect No actual No cooling Yes (moderate No cooling Yes (strong cooling)

cooling cooling)

Working Forced Pressure Evaporative Filtration and Refrigeration cycle

Principle convection difference cooling adsorption

Use of Water No No Yes No No

Effect on Air No Improves by Slight Major Moderate

Quality improvement removing bad air improvement improvement improvement

Humidity No control Reduces moisture | Increases humidity | No control Reduces humidity

Control indirectly
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Energy Very low Low Low to moderate Low to High
Consumption moderate
Environmental Eco-friendly Eco-friendly Eco-friendly Eco-friendly May harm
Impact environment

(refrigerants)
Effectiveness in Limited Effective Poor performance Effective Very effective
Humid Areas comfort
Installation Very simple Simple Simple Very simple Complex
Complexity
Maintenance Minimal Minimal Regular cleaning Filter High maintenance

needed replacement
required

Common Homes, Kitchens, Homes, shops Homes, Homes, offices, malls
Applications classrooms bathrooms hospitals
Cost Low Low Moderate Moderate High

Interior Decoration

Interior decoration is a specialized field concerned with the enhancement of
interior spaces to create environments that are functional, aesthetically pleasing, and
psychologically comfortable. It involves the thoughtful selection, coordination, and
arrangement of decorative elements such as colour, furniture, lighting, textiles, and
accessories within an existing architectural structure. A well-decorated interior supports
comfort, productivity, emotional well-being, and efficient use of space.

Interior decoration has evolved alongside human civilization. In ancient times,
interior spaces were decorated according to cultural beliefs, social status, and available
materials.

o Ancient Civilizations: Egyptians used murals, carvings, and textiles to decorate
interiors. Romans introduced mosaics, columns, and luxurious furnishings.

e Medieval Period: Interiors were functional, with limited decoration, often
reflecting religious influence.

e Renaissance and Baroque Periods: Rich ornamentation, symmetry, and
elaborate furnishings became prominent.

e Modern Era: Focus shifted toward simplicity, functionality, and minimalism,
influenced by industrialization and modern lifestyles.

This historical evolution highlights how interior decoration reflects social, economic,
and cultural changes.

Definition

“Interior decoration is the process of planning and beautifying interior spaces by
applying design principles to improve visual appeal and user comfort, without altering
the structural elements of a building.” - Harris D
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“Interior decoration is concerned with the beautification of interior spaces
without altering the structure, by applying principles of color, texture, light, and
furnishings.”- Miller ]

Objectives of Interior Decoration
The primary objectives of interior decoration include:

1. Aesthetic Enhancement: Creating visually appealing spaces through harmony of
design elements.

2. Functional Efficiency: Ensuring that interiors support the activities performed
within them.

3. Psychological Comfort: Influencing mood, behaviour, and emotional well-being
through colour, lighting, and spatial arrangement.

4. Cultural Expression: Reflecting traditions, values, and identity in interior spaces.

5. Space Optimization: Making effective use of available space without structural
changes.

Elements of Interior Decoration
The elements are the basic components used to create interior compositions.

1. Space: Space refers to the physical area within an interior. Effective space planning
ensures smooth movement, comfort, and usability.

2. Colour: Colour has a strong psychological impact. Warm colors create energy and
intimacy, while cool colours promote calmness and relaxation.

3. Light: Lighting enhances visibility and mood. It includes:
o Natural lighting
o Artificial lighting (ambient, task, and accent lighting)

4. Texture: Texture adds depth and interest to interiors through materials such as
wood, fabric, glass, and metal.

5. Pattern: Patterns add visual variety and rhythm when used carefully in wallpapers,
fabrics, and flooring.

6. Form: Form refers to the shape of furniture and decorative objects, influencing the
overall visual balance.
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Principles of Interior Decoration
Principles guide the effective arrangement of elements.

1. Balance: Achieving visual stability through symmetrical, asymmetrical, or radial
arrangements.

2. Harmony and Unity: Ensuring all elements work together cohesively.

3. Proportion and Scale: Maintaining appropriate size relationships between
objects and spaces.

4. Rhythm: Creating movement through repetition and variation.

5. Emphasis: Establishing focal points such as feature walls or statement furniture.
Interior Decoration Process

The decoration process follows systematic steps:

1. Client Needs Assessment: Understanding purpose, preferences, and budget.

2. Concept Development: Creating a design theme or style.

3. Material Selection: Choosing colors, furniture, lighting, and finishes.

4. Arrangement and Styling: Organizing elements for functionality and aesthetics.

5. Evaluation: Ensuring the space meets design objectives.

Interior Decoration vs. Interior Design

Interior Decoration Interior Design
Focuses on aesthetics Includes structural planning
No alteration of structure May modify layouts
Deals with furnishings and finishes | Includes technical and safety aspects

Role of Sustainability in Interior Decoration
Modern interior decoration emphasizes sustainable practices, such as:
e Use of eco-friendly materials
o Energy-efficient lighting
e Recycled and locally sourced furnishings
o Designs that promote long-term usability

This approach supports environmental responsibility and human health.
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Importance of Interior Decoration
e Enhances comfort and well-being
e Improves productivity and concentration
e Adds cultural and economic value
e Creates supportive learning and working environments
o Influences behaviour and emotional responses
Office Furniture

Office furniture is the basic facility with which the employee identifies himself. It
is the duty of the office manager, therefore, to provide the right type of furniture in the
office. The usual furniture found in any modern office include desks, chairs and tables,
racks, cabinets, cupboards, lockers, safes, trays, almirahs etc. the number of pieces and
the kind of furniture to be purchased for any office depends on various factors:

(i) The number of departments and employees

(ii) The nature and volume of work to be performed and

(iii) The office space available for their suitable accommodation.
Modular or system furniture

Modular furniture is pre-made or readymade furniture which can be used
according to the need and room spacing. As looking to the limitation of space in
apartment of flat, modular furniture is very helpful to save space. You can use them in
different ways. Modular furniture is less expensive in compare to its utility. Nobody likes
to work in a dull looking space. Placing the right furniture to your workspace not only
adds warmth, it also gives your office, the required peace to work with.

Easily adjustable: Modular office furniture can be easily switched to
accommodate the latest furniture designs you plan to purchase. It helps enhance the
aesthetics of the interior office space. These flexible systems also enable offices to meet
the changing dynamics of the work environment.

Wide range of choices available: Modular furniture is available in a wide range
of selections like the Ergonomic office chairs, the lounge chairs and the centre tables with
various colours and design options for you to choose from. They can be placed anywhere
and everywhere to create a multi-purpose work environment.

A world of new spaces: Modular furniture has the ability to maximize your work
area. While mobilizing the products in a way to maximize space, modular pieces also have
the ability to nest them along the walls when not in use.
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Makes the workplace pleasing and attractive: Fine pieces of modular furniture
like the leather sofa with the latest furniture design have the ability to lend a superior
look to any space. It can easily make a dull space look lively with its sharp and clean look.

Sustainably convenient: Apart from the wall of plants to improve the employees

work environment, the positive energy to work efficiently is also required. Modular
designs offer sustainability and environmental benefits as the material used to make
them are reusable and it is dust-free to install.

Purpose of Furniture

Kind of Office
Furniture

Examples

Purpose / Use

Seating Furniture

Task chairs, Executive chairs,
Visitor chairs, Conference chairs

Provides comfort, supports
posture, reduces fatigue, and allows
long-duration work or meetings

Desks &
Workstations

Office desks, Executive desks,
Modular workstations, Standing
desks

Provides work surfaces for writing,
computing, and office tasks;
supports organization and
workflow

Storage Furniture

Filing cabinets, Shelves,
Bookcases, Pedestals, Cupboards
/ Lockers

Organizes documents, office
supplies, and equipment; ensures
easy access and clutter-free
environment

Meeting & Conference tables, Meeting Facilitates discussions, meetings,
Conference chairs, Presentation stands / presentations, and collaborative
Furniture boards work

Reception / Reception desks, Sofas, Chairs, Creates a professional and

Waiting Area Side tables, Magazine racks welcoming environment for visitors
Furniture and clients

Special Purpose

Computer tables, Printer stands

Supports specialized office tasks;

Furniture / trolleys, Ergonomic enhances efficiency and comfort for
accessories (monitor stands, specific activities
footrests)
NOISE

Noise may be defined as an unwanted sound inside or outside an office. The effects
of noise on employee's performance include difficulty of concentration (hence, reduced
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output), high error rates, increased fatigue and low morale. Even frictions among
employees may be traced to mental irritation caused by noise. The office manager trying
to provide a good work environment must, therefore, pay attention to the causes
producing noise, internal as well as external, and try to control the same through some
positive steps.

Internal Noise

The sources of internal noise are: conversation, rustling of paper, scrapping of
chairs against the floor, clicking of typewriter keys and use of other noise making
equipments, the ringing of the telephone, door movements, noisy fans, call bells, toilet
operation, and movement of employees and visitors through corridors and gangways.
The problems of internal noise are within the control of the office manager. It is possible
to reduce or eliminate internal noise if the following steps are taken:

i)Noisy machines and equipment may be kept away from the office and located in
separate rooms.

ii)Walls, ceilings and floors can be covered with sound-absorbing materials (rugs,
carpets, drapes, etc.).

iii) Floors of rooms, gangways and corridors may be covered with rubber, coir or
plastic mats to reduce the sound of footsteps.

iv) Telephone bells may be replaced by buzzers or light indicators.

v) Automatic door-springs or rubber pads may be used to lessen the sound of
slamming doors.

vi) Office staff may be instructed not to talk in loud and noisy tones.

vii) Visitors should be received in only the visitor's room. Instructions may be
given to staff to avoid lengthy conversation with visitors.

viii) Above all, the office building should be so planned that the noisy departments
are located away from those demanding peace and quiet.

External Noise

The source of external noise is noise from moving vehicles, machinery, street
sounds etc. Much of it enters the office through open doors and windows. The best way
to avoid external noise is to locate the office in a quiet area. When this is not possible, the
following steps might help in minimising external noise:

i) Use of double doors; or automatic door closers.

ii) Use of sound-proof materials for walls and ceilings.



Office Management and Secretarial Practice

iii) Shifting the office to upper floors and the' building to, the extent possible.
Cleanliness, Sanitation and Health

Insanitary conditions may affect the health of employees adversely and they may
find it difficult to discharge their duties properly. It is, therefore, necessary that office
rooms are kept neat and clean, free from bad odour and infection. To this end,
disinfectants should be used. Walls, partitions, ceilings, doors and windows should be
whitewashed, painted or varnished at least once in two years. Waste papers and waste
materials should be collected and disposed of at regular intervals. A sufficient number of
spittoons should be placed wherever needed. Finally. adequate cloak rooms, latrines, and
urinals should be provided at different convenient places. For regular cleaning, the
cleaners employed should be provided with appropriate equipments and materials.

Safety

Besides providing congenial working conditions in the office, the office manager
should also adopt suitable measures to ensure the safety of all employees working in the.
office. This is because accidents can occur even in offices on account of various reasons
like:

i) Floors are highly polished and slippery.

ii) Floors and staircases sometimes remain wet with water, soap or oily
substances;

iii) Floors are covered with torn or loose carpets;

iv) Trailing of telephone wires on the floor;

v) Leakage of electricity;

vi) Poor lighting and ventilation; and

vii) Sharp edges of wooden and metal equipments which are not covered.
The office manager can avoid these physical hazards by taking the following steps:

1) First aid: In every office, at least one first aid box should be kept ready for the benefit
of employees. At least two or three members of the staff should be trained to give first aid
as and when needed.

2) Fire precautions: Office papers, furniture and other equipments can catch fire easily
with severity. To prevent fire accidents, certain positive steps must be taken by the office
manager. Smoking should be discouraged especially in the rooms where inflammable
materials are kept. Sufficient number of ash trays must be provided to employees.
Electrical switches should be put off during non-working hours. It is also necessary to
install fire extinguishing equipments at convenient places and train employees in their



Office Management and Secretarial Practice

uses. Fire exits and escape routes should be clearly marked. Fire alarm should be fixed
and tested from time to time. The employees should be made familiar with these
psecautions from time to time.

3) Prevention of accidents: To prevent accidents, there should be a regular inspection
of machines, equipments, electrical connections, lighting arrangements, etc. Carpets and
durris, if tom or frayed, should be mended immediately so that people walking in a hurry
may not trip over. Stairs must have proper railings. Telephone cords and wires
connecting heaters or fans should not trail in the floor. Polished floors should be
discouraged in general offices and other areas visited by many persons.

Security

One of the key functions of an office is to safeguard and preserve documents for
future reference. To ensure this, all records must be kept under proper security, and no
document should be removed from office premises without permission. Poor security can
lead to theft, unauthorized removal, or destruction of important records. Critical
documents such as deposit receipts, title deeds, bills of exchange, cheque books, and
registration papers should be stored in office safes or bank lockers.

Employees are responsible for the records under their charge and must take
proper care of them. Modern offices employ night guards for added security. Large
organizations often use fidelity guarantee insurance to protect against employee fraud,
embezzlement, or defalcation. Other measures include reference checks for new
employees, demanding cash security from employees handling money, and issuing
identity cards to prevent unauthorized entry. These steps together ensure the safety
and integrity of office records and assets.

Security Equipments

1. Surveillance & Monitoring

Equipment Purpose / Function
CCTV Cameras Monitor entrances, corridors,
parking, and sensitive areas
Dome Cameras Indoor surveillance with discreet
coverage
PTZ Cameras Pan, tilt, zoom for large areas

Digital Video Recorders (DVR) / | Store and manage video footage
Network Video Recorders (NVR)
Motion Sensors Detect movement in restricted
areas




2. Access Control
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Equipment

Purpose / Function

Biometric Systems

Fingerprint, facial, or iris recognition
for secure access

RFID / Smart Card Readers

Employee ID card-based entry

Turnstiles / Security Gates

Controlled entry at main entrances

Electronic Locks / Smart
Locks

Keyless entry for rooms or cabinets

3. Alarm & Alert Systems

Equipment

Purpose / Function

Fire Alarms / Smoke Detectors

Early warning for fire emergencies

Burglar / Intrusion Alarms

Alerts for unauthorized access or
break-ins

Emergency Sirens

Alert staff during emergencies

Panic Buttons

Quick alert to security or authorities in
danger situations

4. Cybersecurity Devices

Equipment

Purpose / Function

Firewalls

Protect office network from
unauthorized access

Antivirus / Anti-malware
Systems

Protect computers from
malware and viruses

Network Monitoring Tools

Detect unusual activity or
breaches

Encrypted Storage Devices

Protect sensitive data
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5. Safety & Emergency Equipment

Equipment Purpose / Function
Emergency Exit Signs Direct people safely during
evacuation
Sprinklers / Fire Extinguishers Fire suppression
First Aid Kits / AED Immediate medical assistance
Backup Power Supplies / UPS Maintain security systems during
power failures

Secrecy

Office secrecy refers to the protection of confidential and sensitive

information in an organization. It ensures that internal documents, business strategies,
employee records, financial data, and other critical information are kept secure and
accessible only to authorized personnel. Maintaining secrecy is crucial to protect the
organization’s interests, maintain trust, and comply with legal obligations.

Importance of Office Secrecy

1.

Protection of Sensitive Information: Prevents leakage of trade secrets, financial
data, or strategic plans to competitors.

Maintains Employee Privacy: Safeguards personal information such as salary,
health records, and personal details.

Ensures Legal Compliance: Helps organizations comply with privacy laws and
regulations.

Prevents Misuse of Information: Reduces the risk of fraud, manipulation, or
unauthorized decisions.

Maintains Organizational Reputation: Protecting confidential information
builds trust with clients, employees, and stakeholders.

Methods to Maintain Office Secrecy

1.

Restricted Access: Only authorized personnel should have access to sensitive
files, documents, or databases.

Password Protection: Use passwords and access controls for digital records and
emails.
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3. Confidential Filing Systems: Use lockable cabinets and separate storage for
confidential documents.

4. Clear Desk Policy: Employees should not leave sensitive documents unattended.

5. Non-Disclosure Agreements (NDAs): Employees, contractors, and partners may
be required to sign NDAs.

6. Secure Communication: Use encrypted emails, secure messaging systems, or
internal portals for confidential communication.

7. Training and Awareness: Educate employees about the importance of
confidentiality and procedures to follow.

Office secrecy is a key aspect of organizational management. By implementing
access control, secure storage, digital security, and employee awareness programs,
organizations can protect sensitive information, maintain privacy, and safeguard
their reputation.
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Summary

Location of Office: Selecting the right location is crucial for accessibility, convenience,
cost, and proximity to clients, suppliers, and employees.

Office Building: An office building should be well-constructed, safe, and adequate to
accommodate staff, equipment, and future expansion.

Office Layout

Definition: Arrangement of furniture, equipment, and workspaces for efficiency.

Preparing the Layout: Analyze work flow, space requirements, and employee
needs.

Re-layout: Periodic redesign to improve productivity or accommodate changes.

Open and Private Offices: Open offices encourage communication; private
offices ensure confidentiality.

New Trends: Flexible spaces, modular furniture, co-working, and activity-based
layouts.

Office Lighting
o Types: Natural light, artificial light (fluorescent, LED, incandescent).

o Designing a Lighting System: Ensure adequate brightness, avoid glare, and save
energy.
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o Benefits: Reduces eye strain, increases productivity, and creates a pleasant
environment.

Ventilation: Proper airflow and fresh air circulation prevent fatigue, improve comfort,
and maintain a healthy workspace.

Interior Decoration and Furniture
e Well-decorated offices boost morale.
e Furniture should be ergonomic, functional, and comfortable.
Freedom from Noise and Dust
e Noise reduction through partitions, soft furnishings, and acoustic panels.
e Dust control through cleaning, air filters, and proper maintenance.
Safety from Physical Hazards
e Preventslips, falls, electrical accidents, and furniture-related injuries.
e Ensure ergonomic workstations and proper emergency procedures.
Sanitary Requirements and Cleanliness
e Maintain hygienic toilets, drinking water, workspaces, and proper waste disposal.
e Pest control and personal hygiene awareness are essential.
Security
e Protect office assets, documents, and staff.
o Implement access control, surveillance, and fire safety measures.
Secrecy

e Protect sensitive information with restricted access, NDAs, secure
communication, and digital security.
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Choose the correct one:

1. Office layout refers to:
a) Arrangement of machines
c) Physical arrangement of office

2. A good office location should be:
a) Isolated
c) Dirty

3. Open office means:
a) Single large hall
c) Only cabins

4. Private office provides:
a) Privacy
c) Disturbance

5. Re-layout is needed when:
a) Office expands
c) Workflow changes

6. Lighting in office improves:
a) Errors
c) Fatigue

7. Direct lighting means:
a) Light on ceiling only
c) Light reflected

8. Ventilation is important for:
a) Fresh air
c) Comfort

9. Office furniture must be:
a) Heavy
c) Ergonomic

10. Noise can be controlled using:
a) Curtains
c) Soundproof walls

11. Dust-free environment improves:

a) lllness
c) Dirt
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b) Arrangement of workers
d) Only seating arrangement

b) Accessible
d) Noisy

b) Many small rooms
d) No employees

b) Noise
d) Less security

b) Machinery changes
d) All the above

b) Productivity
d) Strain

b) Light falls directly on work
d) No light

b) Employee health
d) All

b) Poor quality
d) Expensive

b) Carpets
d) All

b) Cleanliness
d) Insects



12. Safety from hazards includes:
a) Fire safety
c) First aid

13. Modern office layout includes:
a) Modular furniture
c) Ergonomic design

14. Sanitary requirements include:
a) Toilets
c) Washing area

15. Security ensures:
a) Protection of property
c) Protection of documents

16. Good interior decoration:
a) Improves morale
c) Increases stress

17. Office environment includes:
a) Lighting
c) Noise

18. New trend in office layout:
a) Crowded space
c) Overstaffing

19. The best shape for office layout:

a) Irregular
c) Circular

20. Good lighting reduces:
a) Eye strain
c) Fatigue

Short Questions
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b) Emergency exits
d) All

b) Co-working space
d) All

b) Clean water
d) All

b) Protection of employees
d) All

b) Decreases efficiency
d) Wastes money

b) Ventilation
d) All

b) Virtual offices
d) Manual systems

b) Square
d) Based on purpose

b) Errors
d) All

1. What is office layout? State its objectives.

2. Distinguish between open office and private office.

3. State the principles of office location.

4. What are the advantages of good lighting in the office?
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5. Explain factors to be considered in selecting office furniture.

6. Write short notes on:
(a) Ventilation (b) Noise control

7. What is re-layout? When is it required?

8. What are the sanitary requirements of an office?

9. Explain office safety and hazard prevention.

10. What is interior decoration? Explain its importance.

Long Questions

1. Explain in detail the steps in designing an office layout.

2. Discuss the advantages and disadvantages of open and private offices.

3. Describe the environmental factors that affect office efficiency.

S

. Explain lighting types, lighting design and benefits of proper lighting.

5. Discuss ventilation, noise control, cleanliness, and security in offices.

o

. Explain the principles of office accommodation, location, and building.

7. Write in detail about modern trends in office layout.

o]

. Describe the safety and sanitary measures required in an office.

O

. Explain the importance of office environment and physical conditions.

10. Write in detail about office furniture, selection, and modern trends.

Sk sk ok ok ok ok sk ok ok sk sk ok ok sk
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UNIT III
OFFICE SYSTEMS AND PROCEDURES

The Systems Concept —Definitions—Systems Analysis —Flow of
Work— Analysis of Flow of Work — Role of Office Manager in Systems
and Procedures — Systems Illustrated - Office Machines and
Equipments. Office forms - Design, Management and Control

OFFICE SYSTEMS

“The Systems approach is simply a way of thinking about total systems and their
components”. - West Churchman

The term office system has different meanings to different people. In general, it
refers to the various components and elements of an office, from computers and work
equipment to its physical layout and ambiance. It also covers the way employees interact
and the overall office culture. An office has its own system to do office work. The reason
is that volume of work of an office differ from another. System means a preplanned
approach to do the day -to- day work to achieve the desired objectives of an organization.

Some of the major office systems and procedures applicable to every office are
enumerated below:

i. Dictation and transcription

ii. Filling

iii. Inter-office communication

iv. Duplicating and reproductive services
v. Mailing-incoming and outgoing

vi. Telephone and telegraph services

Office system means planning of an office work systematically to achieve the main and
subsidiary objectives of an organization within minimum efforts and costs.

An office system can be defined as an orderly arrangement of whole activities of
an office and framing of procedures to be followed for the effective and economic
performance of work.
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Characteristics of office system
These are the following characteristic of a good office system:

1. Office systems are inter-related parts operating in a sequence and they are not
isolated actions.

2. Office systems are concerned with the method of work in the office.
3. They aim at achieving the goal of an enterprise.

4. They are concerned with the place and the time of performance of work in the
office or any part of the enterprise.

Importance of office system

1. If the office staff has to be trimmed adequately, then it is imperative to have a
good office system.

2. The common error caused by an employee can be reduced to a large extent if
the system is proper, and established in the office.

3. Frustration, delays and blockage of the office work is reduced if there is a good
office system.

4. To ensure that there is proper coordination, control and supervision in an
office, it is necessary to have a very good office system.

5. Since there is a method involved in the system, it helps a job to move faster as
the personnel in the office know and follow the system.

A saving in labour and overhead is brought about if a proper system is established.
Objectives of an Office Systems

An office system is based on the nature of work performed and the extent of inter-
linking among them. So, office system is required to achieve the following objectives.

Improve Operating Efficiency: Office system helps to avoid unnecessary
motions there by improve the efficiency in the performance of work.

Maintain Uniform Procedure: Uniformity is maintained in the collection of dues
from the debtors. Whenever, a default is made by the debtor, the same practice is followed
while collecting the amount from them.

Optimum Utilization of Resources: The available resources of an office are
equipment, (like computer type writer etc.) personnel, space, furniture and the like.
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These resources are properly utilized for performing office work in a planned and
systematic manner.

Reduce office Expenses: Unnecessary motions are eliminated and standard
automatic equipment and machines are also installed in an office. In this way, the office
expense is reduced to some extent.

Minimize the Operating Expenses: Standard or maximum limit i» fixed for each
and every type of expenses. The actual expenses can be measured and compared with
standard». Necessary steps can be taken to minimize the operating expenses, if needed.

Fixation of Responsibility: Works are assigned to the office personnel
specifically. In this way, the responsibility is fixed for satisfactory performance.

Facilitating the introduction of new checks: Sometimes, duty lists can he
prepared for office personnel separately and also included in the office manual. This
process facilitates the introduction of new check system.

Achieving Organization Goals: The performance of any work leads to
achievement of organization goals. Here, well designed office system helps to achieve
organization goals in a better way.

Simplify the training: Office system clearly indicates degree of skill required to
do a job. The result is selecting the best training requirements of office personnel. Errors
Reduced A good office system can reduce the chances of errors and improve the overall
efficiency of an organization.

Smooth Running of an Office: Delays and bottlenecks in the performance of work
are reduced with the help of good office systems.

Prevention of Fraud: Office system includes internal verification or internal
checking. Internal checking assists to prevent the frauds and exercise better control over
work.

Better Coordination: Coordination is necessary among various sections or
departments. The required coordination can be arrived by having good office system.

Principles of office system
General principles of office system are listed below.
1. To avoid any interruption in the smooth running of office work.
2. To avoid duplication of work and records.
3. To avoid unnecessary movement of persons.

4. To avoid unnecessary writing.
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5. To avoid using unnecessary forms.

6. To prepare the best use of specialization.

7. To adopt labour-saving machines.

8. To minimize the writing work of the staff.

9. To apply the principle of management by exception

10. To have simple, economic, efficient and practicable system and procedure.
11. To avoid unnecessary checking or verification.

12. To use simple forms to be filled in.

13. To avoid use of machines for personal gains.

14. To increase the efficiency of the office work.

15. To achieve goals at the minimum cost

Advantages

The basic purpose of having an integrated pattern of office systems, procedures
and methods is to ensure economic and efficient performance of office work. Office work
is carried out by employing three inter-related factors viz. personnel, forms and
equipment. Unless these three factors are coordinated and used in a planned manner, it
is not possible to achieve maximum efficiency in office work. It is, therefore, necessary to
devise appropriate office systems and procedures for each phase of office work. This
helps management in a number of ways. These are:

1) Smooth flow of work: The existence of systems and procedures in an office
helps an employee to know what work is to be done how and when. He/she follows a
definite method that helps in avoiding wasteful motions, delays and errors while carrying
out instructions. As a result, office work is processed in an orderly manner without any
interruption.

2) Uniformity of action: Systems also help employees to follow identical
procedures for similar work. This brings about uniformity of action in office routines.
Employees need not search for original solutions to solve repetitive problems. A standard
procedure can be readily put to use saving both time and energy.

3) Economy in Operations: Systems and routines ensure economy in office
operations by eliminating (i) wasteful motions, (ii) duplication of effort, and (iii) delays
and errors. The focus is always on end-results. All these, help in performing office
operations economically.
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4) Fixation of responsibility: With standard systems and procedures, office
work is divided and distributed in a systematic way. Employees are asked to handle
definite work assignments and show results. There is no guessing as to who is answerable
for a particular piece of work. In short, it is easy to fix responsibility for the work done by
employees.

5) Training of staff: Systems and procedures enable employees to learn the
intricacies of their jobs quickly. They indicate the steps to be followed as well as the
required time and order of performance. Members need not seek, instructions every now
and then.

They can simply follow the procedure and switch over from one operation to the
next quickly. The personnel are, thus, given a simple but effective training for performing
various office activities.

6) Coordination of activities: Systems and procedures help employees to
visualising the inter-related nature of different activities. They begin to appreciate the
importance of working in step with other departments and sections which lead to
coordinated efforts followed carefully without upsetting the progress of work. in other
departments.

7) Management by exceptions: Systems and procedures permit management to
concentrate on exceptional matters rather than wrestle with routine affairs. They need
not supervise all the work closely. Procedures help in ensuring consistent action for
routine work.

Limitations

Along with various advantages, systems have some limitations also. A system is no
better than the planning that goes into it. Weakness in the system is often compounded
by repeated usage. Therefore, to be effective, a system must be always kept up-to-date.
When conditions undergo a change, the need for changing systems and procedures must
be recognised. However, this is easier said than done. In reality, procedures once
established, by and large, acquire a sort of permanency. They are rigorously followed
throughout the office in the name of uniformity of actions and hampering the
administrative process seriously. Employees begin to feel the choking effect of
overelaborate systems and procedures. Standard forms and rulings acquire a status that
few dare challenge. Therefore, no system should be so rigid as to preclude flexibility or
be so detailed as to destroy initiative.

Good systems do not just happen. They are the product of careful planning by
management. While designing systems and procedures, management must specify the
relationships between various departments and divisions, providing a basis for’
integration later on.
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Flow of Work

A smooth and continuous flow of work is necessary to improve the effectiveness
of systems and procedures.

Flow of work refers to the way in which work moves from one operation to
another. [t takes into account the quantity or volumes of work, the rate at which it. moves
along, and smoothness of its passage. The flow of work should be steady, constant and
uninterrupted, and always in a forward motion. As far as possible, the 'straight-line-flow'
of work involving few backward movements entail loss of time and, hence, should be
avoided through careful planning. 'It is worth remembering that most office operations
are repetitive in nature. As a result, a slight waste of motion and time in operation at any
stage brings in considerable wastage.

Flow of work is an important dimension of office operations as it helps
organisation at performance in the following ways:

1) Work passes from one clerk to another quickly.

2) Files are handled systematically and, hence, there are less chances of their being
mislaid or lost.

3) When work flows in a straight line, the need for messenger services is lessened.
4) It keeps 'executives and clerks at their desks.
Problems in the Flow of Work

It is not easy to achieve a smooth flow of work in actual practice' for several
reasons. [t may be obstructed or interrupted by any of the following factors:

1) Unequal flow of work: Flow of unequal volumes of work on different days or
seasons may come in the way of smooth flow of work. For example, there may be greater
incoming mail in the mornings and on Mondays. Similarly, work in financial institutions
and government organisations is heavier towards the end of the accounting year.

2) Interruptions to work: Interruptions to work occur in offices on account of
internal as well as external factors. Internal interruptions may be caused by (i) lack of
material/equipment with which to work, (ii) lack of required information, (iii) changes
in methods of work because of a change in plans, (iv) frequent calls from superiors, (v)
idle talks between employees, and (vi) carelessness of employees. External interruptions
may be caused by (i) visitors, (ii) telephone calls, (iii) external noise, and (iv)
absenteeism.

3) Unequal time requirements: Quite often, different operations require
different times for their completion and this difference, for example, may be from 2
minutes to 5 minutes. If the clerk in charge of the first operation "takes five minutes to
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complete it and the second one takes just one minute, the clerk.in charge of the latter will
have to sit idle for four minutes. It is necessary, therefore, to study the job operations
systematically and allocate the same to employees so that idle time may be kept under
control.

4) Improper work standards: If the amount of work to be done by different
employees of the same rank is unequal, the person who is burdened with a greater load
of work will apply brakes to the flow of work. It is, therefore, necessary to standardise
workload for all employees in the office.

5) Unsystematic planning and scheduling: In the absence of systematic
planning and scheduling, less important work may be taken up ahead of more important
work. This may ultimately affect the smooth flow of work.

6) Poor layout: Improper allocation of space to various departments also affects
the flow of work adversely. If the layout is faulty, i.e., where work has to pass through
wrong or unnecessary points, it would be difficult to achieve a smooth flow of work.
Operations in such a case will move through a circuitous route, causing delays and
interruptions.

Analysis of Flow of Work

Itis practically impossible to arrange an office in such a way that all the work flows
forward in absolutely straight-lines, never reversing itself or crossing its own path; and
this is so because in very few offices is the work so simple that it can be completed in a
few routines. In almost every office, there are many routines, some of which are large and
consist of many steps and a large number of details; there are others which involve only
a small amount of work and a few steps. It is, therefore, necessary to analyse the flow of
work because such analysis would help us to correct the courses of the flow of work. By
analysing the flow of work, the efficiency of the flow can be measured, and wastages can
be eliminated by making suggestions and recommendations on the basis of the analysis.
Flow charts may be prepared for this purpose to know whether the flow of work is ideal
or whether there is scope for improvement. There are three types of flow charts for such
an analysis, which are discussed below:

1. Office Layout Chart

This chart analyses the flow of each part of office activity throughout the office. In
every such chart, lines are drawn to indicate the movement of office forms and documents
from point-to-point or operation-to-operation. Separate layout chart for each system or
procedure is prepared and are compared to point out waste motion and backtracking.
Office layout charts should be prepared for those operations which occur frequently.
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OFFICE LAYOUT CHART

Messenger
and Post

Letters from C

all Deptt. etc
o
B

A

Fig. 3.1. Outgoing Mail Section in a Large Office

A. Correspondence Section, B. Typing Pool, C. Registering Section, D. Despatch Section,
E. Filing Section.

2. Flow Process Chart

A process chart is also known as a work simplification chart. It helps one to
analyse, graphically office systems and procedures. By making use of certain
standardised symbols, the chart seeks to depict the flow of work under a specific system
or procedure to make its presentation and reading easier and more effective. Where any
office system or procedure is found to impede or delay the flow of work, it is suitably
changed or improved. The ultimate aim of this chart is to simplify work. The chart makes
use of the following standardised symbols:

These standard symbols have been developed by the American Society of
Mechanical Engineers, New York, and published in the Operation and Process Flow
Charts (ASME Standard, 1947). It has been commented that “the important point to keep
in mind at all times is that the really productive symbols are those of operation”. They are
the ones that get things done. The other symbols are non-productive, even when
necessary. No work is done on a file or an order while it is travelling from one place to
another, while it is being held awaiting further information or for any other reason, or
while it is being inspected for errors. Therefore, under the best conditions, the frequency
of transportation, storage, and inspection should be kept at the minimum.

1.0peration O Actually doing the work (typing, filing, posting entry, etc.).
2.Transportation |:> Passing the work along, or sending it to some other place.
3.Inspection [ 1 Checking, comparing or reviewing the work.

4.Delay :> Delay due to interruptions, bottlenecks, changeover, etc.
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5.Storage v Holding the work for any reason (papers lying in the desk

awaiting action, or for instructions or filing, etc.)
Fig. 3.2. Flow Process Chart Symbols
3. Management Type Flow Chart

This kind of chart is a fully illustrated chart, depicting a horizontal
departmentalised flow of work. In this chart, each operation or step involved in a
procedure is described in a short and descriptive sentence, which is written horizontally
from left to right. The chart is read from left to right, and may be used by the management
for reference purposes.

Advantages of Flow Charts:
The following advantages may accrue by the use and analysis of flow charts:

(a) They provide logical and systematic information about the various processes.
They also enable the management to make improvements in them.

(b) Faults in systems and procedures become obvious. Often, things can be viewed
better on a chart than on the office floor.

(c) Charts do not require preparation of reports, etc., they can be easily and quickly
made out.

(d) Charts provide a visual picture of office systems and procedures, which can be
easily learned and grasped.

But charts by themselves are useless, they are used as an aid to improvements. When
chats not put to any use, the money and effort spent on their preparation become a waste.

Role of Office Manager in Systems and Procedures

The office manager plays a central role in office systems and procedures by
making sure daily operations run smoothly, efficiently, and consistently. The office
manager ensures that office systems and procedures are well-designed, consistently
applied, and continuously improved, enabling the office to operate efficiently and
support management and organizational objectives. Here are the key roles explained
clearly:

1. Developing Office Systems

e Designs and organizes systems for filing, record keeping, communication, and
workflow

e Chooses appropriate tools (manual or digital) to store and retrieve information
easily

o Ensures systems support the organization’s goals
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2. Establishing Office Procedures

e C(Creates standard operating procedures (SOPs) for routine tasks such as
correspondence, document handling, scheduling, and reporting

e Sets clear guidelines so tasks are done uniformly and correctly
e Updates procedures when technology or organizational needs change
3. Supervising Office Operations
e Oversees clerical and administrative staff
e Assigns duties and monitors performance to ensure procedures are followed
e Provides guidance and support to staff
4. Improving Efficiency and Productivity
o Reviews existing systems to identify delays, duplication, or waste
e Recommends improvements such as automation or better workflow design
o Ensures time, money, and resources are used effectively
5. Ensuring Compliance and Control

e Makes sure office procedures comply with company policies, legal
requirements, and ethical standards

e Maintains confidentiality and security of records

o Implements controls to prevent errors and misuse of information
6. Coordinating Communication

o Establishes clear communication channels within the office

e Ensures information flows smoothly between departments, management, and
staff

e Manages correspondence and document circulation systems
7. Training Staff
o Trains employees on office systems, equipment, and procedures
o Ensures staff understand and correctly apply established procedures

e Introduces new systems or technologies effectively
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8. Evaluating and Updating Systems

e Regularly assesses office systems and procedures

e Collects feedback from staff to improve operations

o Adapts systems to organizational growth or technological changes
System Illustrated

A system in an enterprise refers to a structured set of procedures and processes
designed to achieve specific objectives efficiently. Every organization operates through a
network of interrelated systems that coordinate activities, manage resources, and ensure
smooth operations. These systems include the filing system, communication system,
purchasing system, storage system, cash and credit control system, sales system, and
accounting and invoicing system, among others. Illustrating these systems helps in
understanding how each part functions, how they are connected, and how they
contribute to the overall success of the enterprise.

1. Filing System

The filing system is an essential office system concerned with the systematic
storage and retrieval of documents and records. It ensures that information is properly
organized for easy access and future reference.

A good filing system involves classification, indexing, and arrangement of
documents such as letters, reports, contracts, and forms. Files may be arranged
alphabetically, numerically, or by subject, depending on the nature of the organization.
Proper filing reduces duplication of work and prevents loss or misplacement of important
records. It also ensures confidentiality and security of sensitive information.

In addition, an effective filing system supports continuity in office operations,
especially when staff changes occur. It enables management to obtain accurate
information quickly for decision-making and planning.

o Deals with the storage, classification, and retrieval of documents.
The filing system ensures that all documents, whether physical or digital, are
stored in an organized manner. Classification can be done alphabetically,
numerically, or by subject, depending on the office needs. This allows employees
to locate files quickly without wasting time searching. Proper storage also helps in
maintaining records for legal and business purposes.

o Ensures important records are easily accessible when needed.
When documents are arranged systematically, employees and management can
retrieve information whenever required. Quick access to records supports faster
decision-making and problem-solving. It also ensures that deadlines are met
because information is available without delay.
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e Prevents loss or misplacement of documents.
A well-organized filing system minimizes the risk of documents being lost or
misplaced. Important records such as contracts, invoices, and correspondence are
kept safe. This reduces errors, prevents duplication, and ensures continuity in
office operations.

e Supports continuity and reference for future decisions.
Historical records stored in a filing system can be referenced for planning, audits,
or resolving disputes. It helps management make informed decisions based on
past information. This continuity is critical, especially when staff turnover occurs.

The filing system saves time, improves efficiency, and ensures proper record
management, making it a vital part of office administration.

2. Communication System

The communication system refers to the means through which information is
transmitted within and outside an enterprise. It plays a crucial role in coordinating
activities and ensuring mutual understanding.

This system includes written communication such as letters, memos, reports, and
emails, as well as oral communication through telephone calls, meetings, and discussions.
Effective communication ensures that policies, instructions, and feedback are clearly
conveyed to employees and external stakeholders. It also promotes teamwork and
minimizes misunderstandings.

A well-organized communication system supports smooth workflow and quick
decision-making. It also helps in maintaining good relationships with customers,
suppliers, and other organizations.

o Facilitates the flow of information within and outside the organization.
Communication systems ensure that messages are transmitted efficiently
between employees, departments, and external parties. This may include memaos,
emails, phone calls, or face-to-face meetings. Effective communication reduces
misunderstandings and keeps everyone informed about organizational activities.

e Includes letters, emails, memos, telephone calls, and meetings.
Different channels are used depending on the urgency, formality, and nature of
information. Emails and memos provide written records, while meetings and calls
allow immediate feedback. Using multiple channels ensures that information
reaches the right people in the right way.

o Ensures instructions, policies, and feedback are clearly transmitted.
Clear communication helps employees understand what is expected of them.
Policies and instructions are delivered without ambiguity, reducing mistakes.
Feedback mechanisms also allow management to monitor progress and improve
operations.
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e Promotes coordination and teamwork among departments.
A strong communication system connects all parts of the organization.
Departments can collaborate effectively, share resources, and avoid duplication of
work. This contributes to overall productivity and efficiency.

The communication system is vital for coordination, efficiency, and successful
achievement of organizational objectives.

3. Purchasing System

The purchasing system is concerned with the acquisition of goods and services
required for the smooth running of an enterprise. It ensures that materials are obtained
at the right time, in the right quantity, and at the right price.

The system involves requisitioning, supplier selection, placing orders, receiving
goods, and approving payments. A proper purchasing system helps prevent shortages,
over-stocking, and unnecessary expenses. It also ensures quality control by selecting
reliable suppliers.

Through effective purchasing procedures, management can control costs and
maintain continuity in operations. Proper documentation within the system also
promotes accountability and transparency.

e Manages the procurement of goods and services required by the enterprise.
The purchasing system ensures the organization acquires the necessary materials
for operations. It defines how goods and services are requested, ordered, and
received. Proper management ensures the organization always has the resources
it needs.

e Involves requisitioning, ordering, receiving, and approving payments.
This process provides control over what is purchased and from whom. Each stage,
from requesting items to making payment, ensures accountability and prevents
misuse. It also helps track suppliers and monitor quality.

o Helps control costs and ensure quality supplies.

By selecting reliable suppliers and negotiating prices, the purchasing system
reduces expenses. It also ensures that goods meet quality standards, which is
essential for production or service delivery.

o Ensures materials are available when needed.

Timely procurement prevents shortages that could disrupt operations. Proper
scheduling and planning ensure continuous workflow and avoid delays in
production or service.

The purchasing system supports efficiency, cost control, and uninterrupted business
activities.
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4. Storage System

The storage system deals with the safe keeping and control of materials, supplies,
and finished goods within an enterprise. It ensures that items are stored properly and
issued when required.

This system involves stock classification, proper arrangement of goods, inventory
control, and protection against damage, theft, or deterioration. An efficient storage
system ensures optimal use of space and easy identification of items. It also helps in
maintaining accurate stock records. Proper storage supports production and sales
activities by ensuring that materials are readily available when needed.

e Concerned with the safe keeping of materials and supplies.
The storage system ensures that goods and supplies are stored securely to prevent
damage or loss. This includes both raw materials for production and finished
goods ready for sale. Proper storage safeguards the investment in these materials.

o Controls stock levels to avoid shortages or over-stocking.
Inventory management tracks the quantity of items available and ensures optimal
stock levels. This prevents delays caused by shortages and avoids unnecessary
costs from excess stock.

o Prevents theft, damage, and wastage.
Security measures, proper handling, and organized storage reduce the risk of loss.
This also extends the lifespan of materials and reduces operational costs.

e Supports smooth production and sales operations.
By maintaining sufficient stock, the storage system ensures that production
schedules and sales orders are fulfilled without interruption. This contributes to
customer satisfaction and operational efficiency.

The storage system reduces wastage, prevents losses, and contributes to smooth
business operations.

5. Cash and Credit Control System

The cash and credit control system manages the inflow and outflow of money in
an enterprise. It ensures proper handling of cash transactions and effective control of
credit sales.

This system includes procedures for receiving payments, making disbursements,
granting credit, and collecting debts. It helps prevent fraud, misuse of funds, and bad
debts. Effective cash control ensures that the enterprise maintains sufficient liquidity to
meet its obligations.

Accurate records and regular monitoring are essential components of this system to
ensure financial stability.
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Manages cash receipts and payments.

This system monitors all incoming and outgoing money to ensure proper
accounting. Accurate recording prevents errors and supports financial planning.
It also ensures that the organization has enough cash to meet daily needs.
Controls credit sales and monitors debtors.

Credit control ensures that money owed by customers is collected on time.
Monitoring debtors reduces the risk of bad debts and improves cash flow.
Ensures timely collection of outstanding debts.

By tracking overdue payments, the organization can take necessary action to
recover funds. This prevents financial strain and ensures liquidity.

Helps maintain liquidity and financial stability.

Effective cash and credit control ensures that the enterprise has sufficient funds
for operations and investments. It also helps avoid financial crises and supports
long-term sustainability.

The cash and credit control system safeguards financial resources and ensures sound
financial management.

6. Sales System

The sales system is responsible for the process of selling goods or services to

customers. It plays a major role in generating revenue for the enterprise.

The system involves receiving customer orders, processing sales, delivering

goods, issuing receipts, and providing after-sales service. An efficient sales system
ensures customer satisfaction by timely delivery and proper handling of complaints. It
also helps management track sales performance and market trends.

Proper documentation within the sales system supports accountability and

coordination with other departments such as accounts and storage.

Handles the process of selling goods or services.

The sales system manages how products or services reach customers. It ensures
orders are processed accurately and delivered on time. This system is essential for
revenue generation.

Includes receiving orders, processing sales, and delivery.

Each stage ensures that customer needs are met efficiently. Proper documentation
and tracking prevent errors and delays.

Ensures customer needs are met efficiently.

An effective sales system focuses on customer satisfaction by providing timely and
accurate service. Happy customers often become repeat clients, boosting revenue.
Contributes directly to revenue generation.

Sales are the main source of income for most enterprises. Efficient management of
sales processes ensures steady cash flow and profitability.

The sales system promotes revenue growth and strengthens customer relationships.
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7. Accounting and Invoicing System

The accounting and invoicing system records, processes, and summarizes all
financial transactions of the enterprise. It provides accurate financial information for
management and statutory purposes.

This system includes preparing invoices, recording transactions, maintaining
accounts, and producing financial statements. It ensures proper monitoring of income
and expenditure and helps management evaluate business performance. Accurate
invoicing also ensures timely payment by customers.

The accounting system promotes transparency, accountability, and compliance with
legal and financial regulations.

e Records all financial transactions of the enterprise.
This system ensures that every money-related activity is documented, whether it
is income, expenditure, or investment. Accurate records are essential for financial
management.

e Prepares invoices, statements, and financial reports.
Invoices and statements communicate what customers owe or have paid, while
financial reports summarize the business’s financial status. This information is
critical for planning and evaluation.

e Provides information for management decision-making.
Financial data helps management assess performance, plan budgets, and make
strategic decisions. Accurate accounting ensures decisions are based on reliable
data.

o Ensures compliance with accounting and legal requirements.
Maintaining proper financial records ensures that the enterprise meets legal
obligations, avoids penalties, and upholds transparency and accountability.

The accounting and invoicing system is essential for financial control, decision-
making, and organizational accountability.

Office Machines and Equipment

Office machines and equipment are tools and devices used in offices to make work
easier, faster, and more accurate. They help employees perform routine tasks such as
typing, copying, printing, communication, and record-keeping efficiently. Modern offices
depend on these machines to improve productivity, reduce errors, and maintain
professionalism. Examples include computers, printers, photocopiers, scanners,
calculators, telephones, and shredders.

Objectives of Office Machines and Equipment

a) Increase Efficiency: The main objective is to make office work faster. Machines like
computers, printers, and photocopiers help complete large amounts of work in a short
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time. This allows employees to focus on more important tasks rather than spending hours
on routine work.

b) Reduce Manual Effort: Office machines reduce the need for manual labor. For
example, a photocopier can produce hundreds of copies in minutes, whereas doing it
manually would take hours. This helps reduce employee fatigue and workload.

c) Improve Accuracy: Machines minimize human errors. Calculators and computers, for
example, perform complex calculations quickly and accurately, preventing mistakes that
could cause financial or administrative problems.

d) Organize Work: Machines like computers and filing equipment help store and
organize documents systematically. This makes it easy to retrieve information when
needed and ensures proper record-keeping.

e) Ensure Proper Communication: Communication devices such as telephones, fax
machines, and computers help send and receive information quickly. Efficient
communication is vital for smooth office operations and decision-making.

Importance of Office Machines and Equipment

a) Boost Productivity: By performing tasks faster, office machines allow employees to
complete more work in less time. This is crucial in modern offices where deadlines are
strict.

b) Ensure Accuracy: Machines reduce errors in data entry, calculations, and document
preparation, which increases reliability in office work. Accurate work saves money, time,
and effort.

c) Support Modern Business Needs: Today, businesses depend on technology for
communication, data management, and document processing. Computers, printers, and
the internet are essential for these tasks.

d) Save Resources: Office machines help save resources such as paper, time, and
manpower. For example, digital records reduce the need for excessive physical storage.

e) Professional and Organized Work: Machines help produce neat, well-formatted, and
professional-looking documents. This enhances the overall image of the office or
organization.

Merits

a) Time-Saving: Machines perform repetitive tasks quickly, allowing employees to focus
on more critical work. For example, a photocopier can make dozens of copies in minutes.

b) Increased Accuracy: Tasks like calculations and data entry are more precise when
done using machines, reducing the risk of errors.
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c) Multitasking Capability: Modern machines, like multifunction printers, can print,
scan, copy, and fax at the same time, saving time and effort.

d) Professional Documents: Machines help produce well-organized, clean, and readable
documents, improving the professional image of the office.

e) Efficient Communication: Devices like telephones, email systems, and fax machines
make it easy to communicate quickly within the office and with clients or other
organizations.

Demerits

a) High Initial Cost: Purchasing machines like computers, photocopiers, and scanners
requires a significant investment. Small offices may find this expensive.

b) Maintenance Required: Machines need regular maintenance, servicing, and
sometimes software updates, which can be costly and time-consuming.

c) Need for Skilled Staff: Employees must know how to operate machines correctly.
Without proper training, the machines may not be used efficiently.

d) Dependency on Technology: Over-reliance on machines can be a problem if a
machine breaks down. Work may halt until repairs are made.

e) Obsolescence: Technology changes quickly, making machines outdated. Offices may
need frequent upgrades to stay efficient.

Factors to be considered for Selecting Equipment

When selecting equipment for any process, project, or operation, it’s important to
carefully consider multiple factors to ensure efficiency, safety, cost-effectiveness, and
suitability. Here’s a comprehensive breakdown:

1. Technical Factors: These relate to the performance and capability of the equipment.

o Capacity / Size: Must match the process requirements (e.g., production volume,
load capacity).

e Performance / Efficiency: Equipment should deliver the required output with
minimal energy or resource consumption.

o Reliability & Durability: Equipment should be robust and have a long
operational life.

o Compatibility: Must integrate with existing systems or processes.
o Flexibility: Ability to handle variations in input or adapt to future requirements.

e Accuracy / Precision: Important for processes requiring strict tolerances (e.g.,
machining, measurement).
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2. Economic Factors: These focus on the cost and financial feasibility.

Initial Cost / Capital Investment: Purchase price and installation costs.
Operating Costs: Energy consumption, labor, maintenance, consumables.
Maintenance & Repair Costs: Frequency and cost of upkeep.

Resale / Salvage Value: Potential value at the end of life.

Return on Investment (ROI): Overall cost-effectiveness.

3. Safety and Regulatory Factors: Ensuring safety for operators and compliance with
laws is critical.

Safety Features: Guards, emergency stops, alarms, ergonomics.

Regulatory Compliance: Adherence to local standards, environmental laws, and
industry regulations.

Environmental Impact: Emissions, waste generation, noise, and energy
efficiency.

4. Operational Factors: How the equipment will function in day-to-day operations.

Ease of Operation: User-friendly controls and training requirements.
Maintenance Requirements: Ease of servicing and availability of spare parts.
Downtime / Reliability: Likelihood of breakdowns and repair time.

Automation vs Manual Operation: Degree of human intervention required.

5. Availability and Supply Factors: Practical considerations related to procurement.

Lead Time: Time required to obtain and install the equipment.
Availability of Spare Parts: Critical for reducing downtime.

Supplier Support & Warranty: After-sales service, training, and technical
support.

6. Future Considerations: Thinking long-term can save costs and headaches.

Scalability: Can it meet future expansion needs?

Technological Obsolescence: Will it remain relevant with advancing
technology?

Adaptability: Can it handle process changes or product variations?

Types of Machines and Equipment

Modern offices rely on a combination of traditional and digital equipment to

manage documents, communication, data processing, and office operations. Office
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machines can be broadly categorized into communication equipment, data processing
and computing equipment, office automation equipment, filing and storage
equipment, reproduction and binding equipment, and miscellaneous office
equipment.

1. Communication Equipment

Telephone / Mobile Phones: These are used for voice communication within and
outside the office. They help employees coordinate tasks quickly and solve
problems in real-time. Mobile phones also provide access to emails, messages, and
business apps, making communication more flexible.

Fax Machines: Fax machines transmit documents over telephone lines. They
allow instant delivery of signed or official papers and are still used in some legal
and government offices.

Intercom Systems: Intercoms facilitate internal communication between
different departments or rooms. They are useful for announcements, urgent
messages, or quick coordination.

2. Data Processing and Computing Equipment

Computers / Laptops / Servers: Computers are essential for processing data,
creating documents, running software, and storing information. Servers manage
data for multiple users in a networked office, enabling centralized control. They
are indispensable in modern offices.

Printers / Photocopiers: Printers produce hard copies of digital documents,
while photocopiers duplicate paper documents. Multifunction devices often
combine printing, copying, scanning, and faxing, saving time and effort.

Scanners: Scanners convert physical documents into digital formats, which are
easier to store, share, and edit. They reduce paper storage needs and improve
record-keeping.

Projectors / Interactive Whiteboards: These are used for meetings,
presentations, and training sessions. Projectors display information on large
screens, and interactive whiteboards allow direct interaction with digital content.

3. Office Automation Equipment

Word Processors: Word processors help in typing, editing, and formatting
documents quickly. Modern software like Microsoft Word makes document
preparation efficient and professional.

Spreadsheet & Accounting Software: Tools like Excel or QuickBooks automate
calculations, budgeting, and record-keeping. They reduce human error and help
in data analysis and reporting.
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e Mail Sorters / Postage Machines: Mail sorters organize incoming and outgoing
mail, while postage machines print stamps automatically. This reduces manual
work and speeds up mailing tasks.

4. Filing and Storage Equipment

o Filing Cabinets / Racks: These are used for systematic storage of physical
documents, making retrieval easier and more organized.

o Shelves & Storage Units: They provide space for office supplies, reference books,
and files. Proper storage reduces clutter and improves efficiency.

e Document Trays / Organizers: Desk-level organizers help keep incoming,
outgoing, and pending documents separate. They improve daily workflow
management.

5. Office Reproduction and Binding Equipment

o Photocopiers / Duplicators: Used to create multiple copies of a document
quickly, saving time and effort. Modern machines often include scanning and
printing functions.

o Binding Machines: Binding machines bind documents using spiral, comb, or
thermal methods, giving reports and presentations a professional appearance.

o Laminating Machines: Laminators protect documents by covering them with a
plastic sheet, increasing durability and preventing damage.

6. Miscellaneous Office Equipment

e Calculators: Calculators help perform arithmetic and financial calculations
quickly and accurately.

o Shredders: Shredders destroy confidential or outdated documents to maintain
privacy and prevent misuse of information.

o Paper Punches / Staplers / Hole Punches: These tools help organize and
physically bind documents, making paperwork neat and manageable.

o Time Clocks / Attendance Systems: Track employee attendance and work hours
efficiently, often integrating with payroll software for better management.

Forms

“In many offices, if indeed not in most, practically no scientific analysis and study
has ever been made of the forms in use, and the result in an unnecessary waste of time,
paper, effort and money.” -Leffingwell and Robinson

A form is printed or cyclostyled piece of paper containing some information with
blanks spaces left for the entry of required information briefly by the persons using it.



Office Management and Secretarial Practice

Definition of office form

J. C. Denyer, “Printed piece of paper or card on which entries are usually made
against marked headings”. Office form may be defined as a vehicle by which the required
information is collected briefly for the effective and economical function of an office”.

George R. Terry, “An office form is a printed piece of paper which provides space
for entering records, information or instructions which are to be conveyed to other
individuals departments or enterprises”.

Purposes of office forms

An office can work very easily and economically with the help of receiving
information through form. Time required to perform a work is reduced and the energy of
the employee is saved. Therefore, the applications of printed forms have become an
essential part of the office procedure.

1. Only the required information is alone received and supplied. Thus, irrelevant
and unnecessary are eliminated.

2. No piece of information is held up and misrepresented.

3. More clerical work is saved.

4. More information is supplied quickly in a meaningful way.

5. The collection of information is very easily done.

6. There is a possibility of increasing clerical efficiency and output.
7. Quick and clear understanding of information is possible.

Advantages of office forms
The following are the advantages of office forms.

o Simplify the Office Procedure: A number or name may be provided to the office
forms. They not only reduce the volume of work to some extent but also help in
increasing the office work.

o Saves Time: In relevant and unnecessary information are not recorded. Only
relevant information is recorded briefly. This saves time.

o Reduce Chances of Mistakes: The persons in using the office forms are well
aware of the contents and requirements. Hence, the chances of mistakes and
errors occurring are considerably reduced.

o Preservation of Records: Uniform and systematic filing is possible with the help
of office forms. It leads to easy preservation of records.
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o Fixation of Responsibility: The forms contain the details of the name and
signature of the person who prepare the form. If there is any mistake or errors,
the concerned individual is responsible.

o Aid to planning: The proper preservation of forms helps the management for
better planning.

o Better Human Relations: Employees are assured of keeping a proper record of
their work, wages, bonus etc. It creates a confidence in the minds of every
employee about the protection of interests of employees by the management. This
may promote better human relations in an organization.

o Reduce Cost of Office Operation: The utilization of office forms reduces the
volume of work and increases the efficiency of employees and output of each
worker. Less energy is required to perform a job. Thus, the use of forms reduces
the cost of office operation.

o Systematic Recording of Information: All necessary and relevant information
are recorded in a specified form. At the same time, all the information is supplied
to a needy person.

o Better Customer Service: Quick reference of information is possible with the
help of forms. This enables the management to serve the customers better.

Disadvantages of office forms
1. The designing and printing of the office forms requires much time.

2. If the form was not correctly designed and printed, a lot of confusion may be raised and
results in wastage of time, labour and money.

3. It becomes monotony to fill the forms to the clerk.
Importance of Form Management

The efficient and economic operation of an office is based on the forms designing.
Likewise, the form should be in such a way that it can be easily filled up and processed.
For that the office forms should be designed properly. Hence, it is the duty and
responsibility of Forms Control Officer or Form Control Department to design the form
properly and spend much of his or their time in forms designing.

A form designing means deciding the contents and layout of forms for the purpose
of collecting and processing the required information economically and efficiently.

The importance of forms designing can be understood because of the following
points.

1. Forms are used to collect record and communicate the required information
according to the expectations of the needy persons. Therefore, forms are treated as tools
of office work. If the forms are badly designed, it reduces the speed of operation of office
work.
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2. The forms create psychological impact on the people who use it. The people may
be frustrated and get tired if the forms are not designed properly.

3. The badly designed forms results in a greater number of mistakes in clerical
work. Hence, there is a need of well-designed forms to avoid mistakes in clerical work.

4. Sometimes, the designed form may project a poor image in the minds of the
customers. This may adversely affect the good will of the company.

5. System is the basis for form design. Hence, forms are designed according to the
needs of the system. If forms are badly designed, they can ruin a whole system.

6. The well-designed forms contribute much to the efficiency of employees of an
organization and efficiency of the system.

7. The cost of forms is less than the cost of completing office forms, transporting
and filling of office forms. The ratio will be greater if the forms are badly designed.

Principles of Form Designing

Only a well-designed office forms serve the purpose of office. Therefore, some
principles have to be followed in designing office forms. A brief explanation of such
principles is given below.

e Principle of Use: A form may be designed based on need aroused. Need for a firm
is aroused due to some reasons. The reasons may be recording of data in a
systematic way and/or avoiding of recording of data repeatedly and/or fix the
responsibility for the work done.

e Principle of Standardization: A standard form is not only reducing cost but also
eliminates chances of confusion. A form may be standardized in respect of, Paper
Quality Number of prints Paper colour Method used to produce forms, etc.

¢ Principle of Centralized Control: The office manager should nominate a person
who is responsible for the designing of forms, use and replacement. If not so,
numbers of new forms are added with existing forms and old and/or outdated
forms are remaining in use resulting in confusion.

¢ Principle of Systems integration: The design of the forms are decided in such a
way that they are easily adjusted with systems design. If so, information are not
obtained or given in duplicate.

e Principle of Ease of Entry of Data: A form is to be designed in such away that
facilitate the entry of data without much difficulty. This depends largely on the
printing style, surface on which written, entry method, sequence of information
etc.

e Principle of Multiple Uses: A form can be designed for multipurpose. Such forms
help reduce space, which in turn facilitates better control on preparation of forms
and printing them.
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¢ Principle of Identification: Designs of forms should be in such a way that they
are easily identifiable without much difficulty. Different colors, papers and ink for
printing are used by the office manager in order to differentiate the purpose for
which the forms are used.

Forms Control in an Office

Forms facilitate the clerks in discharging their functions in a systematic way. The
right type of forms saves time and cost. Therefore, it is clearly understood that
uncontrolled designing and use of forms should not be allowed. If allowed, it leads to use
of more paper work and cause confusion among the employees. Hence, forms control is
necessary in every office.

Objectives of forms control

Forms control is an aspect of office management. It can be exercised over the use
and misuse of forms. The following are the objectives of forms control.

1. To retain and maintain office forms according to the office system. All other
remaining forms may be destroyed because of changed procedures, amended legislation
and the like.

2. To render the best possible service at a minimum of cost.
3. To produce the forms by the most appropriate and economical method.

4. To distribute office forms to various departments and individuals. No form will
be issued without indent.

5. To review existing forms periodically in order to find the relevance of forms
with office system.

6. To revise existing forms in the light of changes made in the functioning of an
office.

7. To introduce any new forms in an office after due scrutiny.

8. To evaluate forms design so that the benefit derived is more than the cost of
their production.

Advantages of forms control

The office can get many advantages by exercising forms control. Some of them are
presented as below.

1. Much time can be saved by avoiding unnecessary filling up, handling and filing
of forms.

2. There is no need of production of unnecessary forms.
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3. The office work can be simplified.

4. The office work can be executed without any error and mistake because of clear
understanding of instructions given on the forms.

5. The number of forms to be filled up by the clerk is reduced. It is very easy to
calculate the cost benefit analysis of the use of forms.

Types of Forms
Forms can be classified based on their utilization. They are

v' Purchase Forms

v Sales Forms

v Accounting Forms and
v Correspondence Forms.

Then, the forms can be classified based on the number of copies required. They are

= Single copy forms: Single copy form is used to save the only one purpose and kept
by the anyone of the office employee.

=  Multiple copy forms: Multiple copy forms are prepared in more than two copies
but according to the requirements. For example, if three copies are prepared;
three employees in various departments or in various sections keep them.

Again, office forms are classified based on place of utilization. They are

o Outside contact forms: Outside contact forms means forms used for collection of
information from the outside of office. They are purchase orders, sales invoices,
vouchers and the like.

o Internal office forms: Internal office forms mean forms used for collection of
information within the organization. They are requisitions, report forms,
accounting forms and the like.

Features of Well-Design Forms

The systems analyst should be capable of designing a complete and useful form.
Unnecessary forms that waste an organization’s resources should be eliminated. Forms
are important instruments for steering the course of work. They are preprinted papers
that require people to fill in responses in a standardized way. Forms elicit and capture
information required by organizational members that will often be input to the computer.
Through this process, forms often serve as source documents for users or for input to
ecommerce applications that humans must enter.

To design forms that people find useful, four guidelines for form design should be
observed:

1. Make forms easy to fill in.
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2. Ensure that forms meet the purpose for which they are designed.
3. Design forms to ensure accurate completion.
4. Keep forms attractive.
Each of the four guidelines is considered separately in the following sections.

Making Forms Easy to Fill: In To reduce error, speed completion, and facilitate
the entry of data, it is essential that forms be easy to fill in. The cost of the forms is minimal
compared with the cost of the time employees spend filling them in and then entering
data into the information system. It is often possible to eliminate the process of
transcribing data that are entered on a form into the system by using electronic
submission.

That method often features data keyed in by users themselves, who visit Web sites
set up for informational or ecommerce transactions.

Form Flow: Designing a form with proper flow can minimize the time and effort
expended by employees in form completion. Forms should flow from left to right and top
to bottom. Illogical flow takes extra time and is frustrating. A form that requires people
to go directly to the bottom of the form and then skip back up to the top for completion
exhibits poor flow. Seven sections of a form.

A second method that makes it easy for people to fill out forms correctly is logical
grouping of information. The seven main sections of a form are the following:

1. Heading. 5. Signature and verification.
2. Identification and access. 6. Totals.

3. Instructions. 7. Comments.

4. Body.

Bakerioo Brothers

Fig. 3.3. Form Flow
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Captioning: Clear captioning is another technique
»~ that can make easy work of filling out a form. Captions tell
the person completing the form what to put in a blank line,
space, or box. Several options for captioning are shown in
the figure below. Two types of line captions, two types of
= - checkoff captions, and examples of a boxed caption and
: table caption are shown.

\

Fig. 3.4. Captioning

Meeting the Intended Purpose: Forms are created to serve one or more purposes in the
recording, processing, storing, and retrieving of information for businesses. Sometimes it
is desirable to provide different information to different departments or users but still
share some basic information. This situation is where specialty forms are useful.

The term specialty form can also refer solely to the way forms are prepared by the
stationer. Examples of stationers’ specialty forms are multiple-part forms that are used
to create instant triplicates of data, continuous-feed forms that run through the printer
without intervention, and perforated forms that leave a stub behind as a record when
they are separated.

Ensuring Accurate Completion: Error rates typically associated with collecting data will
drop sharply when forms are designed to ensure accurate completion. Design is
important for ensuring that people do the right thing with the form whenever they use it.
When service employees such as meter readers or inventory takers use handheld devices
to scan or otherwise key in data at the appropriate site, the extra step of transcription
during data entry is avoided. Handheld devices use wireless transmission, or are plugged
back into larger computer systems so they can upload the data that the service worker
has stored. No further transcription of what has occurred in the field is necessary.

Keeping Forms Attractive: Although attractiveness of forms is dealt with last, its order
of appearance is not meant to diminish its importance. Rather, it is addressed last because
making forms appealing is accomplished by applying the techniques discussed in the
preceding sections. Aesthetic forms draw people into them and encourage completion.
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EMPLOYMENT APPLICATION

Fig. 3.5. Model of Attractive Design

Controlling Business Forms: Controlling business forms is an important task.
Businesses often have a forms specialist who controls forms, but sometimes this job falls
to the systems analyst, who sets up and implements forms control.
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Summary
The Systems Concept
Definition:

o Asystem is a set of interrelated and interdependent components working
together to achieve a common goal.

o In offices, a system involves people, procedures, forms, and equipment to
process information and perform tasks efficiently.

Key Points:

e Systems are designed to transform inputs (data, materials) into outputs
(decisions, reports, prodaucts).

o Every office function can be viewed as a system with sub-systems (e.g., payroll,
correspondence, filing).

e Objectives of office systems: efficiency, accuracy, control, and timely completion
of tasks.

Systems Analysis
Definition:

o Systems analysis is the process of examining an office system to understand its
components, workflow, and efficiency.
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Purpose:
o Identify problems, redundancies, or bottlenecks.
e Improve workflow, reduce delays, and ensure optimal use of resources.
Steps:
1. Identify system objectives.
2. Study existing procedures and forms.
3. Analyze workflows and information flow.
4. Recommend improvements.
Flow of Work
Definition:

e The flow of work refers to the movement of documents, information, and tasks
through different stages in an office.

Components:

e Origin: Where the task/document is created.

o Processing: Review, verification, or approval stages.

o Destination: Where the document/task is completed or filed.
Example: Leave application — Supervisor - HR — Approval - Filing.
Analysis of Flow of Work
Purpose:

o Identify inefficiencies, delays, duplication of effort, or unnecessary steps.
Techniques:

o Flowcharts: Visual representation of steps.

e Process Mapping: Detailed stepwise diagram.

o Time-motion studies: Measure time for each step.

Benefits:
e Reduces redundancy.

e Speeds up decision-making.
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e Improves employee productivity.
Role of Office Manager in Systems and Procedures
Responsibilities:

e Designing efficient office systems and procedures.

e Implementing and monitoring workflows.

e Coordinating between departments to ensure smooth operation.

o Supervising staff and providing training on systems.

o Ensuring proper use of office equipment and adherence to policies.
Skills Required:

e Analytical thinking, planning, decision-making, and knowledge of office
technology.

Systems Illustrated — Office Machines and Equipment

Office Machines and Equipment support office systems by reducing manual work and
improving efficiency.

Examples:

e Communication Equipment: Telephone, fax, intercom.

o Data Processing Equipment: Computers, printers, scanners, servers.

o Office Automation: Word processors, spreadsheet software, mail sorters.

o Filing & Storage: Cabinets, racks, organizers.

e Reproduction & Binding: Photocopiers, laminators, binding machines.

o Miscellaneous: Calculators, shredders, staplers, attendance systems.
Role in Systems:

e Speed up processing of information.

e Reduce errors and duplication.

o Ensure timely reporting and record maintenance.
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Office Forms - Design, Management, and Control
Definition:

o Office forms are standardized documents used to record, communicate, and
process information.

Design Principles:

e (Clarity: Easy to understand and complete.

e Simplicity: Avoid unnecessary fields.

o Consistency: Standard format across the organization.

e Relevance: Only include necessary information.
Management:

e Assign unique form numbers for tracking.

e Maintain registers for issued, received, and archived forms.

o Ensure proper distribution and timely completion.
Control:

e Monitor flow to prevent loss or duplication.

e Use approvals and verification stages.

e Regularly review forms for updates and improvements.
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CHOOSE THE CORRECT ONE

1. A system is a group of:

a) Isolated parts b) Interrelated procedures
c) Unrelated jobs d) Random events

2. Systems analysis means:
a) Studying a system b) Destroying a system
c) Avoiding system d) Disorganizing work

3. Flow of work refers to:

a) Disorganised movement b) Systematic movement of work
c) Delays d) Errors

4. Advantages of procedures include:

a) Standardization b) Confusion

c) Errors d) Delay

5. Office machines help in:

a) Speed b) Accuracy

c) Efficiency d) All

6. An office form is:

a) Written document b) Ready-made format
c) Random paper d) Unused sheet

7. Designing a form includes:

a) Simplicity b) Clarity

c) Purpose d) All

8. Role of office manager in systems:

a) Designing procedures b) Implementing systems
c) Monitoring workflow d) All

9. Work simplification leads to:

a) More cost b) More time

c) Higher efficiency d) Lower output

10. Main advantage of workflow analysis:
a) Finds delays b) Adds errors
c) Causes confusion d) Reduces planning

11. System improvement involves:
a) Excess paperwork b) Removing duplication
c) Increasing mistakes d) Decreasing speed
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12. Procedures help in:

a) Uniformity b) Variation

c) Confusion d) Delay

13. Office equipment reduces

a) Manual effort b) Time

c) Cost d) All

14. Work distribution chart shows:

a) Errors b) Duties and responsibilities
c) Furniture d) Ventilation

15. Flowchart is used for:
a) Representing workflow b) Decorating office
c) Lighting d) Security

Short Questions

1. Define system. What are its characteristics?

2. What is systems analysis? Why is it important?
3. Explain the concept of workflow.

4. State the advantages of using office machines.

5. Write short notes on:
(a) Office forms (b) Form design principles

6. What is office procedure? Why is it needed?

7. Explain the role of an office manager in systems development.

8. Write a note on “Forms Management”.

9. What is flow of work? Explain with an example.

10. Describe the need for standardization of procedures.

Long Questions

1. Explain the concept of systems analysis and steps involved.

2. Describe workflow analysis and its importance in office efficiency.

3. Explain in detail the role of an office manager in systems and procedures.
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4. Discuss office machines and equipment with examples.

5. Explain the design, management and control of office forms.

6. What are systems? Explain system components and types.

7. Describe the relationship between office procedures and efficiency.

8. Explain the application of automation in office systems.

9. Write in detail about the importance of procedures in office management.

10. Explain system improvement and work simplification techniques.
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UNIT IV
RECORDS MANAGEMENT

Records — Importance of Records — Records Management — Filing —
Essentials and Characteristics of a Good Filing System — Classification
and Arrangement of Files — Filing Equipment — Methods of Filing —

Modern Filing Devices — Centralised vs. Decentralised Filing —
Indexing — Types of Indexing—Selection of Suitable Indexing
System—The Filing Routine — The Filing Manual—Records

Retention—Evaluating the Records Management Programme—
Modern Tendencies in Records Making.

“During the past two decades, man has managed to create more paper documents
than he did during the 5000 years of recorded history preceding them.” -George Jamore
Moscowitz

The term record may be defined as “any written data that are made for possible
future use”. It refers to the vast bulk of correspondence and other documents which are
created, received and stored in any business office. The term “record” includes all forms
of information processing media used by a business, whether they are in the forms of
correspondence, vouchers, cards, registers, files, tapes or microforms of the records. A
typical business has dozens of kinds of records, which constitute the memory of the entire
organization.

Classifications of records
They may be classified into the following categories.

Correspondence records: These include letters, notices, circulars, memoranda
etc., received or sent by the organization

Accounting records: These include accounting and financial records, whether in
the form of account books, vouchers, invoices, orders, contracts or documents etc., which
are evidence of various accounting and financial transactions.

Personnel records: These include the records relating to the personnel of the
organization, eg., performance records, labour turn over records, personal histories of
employees, wages sheets or payrolls, etc

Legal records: These records are maintained under various statutes - The income
Tax Act, The Sales Tax Act, The Companies Act etc., They may include records which may
serve as evidence in legal proceedings.
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Other business records: These include purchase records stock records, sales
records, production and cost records and all the other records which are not covered by
the above categories.

Importance of records

A large variety of records are found in modern office-letters, reports, invoices,
contracts, vouchers, circulars, minutes, notices, tax records, statistical records, price lists,
catalogues etc. These records constitute written evidence of business activities and the
memory not recapitulate the numerous transactions taking place every day; records of
business transactions must be maintained.

Records Management

Record management is the management control of records. (Peterson) the term
records management has been defined to include “the activities of designed to control the
life cycle of a record, its creation to its ultimate disposition”. The life cycle of a record
refers to the stages through which it passes, including the following: creation, utilization,
storage, retrieval, and disposition.

According to Littlefield: “Records management, broadly defined, includes: forms,
reports, reproduction of written material, filling records, retention, microfilming and
related services”.

Objectives of Records Management
The records management has the following objectives. They are
1. To keep the accounts of progress in an order.
2. To facilitate the preparation of financial statements.
3. To know the true condition of the business organization.

4. To facilitate in business plans and decision making particularly in the context of
changing environment.

5. To facilitate comparisons between one period of time with another.
6. To facilitate comparisons between different product lines.

7. To facilitate comparisons between two similar business firms.

8. To detect errors, prevent frauds and avoid wastage.

9. To facilitate the performance of the business functions.

10. To keep the various records under various laws and fulfill the legal
requirements.
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11. To use the records as written proof of every business transaction.
12. To bring and keep the efficiency in office operations.
Principles of Records Management

Accountability: Assign a senior executive who will oversee and be accountable
for record keeping program (aka information governance program, or IGP) and delegate
program responsibility to appropriate individuals; adopt policies and procedures to
guide personnel, and ensure program auditability. Make all business managers
accountable for information governance and the records management principles,
policies, and costs.

Integrity: Construct an IGP so that records generated or managed by or for the
organization have a reasonable and suitable guarantee of authenticity and reliability.
Identify technologies and processes that can provide suitable and reasonable guarantees.
To do this of course requires an organization to first define and classify the difference
between official records and business information.

Protection: The IGP must ensure a reasonable level of protection to records and
information that are private, confidential, privileged, secret, or essential to business
continuity. These attributes are the core differentiators when comparing content
management to records management systems.

Availability: The IGP must maintain records in a manner that ensures timely,
efficient, and accurate retrieval of needed information, as more and more organizations
are turning to information governance and IGP to do more than meet compliance
regulations.

Retention: Maintain records and other information for an appropriate time (and
for no longer), taking into account business, legal, regulatory, fiscal, operational, and
historical requirements.

Disposition: An IGP provides for the deletion for records that have no incremental
business value or that create liability for the business.

Transparency: The IGP must be implemented in a defensible, understandable,
and efficient manner and be available and understood by internal and external business
stakeholders.

Process of Records Management

The process of records management refers to the series of steps followed to
manage records efficiently, from their creation to their final disposal.
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Steps in Process of Records Management

Creation of Records
l

Classification

\)

Registration / Recording

\)

Indexing

3

Filing / Storage
J,

Maintenance and Use

3

Monitoring and Tracking
l

Retention / Preservation

8

Disposal / Destruction

Fig. 4.1. Records Management Process

1. Creation of Records: Records are created whenever an office transaction,
communication, or activity occurs. This can include letters, memos, invoices, reports,
forms, or digital documents. The creation stage ensures that all essential information is
captured in a tangible form for future reference. Proper documentation at this stage is
critical to maintain accuracy and accountability.

2. Classification: Once created, records are grouped according to type, function,
subject, or department. Classification helps in organizing records systematically,
making retrieval easier. For example, financial records, personnel files, and
correspondence may be stored in separate categories. This step also ensures that records
are managed according to their importance and usage frequency.
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3. Registration / Recording: Every record is entered into a register or record-keeping
system with essential details such as date, reference number, sender, and subject.
Registration ensures that all records are accounted for and tracked within the office. This
step creates a formal record of the record, which improves accountability and prevents
loss.

4. Indexing: Records are assigned a unique index or reference number to facilitate
quick retrieval. Indexing allows staff to locate any document without searching manually
through all files. It is especially important in offices with large volumes of records, such
as hospitals, banks, or government offices. A well-structured indexing system saves time
and reduces errors.

5. Filing / Storage: Records are organized in cabinets, folders, or digital systems
according to the classification and index. Proper filing ensures that records are stored
safely, accessible, and protected from damage or loss. Storage can be physical
(cabinets, shelves) or digital (cloud storage, databases), depending on office resources.
This step forms the backbone of an efficient records management system.

6. Maintenance and Use: Stored records are maintained in good condition and made
accessible to authorized users. Maintenance includes protecting documents from
damage, theft, or deterioration and ensuring timely updates. The records are used as
needed for decision-making, reporting, or operational tasks. Efficient maintenance
improves productivity and accountability.

7. Monitoring and Tracking: Monitoring tracks who accesses the records, when, and
for what purpose. This ensures accountability and prevents misuse, loss, or
unauthorized access. Tracking is particularly important for confidential or sensitive
records, such as financial reports or personnel files. It also helps in auditing and
controlling the flow of information.

8. Retention / Preservation: Records are kept for a specific period based on
operational, legal, or historical requirements. Some records may be temporary, while
others need long-term preservation. Preservation can involve physical storage in
controlled environments or digital backups. Proper retention policies prevent
unnecessary accumulation of outdated records while ensuring compliance with
regulations.

9. Disposal / Destruction: Records that are no longer needed are safely disposed of or
destroyed to free up space and protect sensitive information. Methods include shredding
paper records or permanently deleting digital files. Proper disposal ensures
confidentiality and compliance with legal standards. It is the final step in the life cycle of
records management.
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Filing is a form of record-keeping. Documents are filed in order that they may be

available for use at some future data, which is the precise purpose of making records.

Filing providers a mean of preserving records of business transaction.

According to Leffing well, “Filing is the process of so arranging and sorting

original records, or copies of them, that they can be readily located when required”.

Purposes of filing in office and organization

The main purpose of filing is to preserve the important letters and documents

safely. Scientific and systematic methods are applied so that any documents can be found

out quickly for reference. Despite this main objective, there are some subsidiary

objectives which are as follows:
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Collection and classification of documents: This is the first objective of filing.
An office receives and sends a large number of documents from internal and
external sources every day. They can be reports. Vouchers, bills, contracts. So,
these documents should be classified into various categories on the basis of their
nature and importance.

Preservation of documents: After the collection of data another purpose of filing
is to preserve the documents for future reference. Filing provides protection to all
the important documents from rats, insects, dust, water and from dishonest staff
of the company as well.

Systematic arrangement of documents: The purpose of filing is to arrange all
the documents in scientific and systematic order in proper drawers, racks and
cabinet, so that when it is required it can be obtained without any difficulty and
delay.

Provide proof: Several transactions take place concerning different subjects’
matters in an organization. Filing serves to settle misunderstanding and disputes
between the business organizations and the different parties such as the
government, customers, other business organization etc. Then the preserved
documents can be presented as proof whenever required.

Rapidity in office work: The objectives of good filing system is to make rapidity
in official work. If the papers, documents, information and materials are properly
filed, they will be easily found whenever needed, which helps in quick
performance of an official work.

Provide information: Provide different dates and necessary information for
formulating plans, policies and taking quick and rational decision for the
organization.

Provide guidance to the staff: Filing provides proper guidance to the staff in
performing their duties which increase to develop working efficiency of the staff.
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Importance of filing in office and organization

Filing is an important activity in any office. It is important for every type of office
big, medium or small. It plays a very crucial role in smooth functioning of official work.
The importance of filing can be highlighted from the following points:

= Protection of records: Filing protects the records by keeping it in safe cabinets
and drawers so that important documents can be preserved from rats, insects,
water, sunlight, dust and sometime from the dishonest staff of the office as well.

= Helpful in setting disputes: Filing is important for setting disputes between the
contracting parties. A document related to the agreement will be required to show
the evidence. The records may be presented in a court of law in case of legislation.
Nobody can deny the facts and figures given in the documents.

= Ready reference: Previous records are generally needed for future reference. So,
filing makes the documents immediately available at required time. The records
will be made available only if they properly and systematically preserved.

= Helps in planning and decision making: Formulating effective plans and taking
quick, rational and correct decision in the function of management real and factual
data which is available from past records. So, filing is important.

= Better control: Filing system is helpful for contracting the business transactions.
Modern business transactions are carried on through various documents. Several
types of documents are received and sent daily. If those documents are maintained
under and scientific way naturally management will get great help in evaluating
performance and taking corrective action.

= Facilitates follow ups: Follow up action is necessary in case of securing orders,
collecting payments and compliance of rules, policies etc. Filing facilitates follow
up action by preserving the records.

Essentials of a Good Filing System
The following are the chief characteristics of a good filing system:

1. Simplicity: The system should be simple so that the employees concerned may
operate it without any difficulty.

2. Accessibility: The system should enable files to be easily located and papers to
be inserted in files without disturbing the arrangement.

3. Compactness: The filing section should occupy reasonable space in view of the
cost implication of large space.

4. Economy: The cost of installation and operation of the system should be
proportional to the benefits derived from it.

5. Flexibility: The system should be capable of expansion as the activities of the
organization expand.
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6. Safety: The records should be safe and available whenever they are needed.
There should not be any danger regarding insects, rain and mishandling.

7. Retention: There should be a well-defined policy of retaining or discarding the
papers and records. Material no long required must be discarded periodically.

8. Classification: Most suitable method of classification should be adopted. Too
many miscellaneous files and bulky files must be avoided.

Classification and Arrangement of Files

Classification and arrangement of files is a fundamental process in office
management that ensures records are organized systematically for easy storage,
retrieval, and reference. Classification involves grouping files based on factors such as
name, number, subject, date, or location, while arrangement is the systematic placement
of these classified files for quick access.

Methods of Classification
1. Alphabetical Classification

In alphabetical classification, files are arranged according to the first letter of the name,
title, or subject. This method is simple and widely used because it is easy to understand
and implement. It allows quick retrieval of documents based on names or titles. For
example, employee records or client files can be arranged alphabetically by surname. It
is best suited for offices with moderate volumes of files.

Advantages:

e Simple and easy to understand.

e Quickretrieval of files based on name or title.

e No special tools or coding system required.
Disadvantages:

o Difficult to add new files if the system is not flexible.

e Not suitable for very large volumes of files.

e Errors in spelling or naming can cause misplacement.

2. Numerical Classification: Numerical classification assigns a unique number to each
file and arranges files in ascending or descending order. This method is ideal for offices
with a large volume of files, as numbers are easy to track. It ensures systematic
organization and reduces the risk of misplacement. For example, invoices or purchase
orders can be numbered 001, 002, 003, and so on. It also allows easy addition of new files
without disturbing the existing sequence.
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Advantages:

e Suitable for large volumes of files.

o Easy to track and maintain sequence.

e Allows easy addition of new files without disturbing the existing order.
Disadvantages:

e Users must know the number assigned to each file.

e Requires a reference index to identify file numbers.

o Initial setup may be time-consuming.

3. Subject / Functional Classification: In subject or functional classification, files are
grouped according to department, function, or subject matter. It is useful when
documents relate to specific activities, projects, or organizational functions. For example,
all finance-related files, HR files, and sales files are stored separately. This method
ensures that related files are kept together for quick reference. It is widely used in large
organizations or government offices.

Advantages:
o Related files are grouped together, making access easier.
o Ideal for departmental or functional offices.
e Reduces confusion and saves retrieval time.
Disadvantages:
e Requires proper understanding of subjects and functions.
o Some files may relate to multiple subjects, causing ambiguity.
e Periodicreview is needed to avoid misclassification.

4. Chronological Classification: Chronological classification arranges files according to
dates, such as the date of creation, receipt, or correspondence. It helps in tracking
documents over time and is especially useful for accounting or correspondence records.
For example, letters or invoices can be filed month-wise or year-wise. This method
ensures a proper historical record and simplifies auditing or referencing past events. It is
often combined with other methods like alphabetical or subject classification.
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Advantages:
e Easy to track files according to dates.
e Useful for historical reference or auditing.
e Works well for correspondence, invoices, and reports.
Disadvantages:
e Does not group files by subject or function.
e Can be difficult to retrieve files without a separate index.
e May become cumbersome if many files are created on the same date.

5. Geographical / Territorial Classification: Files are classified according to locations,
regions, or branches in geographical classification. It is useful for organizations
operating in multiple areas or having branch offices. For example, branch office records
can be arranged city-wise or state-wise. This method ensures that location-specific
information is easy to access. It is commonly used in banks, educational institutions,
and government departments.

Advantages:
o Useful for organizations operating in multiple locations.

e Makes retrieval location-specific and organized.

e Helps in branch-wise reporting and record keeping.
Disadvantages:

o Not useful for files unrelated to location.

e Can be confusing if a file belongs to multiple locations.

e Requires proper labeling to avoid misplacement.

6. Alphanumeric Classification: Alphanumeric classification combines letters and
numbers to provide a more detailed and structured filing system. It is often used in large
organizations to indicate both category and sequence. For example, HR-001, FIN-002,
SALES-003. This method allows precise identification and easy retrieval of files. It is
suitable for offices handling a large volume of documents across multiple functions.

Advantages:

o Combines the benefits of letters and numbers for precise identification.
o Suitable for large organizations with multiple functions.
o Easy to expand the system without disturbing the existing files.
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Disadvantages:
e Users must understand the coding system.
e Mistakes in coding can cause retrieval errors.
e Requires initial planning and setup.
Filing Equipment

Filing equipment includes cabinets, trays, boxes, folders, and accessories that
help in storing and organizing files systematically. The choice of equipment depends on
office size, type of documents, and frequency of file access. Proper filing equipment
ensures records are easily accessible, safe, and systematically arranged, improving office
efficiency.

Requirements of Good Filing Equipment

Good filing equipment is essential for an efficient and organized filing system.
It ensures that documents are stored safely, easily accessible, and well-protected. The
choice of equipment depends on the volume of files, type of documents, and frequency
of use.

1. Durability: Filing equipment should be strong and long-lasting. It must withstand
daily use without damage. Metal or high-quality wood cabinets are preferred for
durability.

2. Security: Equipment should protect important and confidential documents. Lockable
cabinets and restricted access ensure that files are safe.

3. Accessibility: Files should be easy to retrieve quickly. Equipment should allow smooth
sliding of drawers or easy opening of folders.

4. Capacity: Filing equipment must have enough space for current and future records. It
should accommodate both active and archived files efficiently.

5. Flexibility: Equipment should allow easy addition or removal of files. Adjustable
shelves or modular cabinets help meet changing office needs.

6. Economy: Equipment should be cost-effective and fit within the office budget. It should
balance cost with efficiency and durability.

7. Standardization: Equipment should support uniform folders, files, and labels.
Standardization ensures easier management of records.

8. Ease of Maintenance: Equipment should be easy to clean and maintain. Proper
maintenance prevents damage and prolongs its life.
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Methods of filing

There are different types of filing system. Office has to adopt a filing system as
per its needs. In broad sense filing system can be categorized into two parts:

1. Traditional filing system: Traditional filing system were used at the beginning stage
of office management. When the scale of business was small and numbers of documents
were limited, in spite of being old they are still in practice in small business
organization.

Some important old filing systems are discussed below:

Wire or spike filing: It is the oldest and the cheapest
methods of filing system. Under this method, a thin steel rod,
about one foot long, is used from upper end to form a hook and

the bottom end a wooden or plastic disk is fixed to act as stopper. 3 ’/ -

All incoming are threaded in order of date. The hooked wire is A - 5)

usually hung on a nail fixed on the wall or is placed on the disk. It

is used to keep temporary type of documents. Fig.4.2. Spike Filing
Advantages

o This method is very simple. Anyone staff of office can use it without any
difficulty.

o Thisis a very cheap method as only wire is sufficient for filing.

o Itrequires minimum time and space.

Disadvantages

It is not suitable to big business.

[t is not attractive.

As documents are kept open there is great chance of loss of documents.
Letters and documents are not protected against damage by dust or
water.

Secrecy cannot be maintained.

0 O O O
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Pigeon hole filing: Another old method of filing is
pigeon whole system. In this method, an almirah with several
holes which can be seen just like pigeon holes is used for filing
of letters. Each hole can be labeled with one or more
alphabets or numbers as per need. Letters and records can be
kept inside the hole in accordance with the alphabetical or
numerical order. It can be used for daily inward mail of
different departments. Under this filing system almirah with
24 compartments have been used.

Fig.4.3. Pigeon hole Filing
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Advantages

1. Pigeon hole filing is simple to understand and easy to operate.
2. It is very economical.

3. Paper or documents will be available quickly.

4. It protects documents against dust, water and insects.

Disadvantages

1. It is not appropriate for large organization.
2. Because of small space different sizes of documents cannot be saved.
3. It takes time in searching the documents.

4. Secrecy cannot be maintained because pigeon holes are open.

card board is used. There will be cover paper on both sides of
the cardboard. All the letters and documents will be kept inside o
the cardboard which will be covered by the cover paper and = \

Card Board Filing: In this card board filing system, a thick !L

duly tied with the lace or thick thread. Different types of

documents can be filed in separate cardboard files. These files

can be stored in the almirah for safety. These types of filing

system are suitable for small business. Fig. 4.4. Card Board
File

Advantages

= [tisvery simple and easy.

= [tis cheap.

= [tis safe because it can be placed in the almirah.
= [tis very compact and needs little office space.

Disadvantages

= [tis not appropriate for large type of business organization.
= [ttakes time to locate document because of lack of indexing.
» There are chances of misplacement of documents.

Box Filing: Box files, as the name suggests are made in the shape
of box which is 3 to 4 inches deep are used for filing papers. "The
boxes are fitted with spring clip to hold the papers down in their
@J proper places. Sometimes papers may be placed in manila
' folders which may be kept in the box." Documents are filed
chronologically. Separate boxes can be used for each subject.
Since documents are kept in box so, it is called box filing.

Fig. 4.5. Box File
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Advantages
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It is very simple to understand and easy to operate
[t is very cheap.

It needs only box to preserve records.

Box remains closed, so it is safe system.

[t is not necessary to punch the document.
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Disadvantages

It is unsuitable for large types of business organization.

[t creates problem to takeout a document from the middle.
It is not flexible because it has limited space.

There are chances of misplacement of documents.

O O O O

Press copy book method: Under this method all outward letters
are coped out in a book. Actually, the practice is to get an extra
carbon copy of each letter. The copes are then filed in the master
file in chronological order. This helps to preserve documents
which may become evidence. But it is a time-consuming method.
Location of documents and cross reference is difficult.

Fig.4.6. Press copy book
Advantages

o Sent out letters copies of are safe over here.
o Preserved letters can be used as evidence.
o Easylocation of document.

Disadvantages

o Itonly preserves the dispatched letter.
o Aletter book has limited pages. So, there is lack of flexibility.
o Itis an unsafe method because a clerk has to frequently take out the documents.

2. Modern filing methods: The conventional filing methods and equipments are
obsolete and useless from the standpoint of large-scale organization. This equipment
was useful when the number of records was very small. Many sophisticated, improved
and new filing equipment have been developed to meet the filing requirements of a
modern business and these may be classified as.

(a) Horizontal filing.

(b)Vertical filing.
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(a) Horizontal filing: Horizontal filing indicates the horizontal positions of files.
Under this methods, papers, folders, other containers are placed in a horizontal or flat
position” one on the top of another on shelves or in shallow drawers.” The papers are
filed in a chronological order (date-wise). These files come in a variety of folders. some
of these are

Fig. 4.7. Horizontal filing

Flat files

These are covers of cardboard or thick papers, fitted
with metal hinges with which to fasten the papers together.
A separate cover (file) is allotted to each customer or
subject, and all the correspondence and document relating
to the customer or subject is placed in that cover in a
chronological order.

Fig. 4.8. Flat files

Arch files: These are strong cardboard folders containing
strong metal arches, which can be operated by leaves. If a paper
is to be filed, it is punched with holes with the help of a punching
machine; the lever is then moved upward which opens the
springs or metal arches.

Fig. 4.9. Arch

Files

(b) Vertical filing: Vertical filing indicates the vertical position of the files.
Under this method, paper folders or files are kept in upright or standing position. This
system is an improvement on the horizontal filing system in which a great deal of time
is consumed in locating a paper or document.
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Fig. 4.10. Vertical Filing

Folders: Folders are the basis of vertical filing. They are made of manila paper or
some other strong paper and are used to hold papers and documents.

Cabinets: For general office use vertical filing cabinets made of wood or steel are
fitted with four drawers. The drawers in these cabinets run on ball bearings, and are
deep enough to hold the folders in a standing position.

e Suspension filing: Suspension filing is a method

where documents are placed in hanging folders that rest on
—t metal rails inside a filing cabinet. This system allows files to
slide easily for quick access and retrieval. It keeps papers neat,
clean, and uncreased. Suspension filing is commonly used for
active files in offices, such as personnel records,
correspondence, and financial documents. It is space-efficient
and makes adding or removing files very simple.

Fig. 4.11. Suspension filing

e Lateral filing: Lateral filing stores files sideways in
wide, shallow drawers instead of vertically. It provides easy
visibility and access to multiple files at once while using less
floor space. Lateral filing is suitable for offices with a large
volume of records, like banks and corporate offices. Files can
be suspended or placed in folders within the drawer, allowing
organized and secure storage. This method is both efficient
and practical for busy workplaces. Fig. 4.12. Lateral filing

e Open-shelf filing: Open-shelf filing involves keeping documents directly on shelves
without cabinets. Files can be arranged vertically or horizontally, often with labels for
easy identification. This system allows quick access to records and is cost-effective since
no enclosed furniture is required. However, files are exposed to dust and may be less
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secure for confidential documents. Open-shelf filing is suitable for reference files or
records that are not frequently used.

ISP RT——
R 1

Fig. 4.13. Open Shelf Flllng

e Visible filing (card filing): Visible filing, also called
card filing, stores index cards or slips in trays or
drawers so that a portion of each card is visible. Cards
are usually arranged alphabetically, numerically, or by
subject for fast retrieval. This method is ideal for
catalogues, directories, or inventory lists. It allows
quick updates by adding or removing cards as needed. , :
Visible filing is commonly used in libraries, offices,and = o ! . | l . I l i
record rooms. Fig. 4.14. Visible Filing

Modern Filing Devices

Modern filing devices are advanced tools and systems used to store, organize,
retrieve, and protect records efficiently by using mechanical, electronic, and digital
technology. These devices reduce paperwork, save space, and increase speed and
accuracy in office work.

Advantages

1. Saves Space: Modern filing devices store large volumes of information in digital form,
requiring very little physical space. This reduces the need for bulky filing cabinets and
storage rooms. Offices can utilize space more efficiently for productive activities. It is
especially useful where office space is limited.

2. Quick Retrieval of Information: Electronic and computerized filing systems allow
instant searching and retrieval of documents. Files can be accessed using keywords,
dates, or file names. This saves time compared to manual searching. Quick retrieval
improves overall office efficiency.

3. Improved Accuracy and Organization: Modern systems reduce human errors such
as misfiling or loss of documents. Files are systematically organized using software and
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databases. Automated indexing ensures consistency and accuracy. This leads to better
record management.

4. Enhanced Security: Modern filing devices provide password protection and
controlled access. Only authorized users can view or modify sensitive files. Backup
systems also protect data from loss or damage. This ensures confidentiality and data
safety.

5. Easy Sharing and Updating: Digital files can be shared instantly across departments
or locations. Multiple users can access updated information at the same time. This
improves coordination and communication. It is highly beneficial for large or remote
organizations.

Disadvantages

1. High Initial Cost: The installation of modern filing devices requires investment in
computers, software, and networking. Maintenance and upgrades may also increase
costs. Small organizations may find this expensive. Training employees also adds to the
cost.

2. Dependence on Technology: Modern filing systems depend on electricity and
technology. Power failures or system breakdowns can disrupt work. Without proper
backups, data may become inaccessible. This dependence can affect productivity.

3. Risk of Data Loss: Files may be lost due to system crashes, viruses, or cyberattacks. If
backups are not properly maintained, important data can be permanently lost. Data
recovery can be difficult and costly. This makes regular backups essential.

4. Need for Technical SKkills: Employees must have basic computer knowledge to use
modern filing systems. Training is required to operate software and manage electronic
records. Lack of technical skills can cause errors or delays. This may be challenging for
some staff.

5. Security Threats: Despite security features, digital systems are vulnerable to hacking
and unauthorized access. Cyber threats can compromise confidential information. Strong
security measures must be continuously updated. This requires constant monitoring and
expertise.

Types of Modern Filing Devices

1. Electronic Filing Systems (E-Filing): Electronic filing systems store documents in
digital format using computers and software. Files can be retrieved quickly using
keywords or search functions. They are widely used in modern offices for paperless
record management.
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Advantages:

Saves paper and storage space

Fast retrieval of documents

Easy updating and sharing
Disadvantages:

Depends on electricity and computers
Risk of data loss due to technical failure

Needs backup and security systems

2. Computerized Databases: Databases store large volumes of records in an organized

structure. They allow easy updating, sorting, and retrieval of information.

Advantages:

Stores large volumes of data

Easy sorting and updating

Improves accuracy of records
Disadvantages:

Requires technical knowledge

High installation and maintenance cost

Errors affect the entire database

3. Document Management Systems (DMS): DMS software helps in storing, tracking,
and managing electronic documents. It provides features like version control, access

rights, and backups. Suitable for organizations handling confidential or complex records.

Advantages:

Systematic storage and tracking
Version control of documents
High security and access control
Disadvantages:

Expensive software

Training required for staff

System failure affects access
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4. Optical Storage Devices: Devices such as CDs, DVDs, and Blu-ray discs store
documents in digital form. They are useful for backup and long-term storage of records.

Advantages:

Useful for data backup

Portable and easy to store
Cost-effective for long-term storage
Disadvantages:

Limited storage capacity

Easily damaged

Slow data access

5. Cloud Storage Systems: Cloud filing stores documents on internet-based servers. Files
can be accessed anytime and anywhere with proper authorization. It is commonly used
by companies with remote or multiple office locations.

Advantages:

Access from anywhere

Easy sharing and collaboration
Automatic backup facility
Disadvantages:

Internet dependent

Data security concerns

Ongoing subscription cost

6. Microfilming and Microfiche: These devices store documents in miniature
photographic form. They save space and preserve records for a long time.

Advantages:
Saves storage space
Long-term preservation

Protects records from physical damage
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Disadvantages:
e Special reading equipment required
e Slow retrieval
o Difficult to update
Centralized V/S Decentralized Filing

Centralization: Centralised filing is a system where all office records and files
are maintained at a single, central location within the organization. A dedicated filing
department or officer is responsible for organizing, storing, and retrieving documents for
all departments.

Centralised filing is ideal for large organizations needing uniformity, security,
and controlled file management. However, it may cause retrieval delays and
dependence on a central team.

In a centralized organization, the decision-making powers are retained in the head
office, and all other offices receive commands from the main office. The executives and
specialists who make critical decisions are based in the head office. For example: Apple is
an example of a business with a centralized management structure. Within Apple, much
of the decision-making responsibility lies with the Chief Executive Officer (CEO) Tim
Cook, who assumed the leadership role within Apple following the death of Steve Jobs.

Uses of Centralised Filing
e Maintains all office records in one location for easy management.
o Ensures uniformity in classification, storage, and filing procedures.
o Helpsin quick retrieval of files when needed.
e Useful for large organizations with multiple departments.
Advantages

1. Efficient Control: One department manages all files, reducing errors and
misplacement.

2. Uniformity: Standard methods of classification and filing are maintained.
3. Security: Confidential documents are safer under controlled access.
4. Space Management: Centralized storage optimizes the use of office space.

5. Reduced Duplication: Avoids unnecessary copies of files across departments.
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Disadvantages

1.

Delay in Retrieval: Departments may wait for files to be fetched from the central
location.

Dependence on Filing Staff: Work can be disrupted if the filing department is
short-staffed.

Cost: Requires dedicated space, equipment, and trained personnel.

Limited Access: Only one location has the files, which can be inconvenient for
departments far away.

Decentralised Filing

Decentralised filing is a system where each department or section maintains

its own records and files independently. Departments are responsible for organizing,
storing, and retrieving their own documents without relying on a central filing
department. Decentralised filing is ideal for quick access and departmental
convenience, especially in organizations with specialized work. However, it may lead to
duplication, higher costs, and lack of uniformity.

Uses of Decentralised Filing

Maintains records within each department for quick access.
Useful when departments handle specialized or confidential information.
Enables employees to retrieve files instantly without waiting for a central office.

Suitable for medium to small offices or organizations with widely spread
departments.

Advantages

1.

Quick Access: Departments can retrieve files immediately without delay.

2. Reduced Dependence: Each department manages its own files independently.
3. Convenience: Suitable for organizations with multiple locations or specialized
departments.
4. Flexibility: Departments can choose filing methods that best suit their work.
Disadvantages
1. Lack of Uniformity: Different departments may use different filing methods,

causing confusion.
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2. Duplication of Files: Same files may be maintained in multiple departments

unnecessarily.

3. Higher Costs: Each department needs its own filing equipment and space.

4. Security Issues: Confidential files may be less secure due to dispersed storage.

Centralised VS Decentralised

Feature

Access to Files

Best Suited For

Centralised Filing
All office records are maintained at a
single central location.
Controlled by a central filing
department or officer.
May cause delay in retrieval as files
must be requested from the central
office.
Filing methods and classification are
standardized.
Confidential files are safer due to
controlled access.
Requires dedicated space and staff
but reduces duplication.

Large organizations with multiple
departments requiring uniformity and
control.

Optimizes storage space by
centralizing files.

Space
Utilization

File Reduced duplication of records.
Duplication

Responsibility

Efficiency

Reliability

Flexibility

Indexing

Central filing staff are responsible for
organizing and maintaining all
records.

Only central staff need specialized
filing training.

Efficient in controlling large volumes
of files systematically.

Highly reliable if central staff are
trained and dedicated.

Less flexible, changes affect the whole
office system.

Decentralised Filing
Each department maintains its
own records independently.
Controlled by individual
departments.
Immediate access as files are
within the department.

Filing methods may vary between
departments.

Security may be weaker due to
dispersed storage.

Higher cost as each department
needs its own equipment and
space.

Medium or small offices, or
departments handling specialized
work.

May require more space as each
department maintains separate
files.

Duplication of files is likely
between departments.

Each department is responsible
for its own records.

All departments need filing
training for staff.

Efficient for quick departmental
access and handling specialized
files.

Reliability depends on the
discipline of individual
departments.

More flexible, departments can
adjust methods as needed.

An indexing is anything that points out or indicates. It is a ready guide to the
location of the required file or records. It is a process of determine the documents which
are to be filed. It is an important aid to filing and finding because, when a large number
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of files are maintained for various purposes, they can be located are indicated by some
sort of a guide which is known as index.

Types of Indexing

The various types of indexing is also known as methods of systems of indexing.
Some of the important types of indexes are given below:

Page Index: An ordinary page index consists of a page for each letter of the alphabet,
fitted with a tab showing the letters, and on each page is written the names beginning
with that letter and quoting the relevant page number. A page index is a method of
indexing where each page of a record book or file is numbered and an index is
maintained that shows the contents or subjects appearing on each page. It helps in
locating specific information quickly without going through the entire file. This type of
index may take the following forms:

(a) Bound Book Index.
(b) Loose Leaf Index.
(c) Vowel Index.

Uses
e Helps in quick retrieval of information from large record books.

o Useful for ledgers, registers, and account books where multiple entries are
made daily.

e Assists in tracking subjects or entries in chronological or alphabetical order.

o Suitable for offices that handle frequent and detailed records.

e Quick Access: Makes finding information fast and easy.
o Systematic: Maintains a clear structure for each page of the file.
e Reduces Errors: Less chance of overlooking entries when searching.

« Useful for Reference: Ideal for accountants, auditors, and clerical work.

Demerits

e Time-consuming to Prepare: Requires numbering and indexing each page
carefully.

o Difficult to Update: Adding new entries may require re-indexing.



Office Management and Secretarial Practice

e Not Flexible: Less suitable for dynamic files with frequent changes.
e Space Requirement: Needs proper space to maintain page indexes clearly.

(a) Bound Book Index: A bound book index is maintained in a book with bound pages,
listing files or subjects in alphabetical or numerical order along with their reference
numbers.

Merits:

e Durable and long-lasting.

e Reduces chances of losing index entries.

e Maintains a permanent record of files.
Demerits:

o Not flexible for frequent additions or changes.

o Updating entries requires extra effort.

o Difficult to replace individual entries.

(b) Loose Leaf Index: A loose-leaf index consists of individual pages or cards that can
be added, removed, or replaced easily, arranged in alphabetical, numerical, or subject
order.

Merits:

o Flexible and easy to update.
e Pages or cards can be replaced without disturbing other entries.
o Suitable for dynamic records that change frequently.

Demerits:

e Less durable compared to a bound book.
e Individual pages may get lost or damaged.
e Requires careful handling to maintain order.

(c) Vowel Index: A vowel index classifies records by considering only the vowels in a
word, mainly used when words start with the same consonants.

Merits:

e Speeds up retrieval in certain alphabetical arrangements.
e Useful when many similar names or titles exist.

o Helps avoid confusion between similar-looking records.
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Demerits:

e Not intuitive for beginners.
e Limited application in modern offices.
e Less commonly used than alphabetical or numerical indexes.

Loose or Vertical Card Index

A loose card index is used to overcome the difficulties o *
(limitations) of an ordinary page index. It consists of a number =
cards of small size (12cms x 7cms), each concerned with one item
of the index. The references heading is written along the top edge
of a card, and the remaining space is used to indicating the place
where the corresponding record may be found.

Fig. 4.15. Loose card Index

A loose card index is a system where each file or subject is represented by a
separate card. These cards are arranged in a specific order (alphabetical, numerical, or
subject-wise) in card trays, drawers, or boxes. It is called “loose” because the cards can
be added, removed, or replaced easily without disturbing other cards. This system is
highly flexible and widely used in modern offices.

Uses
1. Used in offices to maintain client, customer, or employee records.
2. ldeal for managing correspondence where frequent additions are made.
3. Useful for tracking inventory items or stock records.

Helps in library management for books, periodicals, and journals.

Often used in hospitals for patient files and in banks for account records.

o s

Suitable for offices where frequent updating and referencing of records is
required.

7. Can also be used for indexing documents in research or legal offices.

Merits

1. Flexible: Cards can be easily added, removed, or rearranged without affecting
other cards.

2. Quick Retrieval: Each card represents one record, allowing fast access.

3. Space-Saving: Can be stored compactly in trays, boxes, or cabinets.
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4. Cost-Effective: Less expensive than bound book systems.

5. Reduces Errors: Easy to correct or update individual records.

6. Adaptable Arrangement: Can be arranged alphabetically, numerically, or by
subject.

7. Portable: Trays or boxes can be moved between departments or offices.

8. Easy to Maintain: Simple system requiring minimal technical skill.

Demerits

1. Prone to Misplacement: Cards may get lost if not carefully handled.

2. Less Durable: Cards can wear out or get damaged over time.

3. Time-Consuming for Large Volumes: Managing thousands of cards may be
tedious.

4. Requires Discipline: Improper arrangement can cause confusion and retrieval
delays.

5. Security Issues: Easy access can lead to unauthorized handling of sensitive files.

6. Not Ideal for Permanent Records: Best suited for records that are frequently
updated rather than permanent archives.

7. Limited Protection: Cards are vulnerable to fire, water, and other physical

damage unless properly stored.

Visible card Index: Under this system, the cards are laid flat in transparent covers in a
shallow tray or in a metal frame. Each card is fitted into metal hinge so that it overlaps

the one before it in such a way that a narrow strip at the
bottom, containing the name or title, remains visible. A visible
card index is a filing system where cards are kept upright
in a tray or rack so that the top portion of each card is
visible. Each card contains information about a file, document,
or subject. The cards are arranged alphabetically,
numerically, or by subject, allowing users to see multiple
entries at a glance. This system is designed for quick and
easy retrieval without removing the cards from the tray.

Fig. 4.16. Visible Card Index

Uses

1.

2.

Used in offices for frequently accessed records like correspondence, client
files, or stock records.

Suitable for libraries to maintain book or journal indexes.
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3. Helps in tracking office equipment, inventory, or employee records.

4. Often used in departments requiring quick reference and frequent updates.

5. Can be applied in banks, hospitals, and research offices for efficient record
management.

6. Ideal for offices where visual scanning of multiple entries saves time.

Advantages

1. Quick Retrieval: Cards are visible, so finding a file or record is very fast.

2. Easy to Use: Minimal training is needed to operate the system.

3. Flexible Arrangement: Cards can be arranged alphabetically, numerically, or by
subject.

4. Reduces Errors: Visible cards make it easy to check for missing entries or
mistakes.

5. Frequent Updates: Cards can be added, removed, or replaced easily.

6. Space Efficient: Cards are compactly arranged in trays or racks.

7. Convenient for Reference: Users can see multiple entries without removing
cards.

Disadvantages

1. Prone to Misplacement: Cards may get lost or misfiled if not handled carefully.

2. Limited Security: Easy access makes confidential information less secure.

3. Less Durable: Cards can get damaged over time due to frequent handling.

4. NotlIdeal for Large Volumes: Managing thousands of cards can be cumbersome.

5. Requires Proper Organization: If cards are not maintained in correct order,
retrieval becomes difficult.

6. Vulnerable to Physical Damage: Cards are exposed to dust, fire, or water unless

protected.
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Strip Index: In every office, whatever the organization, a

list of the names, addresses and telephone numbers, etc., of
the correspondents has to be maintained.

strips of cards (usually about 1-2 inches wide) are
used for indexing files or subjects. These strips are
arranged in a tray or drawer, often alphabetically, so that
the top portion of each strip is visible for easy reference.
The system is especially useful for offices that require

A strip index is a filing system where narrow

quick retrieval and frequent addition of records.

Fig. 4.17. Strip Index

Uses
1. Used in offices to maintain frequent and active records, such as correspondence
or client files.
2. Suitable for departments needing quick visual reference of multiple records.
3. Helps in tracking inventory, equipment, or employee information.
4. Commonly used in banks, hospitals, and libraries for fast access to files.
5. Ideal for offices where records are frequently updated or added.
6. Can be combined with other indexing methods like alphabetical or numerical
order for better efficiency.
Advantages
1. Quick Retrieval: The top portion of each strip is visible, enabling fast access to
records.
2. Flexible: Strips can be added, removed, or replaced easily without disturbing
other entries.
3. Space-Saving: Compact arrangement in trays or drawers saves office space.
4. Efficient for Active Files: Perfect for files that are frequently referred to or
updated.
5. Easy to Organize: Simple arrangement in alphabetical or numerical order.
6. Reduces Errors: Visual scanning makes it easy to spot missing or misfiled

records.
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Disadvantages

1.

2.

Limited Durability: Strips may wear out or get damaged over time.

Prone to Misplacement: Individual strips can be misplaced if not handled
carefully.

NotIdeal for Large Volumes: Managing a very large number of strips can become
cumbersome.

Security Issues: Easy visibility can compromise confidential information.

Physical Vulnerability: Strips are exposed to dust, water, or fire unless stored
properly.

Wheel Index: A wheel index is a mechanical or rotating
indexing system where the names, subjects, or file
references are printed on circular cards or discs. These
discs are arranged on a rotating wheel so that the required
information can be located by turning the wheel. It allows
quick access to records and is often used for offices that
handle a large number of frequently used files.

Fig. 4.18. Wheel Index

Uses

1.

2.

Used in offices for quick retrieval of client or employee records.

Suitable for departments with active files that are frequently referred to.

Helps in managing correspondence or reference files efficiently.

Often used in banks, libraries, and government offices for rapid access to files.

Ideal for offices needing mechanical assistance to locate records faster than
manual scanning.

Advantages

1.

2.

Quick Retrieval: Rotating discs make it easy to locate records quickly.
Space-Saving: Compact design stores a large number of references in a small area.
Reduces Errors: Easy visual scanning helps prevent misfiling.

Durable: Mechanical wheels are sturdy and long-lasting.

Efficient for Frequent Use: Excellent for active files that require repeated access.
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6. Neat and Organized: All references are systematically arranged on the wheel.
Disadvantages

1. Limited Capacity: Only suitable for a moderate number of records; not ideal for
very large volumes.

2. Mechanical Dependence: Moving parts may require maintenance over time.
3. Cost: Initial setup is more expensive than simple card or strip indexes.

4. Not Flexible: Adding or removing references may be more cumbersome than
loose cards.

5. Physical Vulnerability: Wheels can be damaged if handled roughly.
Selection of a suitable Indexing System

Choosing the right indexing system is essential for efficient record
management. The selection depends on several factors, including the volume of
records, frequency of use, and type of documents handled. A proper indexing system
ensures quick retrieval, reduces errors, and maintains systematic organization. The
most suitable indexing system is chosen based on records type, office size, frequency
of use, security, and cost. Selecting the right system improves efficiency, accessibility,
and organization of office records.

Factors to Consider in the Selection of a Suitable Indexing System

1. Nature of Records: Active, frequently used files may need loose card or visible
card indexes, while permanent records may suit bound book indexes.

2. Volume of Records: Large volumes require strip index or wheel index, which
allow compact storage and quick access.

3. Frequency of Reference: Frequently referenced files benefit from visible or
loose card indexes, enabling fast retrieval.

4. Space Availability: Limited office space may require compact systems like strip
index or wheel index.

5. Confidentiality: Sensitive records may need a centralized bound book or
secure indexing system.

6. Cost: Simple systems like loose card or strip indexes are cost-effective, whereas
mechanical systems like wheel indexes are more expensive.

7. Ease of Updating: Systems like loose card, visible card, or strip index are
preferred if records are updated frequently.
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Steps in Filing Records

1.

Collection of Documents: All incoming documents, letters, and papers must be
collected carefully. Only complete and verified documents should be included for
filing. This ensures the records are accurate and reliable.

Sorting: Documents should be sorted based on importance, type, or urgency.
Routine papers can be separated from critical ones. Sorting makes the filing
process more organized and efficient.

Classification: After sorting, documents are grouped according to subject,
department, project, or date. Proper classification helps prevent misplacement
and allows systematic storage of records.

Indexing: Each document is assigned a file number, code, or reference. The
indexing information is updated in the index book, card, or electronic system.
This acts as a guide for quick retrieval later.

Labelling: Folders, files, or cards are clearly labelled with subject names, codes,
or dates. Labels make it easier for anyone to identify the files at a glance without
opening them.

Arrangement / Filing: Files are placed in trays, cabinets, or boxes according to
the chosen system (alphabetical, numerical, subject-wise, or chronological).
Proper arrangement ensures files are easy to locate.

Maintenance: Regular checks are done to update files, remove outdated
documents, and replace damaged folders. Maintenance ensures the filing
system remains efficient and organized.

Security & Accessibility: Files must be stored in a secure location but remain
accessible to authorized personnel. This protects confidential information
while allowing efficient use of records.

Steps in Finding Records

1.

3.

Consult the Index: Begin by referring to the index book, card, or electronic
system. The index provides the file reference, which indicates where the record is
stored.

Identify File Location: Note the exact tray, cabinet, shelf, or section where the
file is kept. Proper location information prevents wasting time searching for files.

Access the Correct File: Use the reference number or label to locate the specific
file. This ensures you pick the correct record without confusion.

Retrieve Carefully: Remove the file gently to avoid damage or misplacement.
Mishandling files can cause loss of important information.
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5. Check Completeness: Verify that the file contains all necessary documents and
pages. Missing items should be noted and corrected immediately.

6. Record Usage: If the office maintains a file log or register, update it to track the
file’s use. This ensures accountability and prevents misplacement.

7. Use & Reference: Use the file for its intended purpose, making any notes,

updates, or references as needed. Proper handling ensures the file remains
organized.

8. Return & Re-file: Place the file back in its designated location after use. Ensure

it is correctly arranged according to the filing system to maintain order and easy
retrieval for future use.

The Filing Routine

The common steps for filing followed in all organizations are given below:

Order to File

bat

Preparation

Sorting and Flhng )

4;

{i

Follow Up Slip

-

Retrieval

AW AY AN AYA

Il

( Transfer Files )

C Retention )

Fig. 4.19. Steps of Filing Procedure
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Order to File: All documents need not be filed because all papers are not equally
important. Hence, a responsible officer should decide whether the record in question is
to be preserved or not. Therefore, no document should be filed unless the concerned
official orders it to be filed. He should write the order, sign it and put the date. Only such
documents should be filed. All unnecessary documents, therefore, shall not get
accumulated in the folders.

Preparation: In preparing the record filing, the record clerk should read the paper and
ascertain its filing classification. All related papers should also be attached to the main
record. Ruth L. Moore house suggests that they should be stapled in the top left-hand
corner. The papers should be then punched if they are to be fastened in files or folders.
The record should be marked or indexed for classification with a color pencil or by
encircling key words or numbers on the record. If necessary, a cross-reference should
also be made on the record.

Sorting and Filing: After coding, indexing and cross-referencing, the papers should be
carefully filed in the correct classification. If necessary, the folders should be removed
and opened flat and the latest record should be placed on the top. Chronological order is
an accepted practice, because this would help the staff to locate the document easily in
case of future reference.

Follow Up Slip: Some documents — for instance purchase orders, bills for payments etc.
require follow up action. The concerned executive should note the follow up instructions.
The filing clerk should then prepare a follow up slip and should attach it to the relevant
paper on files. An extra copy of such paper may be kept in the follow up file as a reminder
so that the filing clerk can send the required paper to the concerned officer on the
specified date.

Retrieval: Whenever any file needed by the executive for any reference, it should be
removed from the cabinet only when a written requisition is sent by him. On receipt of
the requisition, the filing clerk should prepare an “Out guide” or out card. A notation
should be made on the out card as to the date of withdrawal, the name of the person who
has withdrawn the file and the approximate date by which it should be returned. The out
card is put in the place of the file on the document in the folder, which is removed till the
file, or the paper is returned back. The records should be periodically verified say once in
two weeks or once in a month and a list of overdue records or files is prepared. Requests
should also be sent to the concerned officials who are keeping the file to return them.

Transfer Files: The documents are kept in the file for some time according to the rotation
policy of the organization. After their active life is over, they may not be frequently
needed. When the life of a document is permanently over and will no longer be required,
it can be destroyed. However, certain documents may be alive but they may not be
frequently required. Such files or folders or documents can be transferred and stored in
a clean dust proof manner.
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Retention: Some documents due to their legal requirements or active use should be
retained for a long period. The management should therefore lay down a definite policy
of records retention and destruction.

The Filing Manual

A filing manual is a formal document prepared by an organization to

standardize its filing and record-keeping procedures. It acts as a comprehensive
guide for classification, indexing, storage, and retrieval of files. The manual ensures
consistency and uniformity across departments and helps train new employees. By
following the filing manual, an organization can reduce errors, improve efficiency, and
maintain accountability in managing records.

Concept

1.

8.

9.

A filing manual is a written guide for office record management, providing
uniform procedures for filing.

It describes the types of files and folders to be used in an office.
Specifies methods of classification and indexing for different records.
Guides on file coding and numbering systems for easy identification.
Explains filing order (alphabetical, numerical, subject-wise).

Provides rules for storage locations like cabinets, racks, or trays.
Details handling instructions for delicate or confidential records.
Includes retrieval procedures for quick access to files.

Contains retention schedules for temporary and permanent records.

10. Acts as a training manual for new employees, ensuring consistency.

Purpose
1. Ensures uniform filing practices across all departments.
2. Reduces misplacement and errors in recordkeeping.
3. Provides a standard reference for employees.
4. Helps in quick retrieval of files and documents.
5. Guides in handling confidential or sensitive records.
6. Assists in planning retention and disposal of old records.
7. Improves accountability for file management.
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8. Reduces time wasted in searching for files.

9. Facilitates audit and compliance checks.

10. Encourages efficiency in overall office workflow.
Merits

1. Improves efficiency and speed in retrieving documents.

2. Ensures consistency across departments.

3. Reduces risk of misplacing important files.

4. Standardizes indexing and labeling practices.

5. Supports employee training and orientation.

6. Helps in effective file retention and disposal.

7. Saves time and effort during audits.

8. Maintains accountability and traceability of records.

9. Ensures uniform compliance with office policies.

10. Enhances professionalism in office operations.
Demerits

1. Preparing the manual is time-consuming.

2. Requires regular updates to remain relevant.

3. Employees may ignore or bypass the manual if not trained.

4. Implementation may be costly for large offices.

5. Can become complex in very large organizations.

6. May not cover every possible filing scenario.

7. Initial training is required for proper understanding.

8. Ifoutdated, it can lead to confusion or errors.

9. Requires monitoring to ensure compliance.

10. Strict adherence may reduce flexibility in unusual situations.
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Records Retention

Records retention refers to the practice of keeping documents and files for a

specified period based on legal, administrative, or operational requirements. It ensures
that important records are available for reference, audits, or legal compliance while
obsolete records are properly disposed of. Retention schedules help in organizing
storage, reducing clutter, and saving space. Effective retention policies contribute to
efficiency, compliance, and systematic office management.

Concept

1.

8.

9.

Records retention is keeping documents for a specified time as per policy or
law.

Ensures availability of records for reference, audit, or legal purposes.
Helps in reducing clutter by disposing obsolete files.

Prevents loss of important information.

Supports legal compliance with statutes and regulations.

Determines active, semi-active, and inactive record status.

Guides archiving or transfer of old files.

Protects confidential or sensitive information during retention.

Supports organizational continuity in decision-making.

10. Maintains historical records for future reference.

Purpose
1. Ensures critical records are accessible when required.
2. Helps organize storage space efficiently.
3. Avoids unnecessary accumulation of files.
4. Complies with legal and regulatory requirements.
5. Assists in audit and accountability.
6. Enables timely destruction of outdated records.
7. Supports data security and confidentiality.
8. Reduces costs of storage and maintenance.
9. Helps in tracking file usage and activity.



Office Management and Secretarial Practice

10. Maintains organizational efficiency and order.

Merits

1.

8.

9.

Provides easy retrieval of required records.

Saves physical storage space.

Reduces maintenance costs.

Ensures legal compliance.

Helps avoid unnecessary duplication of documents.
Protects sensitive and confidential records.

Supports audit processes.

Helps in decision-making based on historical records.

Prevents loss of vital organizational information.

10. Organizes records systematically for operational efficiency.

Demerits
1. Requires monitoring and updating retention schedules.
2. Improper retention may cause legal complications.
3. Risk of destroying files prematurely.
4. Requires trained personnel to manage records properly.
5. Time-consuming to classify active, semi-active, and inactive files.
6. Storage of old records may still consume space.
7. Needs constant review to stay compliant.
8. Electronic retention may require technical infrastructure.
9. Mismanagement can cause data breaches.

10. Can be costly if retention policies are too strict.

Evaluation of Records Management Programme

Evaluation of a records management programme involves assessing how

effectively an organization handles its records throughout their lifecycle. It examines
processes like filing, indexing, retrieval, retention, and disposal. The evaluation
identifies gaps, redundancies, and inefficiencies, and recommends improvements.
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Regular evaluation ensures that the system supports operational efficiency,
compliance, and informed decision-making.

Concept
1. Evaluation is assessing the effectiveness of records management.
2. Checks whether filing, indexing, retention, and retrieval are properly done.
3. Measures accuracy, accessibility, and completeness of records.
4. ldentifies gaps, redundancies, and inefficiencies.
5. Ensures compliance with organizational policies.
6. Reviews whether records support decision-making.
7. Determines timeliness of record handling.
8. Assesses security and confidentiality measures.
9. Suggests updates and improvements.

10. Supports continuous improvement of the filing system.

Purpose

1.

2.

8.

9.

To improve efficiency and effectiveness of records management.
To identify weaknesses and gaps in filing systems.

To ensure compliance with legal and organizational policies.
To facilitate decision-making through accurate records.

To reduce redundancies and errors in record handling.

To upgrade technology and methods if needed.

To ensure files are accessible and secure.

To maintain consistency across departments.

To improve staff accountability.

10. To support long-term organizational goals.

Merits

1.

2.

Ensures efficient retrieval and storage.

Reduces errors and misplacement of records.
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0.
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Encourages adoption of modern tools and technology.
Improves accuracy and completeness.

Supports audit and compliance processes.

Helps in staff training and awareness.

Identifies cost-saving opportunities.

Maintains confidentiality and security.

Facilitates smooth workflow and operational efficiency.

10. Supports continuous improvement of filing practices.

Demerits
1. Requires time, effort, and resources to conduct evaluations.
2. May identify costly corrective measures.
3. Needs employee cooperation, which may be difficult.
4. Can be complex in large organizations.
5. Frequent evaluations may interrupt workflow.
6. May require specialized knowledge for assessment.
7. Implementation of recommendations may be time-consuming.
8. Requires constant monitoring.
9. Resistance from staff may affect effectiveness.

10. May uncover serious flaws that need expensive solutions.

Modern Trends in Record Making

Modern trends in record making focus on the digitalization and automation of

record-keeping systems. Organizations are increasingly using Document
Management Systems (DMS), cloud storage, electronic indexing, and scanning
technologies. These trends aim to improve efficiency, accessibility, and security of
records. Modern methods also support backup, disaster recovery, and compliance
with contemporary legal standards.

Concept

1.

Modern record making involves digitalization and automation of filing
systems.
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9.
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Uses Document Management Systems (DMS), cloud storage, and electronic
indexing.

Incorporates scanning, OCR, and e-filing methods.

Supports records lifecycle management from creation to disposal.
Ensures backup and disaster recovery.

Provides real-time access to records.

Enhances security and authentication of records.

Reduces physical storage requirements.

Improves accuracy, retrieval speed, and efficiency.

10. Integrates modern technology with traditional filing principles.

Purpose

1.

2.

3.

8.

9.

To make records easily accessible and retrievable.

To reduce physical storage needs.

To increase efficiency in office operations.

To ensure data security and backup.

To support compliance with modern legal standards.
To reduce time and effort in handling documents.

To integrate electronic and traditional systems.

To enable faster decision-making using accurate records.

To facilitate collaboration and sharing.

10. To prepare offices for future technological trends.

Merits

1.

2.

Fast and efficient retrieval of records.
Reduces physical storage costs.

Enhances security and backup.

Supports remote access and collaboration.

Improves accuracy and reliability.
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6. Reduces manual errors.
7. Facilitates records lifecycle management.
8. Saves time and labour in record handling.
9. Supports legal compliance.
10. Integrates modern tools with traditional filing methods.
Demerits
1. High initial cost of hardware and software.
2. Requires technical expertise to manage systems.
3. Dependence on electricity and internet connectivity.
4. Digital data is vulnerable to hacking and cyber threats.
5. System failure can affect record access.
6. Requires regular updates and maintenance.
7. Staff need training to use electronic systems.
8. May be costly for small offices.
9. Backup and recovery systems are essential but add complexity.
10. Migration from paper to digital can be time-consuming.
koo ok
Summary
Records

Records are documents created or received by an organization as evidence
of activities or transactions. They are essential for decision-making, accountability,
legal compliance, and historical reference.

Importance of Records
e Serve as proof of business transactions.
e Help in planning, control, and decision-making.
e Aid in legal compliance and audits.

e Preserve historical and organizational knowledge.
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Records Management

Records management is the systematic control of records from creation to
disposal. It ensures efficient storage, retrieval, and protection of records throughout
their lifecycle.

Filing

Filing is the process of arranging and storing records systematically for easy
access. A proper filing system reduces errors, saves time, and improves office
efficiency.

Essentials and Characteristics of a Good Filing System
o Simplicity: Easy to use and understand.
e Accessibility: Quick retrieval of files.
e Uniformity: Standardized across departments.
e Security: Protects confidential records.
o Economy: Efficient use of space and resources.
Classification and Arrangement of Files

Files are classified based on subject, numerical, alphabetical, or geographical
methods. Arrangement ensures logical order, faster retrieval, and systematic
management.

Filing Equipment

Equipment includes cabinets, trays, racks, folders, and boxes. Modern offices
may use digital filing systems and Document Management Systems (DMS).

Methods of Filing
o Alphabetical Filing: By names or titles.
e Numerical Filing: By numbers or codes.
o Subject Filing: By topics or departments.
e Geographical Filing: By location.
Modern Filing Devices
o Electronic Filing Systems: Cloud storage, DMS.

e Scanning and OCR: Digital indexing of physical records.



Office Management and Secretarial Practice

e Automated Retrieval Systems: Quick search and access.
Centralised vs. Decentralised Filing

o Centralised: All files kept in one office; ensures uniformity.

o Decentralised: Files kept in departments; faster access for specific teams.
Indexing

Indexing is the process of creating a reference system for files. It helps in
quick and accurate retrieval of records.

Types of Indexing

o Alphabetical Indexing

e Numerical Indexing

e Subject Indexing

e (Card, Strip, and Wheel Indexing
Selection of Suitable Indexing System

Depends on volume, frequency of use, confidentiality, and type of records.
The right system improves efficiency and retrieval speed.

The Filing Routine

Refers to the daily process of receiving, sorting, indexing, and storing
records.

Ensures timely and organized management of documents.
The Filing Manual

A guide for standardized filing procedures. Contains classification methods,
retention schedules, and handling instructions.

Records Retention

Specifies how long records should be kept based on operational, legal, or
historical needs. Helps save space, reduce clutter, and ensure compliance.

Evaluating the Records Management Programme

Assessment of how effectively records are managed. Identifies weaknesses,
redundancies, and areas for improvement, ensuring efficiency and compliance.
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Modern Tendencies in Records Making

Focuses on digitalization, automation, cloud storage, electronic indexing,
and secure backup systems. Modern trends increase efficiency, security, and

accessibility of records.
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Choose the correct one

1. Records are:
a) Entertainment
c) Waste

2. Filing means:
a) Storing records
c) Hiding records

3. Good filing system must be:
a) Complex
c) Simple

4. Alphabetical filing is based on:
a) Numbers
c) Names

5. Numerical filing uses:
a) Names
c) Colours

6. Centralized filing means:
a) One location
c) No filing

7. Indexing helps in:
a) Locating files
c) Destroying files

8. Filing equipment includes:
a) Cabinets
c) Shelves

9. Modern filing device:
a) Cloud storage
c) Table

b) Documents
d) Furniture

b) Destroying records
d) Transporting records

b) Costly
d) Time-wasting

b) Cities
d) Subjects

b) Numbers
d) Rooms

b) Many locations
d) Open filing

b) Hiding files
d) Printing files

b) Folders
d) All

b) Typing machine
d) Chalk



10. Filing routine includes:
a) Sorting
c) Storing

11. Records retention means:

a) Keeping records for needed time

c) Hiding

12. Modern record management uses:
a) Computers
c) Chalk

13. Filing manual is a:
a) Story book
c) Novel

14. Subject filing is based on:
a) Names
c) Numbers

15. A good record system provides:
a) Quick retrieval
c) Delay

16. Decentralized filing means:
a) One office
c) No filing

17.Index cards are used in:
a) Loose-leaf system
c) Both

18. Evaluation of record system checks:

a) Speed
c) Cost

19. Microfilming is a:
a) Traditional method
c) Filing cabinet

20. The main purpose of filing is:
a) Preserve documents
c) Hide documents
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b) Indexing
d) All

b) Destroying immediately

d) Printing

b) Paper
d) Clips

b) Instruction book
d) File

b) Topics
d) Random order

b) Confusion
d) More errors

b) Many departments
d) Digital filing

b) Dictionary system
d) None

b) Space
d) All

b) Modern method
d) Drawer

b) Destroy documents
d) Sell documents
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Short Questions

1. Define records. Why are they important?

2. What is filing? State essentials of a good filing system.
3. Explain centralized vs decentralized filing.

4. What is indexing? Give types.

5. Explain modern filing devices.

6. What is records retention?

7. Write a note on classification of files.

8. Explain the filing routine.

9. What is evaluating a records management programme?

10. Explain characteristics of a good filing system.

Long Questions

1. Explain the importance and objectives of records management.

2. Discuss filing methods with their advantages and disadvantages.
3. Explain classification and arrangement of files in detail.

4. Describe types of indexing and steps to select an indexing system.
5. Explain centralized and decentralized filing systems in detail.

6. Explain modern trends in office record-making.

7. Explain the filing equipment used in modern offices.

8. Discuss the steps in evaluating a records management system.

9. Explain the filing manual and filing procedures.

10. Write in detail about record retention and disposal.

Sksk sk sk sk sk sk sk sk ok
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UNITV
SECRETARIAL PRACTICE

Role of Secretary: Definition; Appointment, Duties and
Responsibilities of a Personal Secretary - Qualifications for
Appointment as Personal Secretary. Modern Technology and Office
Communication, Email, Voice Mail, Internet, Multimedia, Scanner,
Video-Conferencing, Web Casting. Agenda and Minutes of Meeting.

Drafting, Fax-Messages, Email. Maintenance of Appointment Diary.

Secretary:

Secretary means a person who writes in secret on behalf of his superior or for
body. The word Secretary has been derived from the Latin word Secretarius which means
a confidant or a confidential officer. The Latin words Secretarius contains a sense of

secretion or secrete.

According to the Companies Act Sec 2(45), “Secretary means any individual
possessing the prescribed qualifications appointed to perform the duties which may be
performed by a Secretary under this Act and any other ministerial and administrative

duties.”

A private secretary may be defined as an individual who is appointed by a very
busy and important person to assist him in the discharge of his daily personal and

confidential duties.

When a private secretary is appointed by an individual, the terms and conditions

of his appointment are determined by his master.

When a private secretary is appointed by an organisation as its Chief Executive,
the terms and conditions of his appointment are determined by the rules and regulations

of the organisation concerned.
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Difference between the status of a Private Secretary and a Personal Assistant:

The status of a private secretary is different from that of a Personal Assistant. A
private secretary is more than a Personal Assistant. The private secretary must be a
conscientious worker capable of understanding the full implication of any
correspondence and sometimes he has to alter, rectify, improve or completely rewrite the

dictation given by his employer.

He also represents his employer and does his confidential work. On the other
hand, the function of a Personal Assistant is quite simple. He is merely a routine worker

and has only to follow the dictation of his employer. He has no authority to alter any word

contained in the letter.

Aspect Personal Personal Assistant (PA)
Secretary
Primary focus Clerical and Administrative, organizational,
administrative tasks and personal support
Nature of role Traditional and Modern and flexible
structured
Main duties Typing, filing, Scheduling, coordination, travel
correspondence, planning, decision support
scheduling
Level of Limited Broad
responsibility
Decision-making Rkl Moderate to high
Autonomy Low to moderate Moderate to high
Involvement in Rare Frequent
planning

Personal tasks Usually not included Often included
oot (08l Handles routine Acts as key point of contact
communication
Confidentiality Moderate High
Required skills Typing, organization, Organization, judgment,
communication multitasking, problem-solving

IR0 =10 v 18 Junior to mid-level Mid to senior-level
Common work Offices with formal Executives, managers,
environment structure entrepreneurs
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Qualifications of the Private Secretary:
A private secretary should have the following qualifications:

1. He/She must have sound education. He must have post-graduate qualifications in

Economics or Commerce, preferably with a degree in Law.

2. He should have a high standard of general knowledge and be well-informed on current

affairs.
3. He should have a thorough knowledge of trade or profession.

4. He must have good knowledge of English— both written and spoken. He has to make

correspondence, write reports, minutes etc. in English.

5. He must have good communication skills. The secretary has to explain a lot to other

persons.
6. He must have a dynamic personality and pleasing behaviour.
7. He should have a sharp memory and must be hard-working.
8. He should have knowledge of office organisation, procedures and rules.

9. He should have knowledge of shorthand and typing, fax and computers, e-mails and

intranet as also internet.
10. He should have knowledge of accounts.
Functions and Duties of an Office Secretary:

The main objective of appointing a private secretary is to shift some burden of the
employer’s responsibility on the shoulders of the secretary so that the employer gets
some relief. A private secretary has to do many types of work. The functions of a private

secretary cannot be determined as in the case of other secretaries.

In the case of other secretaries, there may be laws to define the activities of the
secretaries, but in the case of a private secretary, his employer is his law. He has to do the
duties which may be entrusted to him by his employer. Therefore, it is very difficult to

describe clearly the functions of a private secretary.
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His functions may be broadly classified into the following categories:

1. Routine Office Work: Every private secretary has to perform some routine official
work which depends on the nature of the status of his employer. Routine office work of a
private secretary include handling of correspondence, maintaining records including
filing and indexing, maintaining various records, books of accounts and registers etc.,

attending telephone calls and callers, preparing tour programmes of his employer etc.

2. Literary Duties including the Work of a Stenographer: Every private secretary
must be a good stenographer capable of taking dictations from his employer and typing
them out. He has to draft routine correspondence for his employer. He has to draft

speeches, reports or statements as may be asked by his employer.

3. Receptionist’s Duties: Every private secretary has to act as a receptionist. He has to
handle telephone calls—both incoming and outgoing. He attends the callers and answers
their questions on behalf of his master. He maintains a diary for the engagements of his

employer.

4. Duties Relating to Meetings: The private secretary of a prominent person connected
with social or political organisations is frequently asked to act as a secretary to various
committees and subcommittees. He has to prepare and issue notices for meetings; he has
to conduct the meeting and prepare the minutes of the meetings. Sometimes, the private

secretary prepares the speech to be delivered by his employer at the meeting.

5. Household and Social Duties: Sometimes the private secretary holds a residential

post.

In that case, he has to perform many duties in connection with his employer’s

household and social affairs, as:

(i) To arrange for the payment of wages and salaries of domestic staff;

(ii) To maintain personal accounts of his employer and submit his income tax returns;
(iii) To maintain investment records of his employer;

(iv) To pay for electric, telephone and other bills;

(v) To arrange for purchase of tickets, hotel reservation, railway reservation etc.;



Office Management and Secretarial Practice

(vi) To make arrangements for parties, dinners, get-together and other engagements, to

send greeting cards, letters of congratulations etc.
Financial Duties of Office Secretary:

The main financial duties of a private secretary will be:
(i) Handling the cash and bank accounts of his employer;

(ii) Payment of bills, taxes, salaries, subscriptions and donations and keeping their

records;
(iii) Keeping records of the employer’s investments and the income derived therefrom;

(iv) Preparing the income tax returns and filing them before time and payment of income

tax to the government;
(v) Making payments for insurance policies.
Distinguish between Personal Secretary and Company Secretary
There are two types of Secretaries:
(1) A Secretary of an organisation or body or committee, etc.
(2) A Private Secretary serving a particular person.

A Company Secretary is a senior officer of a company responsible for ensuring that
the organization follows all legal and regulatory requirements. They handle statutory
records, prepare agendas and minutes of board meetings, advise directors on corporate
governance, and act as a link between the company, its management, and regulatory
authorities. Their role is essential for the lawful and efficient management of the

company.

A Personal Secretary, on the other hand, provides administrative and clerical
support to an individual executive or manager. Their duties include managing
correspondence, arranging appointments, typing documents, maintaining files, and
assisting with day-to-day office work. Unlike a Company Secretary, a Personal Secretary
does not have statutory responsibilities and focuses mainly on supporting an individual’s

routine activities.
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Basis of Personal Secretary Company Secretary
Distinction
Appointment Appointed by an individual or Appointed by the Board of
a firm. Directors of a company.
Qualification No specific qualification Must possess prescribed
required. qualifications (e.g.,, membership of
ICSI).

Legal Status Not recognized by law. Recognized as a statutory officer
under the Companies Act.
WNELNCRO RV Handles personal or Handles company’s secretarial and
confidential matters of legal matters.
employer.
SRR Y Limited to personal or office  Wide scope including compliance,
work of employer. meetings, records, etc.

Liability No legal liability. Legal liability for non-compliance

with company law.

RO LB Salary or fees as per mutual Salary as per company’s terms and
agreement. conditions.

Works under direct Works under Board of Directors,

supervision of employer. has statutory powers.

Authority

Modern Technology and Office Communication

Developments in technology and communication generally go hand-in-hand and
development of Internet has led to the advancement of communication to a new level.
Almost all methods of communication use Internet. Above all, interaction of mobile

gadgets has changed the entire scenario.
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Communication is the lifeline for every business. Organizational structures are
created to enable among other things smooth communication as well. Development in
Technology has altered the business world and business communication in particular.
Communication has undergone a sea change. Accurate business planning, effective
marketing, global sales, systematic management, real time monitoring, instant customer
support and long -term business growth cannot be achieved at the optimum level without
technology. For maximum utilization of the benefits of such efficient technologies, it is

vital that employees also have the skills to use them.

Email is the principal means of communication nowadays between employees,
suppliers and customers. Email provides a simple and inexpensive means to
communicate. Other communication tools generally used in business which have evolved
overtime are teleconferencing and video-conferencing systems which allow live chat.
Voice over internet protocol (VOIP), telephones and smart-phones offer even more high-
tech ways for employees to communicate. As time goes on, more emerging technologies
will change the way we communicate. Today, every business use technology in its own

way to reach the targeted consumers.

The role of technology in business communication has never been more vital to
nearly every aspect of a business as it is now. Technology has made communication easy
within companies and between its stakeholders. Below are the role of technology in

communication to a business:

1. Speed and Costs: The most significant impact of technology on communication is on
its speed and cost. The use of computers to accomplish specific tasks at work creates
room for making correction instantly and it also reduces human errors. Developments in
technology such as the Internet and mobile devices have taken communication to a new
level. Communication has become speedy and mobile. Information can be sent to anyone
from anywhere and to any part of the world to any number of people at just a click of a
button at negligible cost. The Internet has thus increased the speed of communications
manifold and reduced the costs drastically. Use of internal networks at the workplace can
help in sharing of gadgets like printers and scanners, so employees do not have to move

to different departments to share technological tools. Cloud computing helps in sharing
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applications over internet. All these developments have led to the significant reduction in

costs.

2. Change in Style: The invention of mobile gadgets such as cell phones and tabs made
communication easier by allowing people to communicate from any corner of the world.
Mobile gadgets have changed the nature of communication altogether. The possibility of
high-quality communication from anywhere in the world at low costs has led to a marked
decline in face-to-face communications and an increased reliance on communication over
electronic mediums. The ease of communication has led to the increase in volume of

communication. People can now communicate whatever comes up instantly.

3. Accessibility: In business world, access to information helps get competitive
advantage. We all now have access to any type of information through the internet. Now
information can be accessed at any hook and corner at a click of a button anytime.
Reduction in costs of communication has also contributed significantly to increased

access.

4. Image building: Creating the right image is very important to any business for its
success. Technology can help businesses in building their image. Almost, all companies
have their websites now which provide information about the company and its products.
Social networking sites such as face book and twitter are increasingly being used by the

company as a means of making themselves known to their target audience.

5. Increase in scope of business: Technology has greatly increased the scope of
business. Many internet-based companies which does the majority of its business on the
Internet have come up. Businesses are getting transnational. Ease of communication,
increased speed and reduced costs have helped business spread across different nations.
Internet marketing has led to the expansion of the market. Internet marketing has made

entire world a potential market and deliver benefits such as:

e Growth potential

o Reduced expenses

e Better control

e Improved customer service

e Competitive advantage
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Mobile marketing strategies are also being used to advertise products to the
customers based on their current location. Mobile applications such as Quick Response
(QR) codes offer additional information to customers about a company or service. All
these possibilities have evolved out of technology providing interactive opportunities to

connect with current customers and attract new consumers.

6. Easy Product Launch: Technology has made launch of a new product very easy.
Rather than expensive door to door marketing earlier, customers can be approached
through emails, tele advertising, text messages and many such other means. Also, there
are companies which specialize in this type of communication and their services can be

availed by the business whenever required.

7. Product or service surveys: Product or service survey is critical for a company to
know about the customer’s likings of its product and areas. These days, social networks
are widely used to conduct such surveys where customers are induced to provide quick

response by offering incentives thus, saving money and time.

8. Social interaction with consumers: Technology has enabled businesses to remain in
touch with the customers. Social interaction of business with consumers has become very
simple and free of cost with social networks such as Facebook and twitter. Businesses can
create their pages and can get followers for these pages. This way a business can get

increased exposure to potential customers and reach the targeted audience with ease.

9. Video Conferencing: Videoconferencing helps remote users to interact with each
other as if around the same table, creating a virtual workplace. Video conferencing has
done away with the place barriers. People sitting at different places across the world can
now interact with each other through audio and video conferencing thus, saving time and

money.

10. Increase in Productivity: Technology has increased the efficiency and productivity
of workers. It helps avoid wastage of time and effort. Information can be easily exchanged
within seconds for which one has to put in a lot of efforts earlier, resulting in saving of

time and money which could be invested in some more productive activity.

11. Encourages Innovation and Creativity: Workers can use different business

technologies to create innovative business ideas which can be used in business growth
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and expansion. Employees can use internet technology to innovate ways of promoting a
business online. Social enterprise networks can be used by employees to socialize and
interact with other creative employees from different organizations, resulting into
information exchange and it also encourages brain storming sessions on various work -

related issues.

12. Creates Mobility: The use of internet and computers to work has eliminated space
and time boundaries. Employees can work from anywhere at any time. This mobility
makes employees stay in control of their jobs. Technological tools like virtual meeting
applications save time. There is no need of physical presence at meetings yet information

and data can be shared in real-time.

13. Management Information Systems: Management Information Systems (MIS) is an
information technology function that is designed to streamline and optimize the
operations of a business or company. The concept may include systems such as
transaction processing system, decision support system & executive information system.
MIS professionals help organizations to maximize the benefit from investments in
personnel, equipment, and business processes. MIS is an integral collection of functional
information systems, each supporting particular functional area like finance, accounting,
marketing, HR and inventory Management Information Systems. MIS has its applications

in various functional areas in any business organization.

14. Customer Relationship Management: IT has enabled companies to manage
customer relationships through Customer Relationship Management (CRM) systems
which capture every interaction a company has with a customer, so that a more enriching
experience is provided to the customer. The customer has a better, more focused
experience and the company benefits from improved productivity. It also improves
customer service. Employees can use various communication tools like text messaging
services or video conferencing tools to share and exchange information at work. Also,
communication technologies can be used in the customer service department to serve

customers in time.

Thus, by studying various means of technological communication and their role in

businesses and individual’s life, we come to know how important it is to have effective
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technological communication which acts as a tool to make progress in any business

endeavour.
Recent Business Communication Trends:

Technology has affected communication field more intensely than any other field
and in turn affected business communication as well. Some of the trends being followed

these days that are used to improve communication at work are:

1. Social Intranet Software: The adoption of social intranet software has been on the
rise. An internal website of a company is called intranet. Authorship, which is the ability
for everyone to create content and Connections, means to be able to see who created the
content and to connect with them make intranet social. They help in building more
effective internal communications and offer a more comfortable and convenient way to
communicate with everybody. A social intranet allows all employees to author rich
content, connect every piece of content to people, and helps people connect with each

other.

2. Collaborative Online Workspaces: Collaborative online workspaces break down
barriers to communication and make collaboration easy. It provides a platform for small
group interactions in less formal settings. It brings people together to have discussions,
share ideas, create and share content, negotiate deals, build teams, manage activity,
innovate, refine skills and more. Thus, it promotes creativity, diversity of thought, and a

sense of togetherness.

3. Unified Communications: Unified communication is created by integrating real-time
and near real-time communication systems like chat services, phone, video conferencing,
messaging, feedback and commenting systems, and others. Unified communication
system reduces infrastructure costs and contains more features. It makes communication

simpler and helps in efficient management.

4.Video Conferencing: While video conferencing has existed since the 1980s, but today,
video conferencing is not just confined to a board room but video-enabled phones and

tablets that allow employees and management to call wherever, whenever.

5. Mobile Devices: Smart phone or mobile device have brought a big change in the

business processes. Today’s smartphones are more powerful than computers and have
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created unlimited opportunities for businesses. With mobile devices, employees have
also become mobile. They need not stick to a place to do the work. They can also remain
connected to their work, access company data, and update the rest of the team on their
progress from a remote place by logging in through their smart phones. Employees can
use their personal devices at work and be just as efficient. The real benefit here is that
employees enjoy using their own devices — and the company benefits by having easy

reach to employees at all times.

6. Cloud-based Apps: Cloud application in simple words, means software application
that is never installed on a local computer but accessed over the Internet. The use of
cloud-based application services has been on rise. Many companies are providing cloud
services at affordable prices which are beneficial not only for small businesses (who
cannot afford it) but also big businesses (which need such a service for short time) for
running day-to-day activities. Cloud-based services and apps can also be accessed on

mobile devices which makes collaboration with team members highly convenient.

7. Seamless Technology Integration: It describes two or more components merged
together into a single system that work smoothly with the existing system. It aims at
encouraging employees to integrate their personal devices for personal work and office
work thus, reducing friction between the two and company’s communication is greatly

enhanced in the process and all information is available every time.

8. Chat Services: Though chat services are not new, but they have revamped. Chat
services are being used to keep in touch with various work teams and departments. Chat
services accommodate a range of media types including audio and video conferencing.
These services enable teams or employees to quickly bring each other together when

necessary.

9. Video: Video are more effective means of communication and are more engaging for
internal as well as external communication. With increase in the speed of internet,
accessibility to videos has become easy. Within the organization, videos are being used

effectively to train staff, explain a process, and to make vital company announcements.

10. Infographics and Images: Graphics containing information are always more

effective than plain text. They are very effective communication tool and also are very
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effective in explaining a process to employees There are many online tools available at

low- cost enabling businesses to create such images.
Communication Tools

Organizations use communication technology to support and drive their business
activities. Technologies like e-mailing, messaging, video conferencing, and document-
sharing are fully integrated into work systems in most organizations. Some technologies
like teleconferences and web chats support real-time interaction i.e. immediate and
direct interaction among individuals at different locations. While some communication
tools are asynchronous. Messages may be transmitted by senders and processed by
recipients at different times for example, e-mail and PowerPoint presentations etc. Many
applications allow for both real-time and asynchronous communication. Not only large
business houses but even medium and small ones use them in their day-to-day working.
Among such means are fax, internet/email and videoconferencing. Most of the
communication tools use Internet. Some examples of technology used to communicate in

business include:

1. Fax: Just as the conventional telephone carries voice, a fax or facsimile machine carries
printed messages containing both words and pictures in photocopy form from the sender
instrument to the receiver instrument. With the advent of other sophisticated

communication forms, fax machines have become almost obsolete now.

2. Scanners: Scanners covert paperwork into electronic files quickly for storage and
transmission thus, enabling easy exchange of information. Now there is no need to make
any botheration involved in post office mailing of the important business documents. One
can scan and send these files in a matter of seconds across the Internet. Now scanning
and sending documents is also possible through various applications available on smart
phones as well. In a way scanners have replaced fax machines since scanning has become

easy and one need not buy a special device like a fax machine.

3. E-mail: Electronic mail widely known as E-mail is one of the most widely used modes
of communication by the business houses because of its speed, convenience and
economy. At a click of a button, hundreds of pages of information can be sent to hundreds
of people worldwide. Unlike traditional mailing systems which involved posting it to a

post office and delivery charges, email is sent at a click of button via internet. One of the
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Variants of e-mail is voice mail. Here, a message, instead of being communicated in a
written form, is sent in the form of voice of the caller. Like e-mail, it is very easy to use
and is a convenient way of leaving short message for someone who is not immediately

available.

4. Teleconferencing & Videoconferencing: Teleconferencing enables people in
different parts of the world to have an audio meeting. And thus, all people connected over
a network can interact simultaneously with each as if in a meeting. They need not be
physically present at the same place. A person sitting in any part of the world can be a
participant in such a conference. A further advancement in this technology is video
conferencing where people connect over network can, not only hear but see each other
as well. Thus, this technology allows remote users to interact as if around the same table,
creating a virtual workplace and saves money otherwise spent in travelling and a lot of

transit time which can be utilized elsewhere.

5.Web conferencing: Conferencing technology makes it easier for employees to
communicate with each other regardless of where they're located. Most live conference
technology involves both audio and video feeds of the attendees. Other features include
computer screen-sharing capabilities and brainstorming screens. You can use web
conferencing platforms to collaborate remotely, deliver live lectures and meet with long-

distance clients.

6. Cell Phone/ Smart Phones: Cell phone is one of the biggest advancements in
communication technology. Cell phones are necessary for business mobility. Employee
can be contacted anytime whenever required. Now Cell phones are not just restricted to
calling only. They have become smart phones. . Smart phones have endless number of
features. It has shortened communication actions. They give you the option of browsing
the web, checking email, taking photos and watching videos, audio/video-conferencing,
storing and sharing of files. . Endless number of applications have developed which have
enhanced the capabilities of Smart phones to almost infinity. Small market players can

greatly benefit from the advanced functionalities of these mobile devices.

7. Radio Frequency Identification (RFID): Radio Frequency Identification has
substantially changed the field of business logistics and has the potential to increase

company’s efficiency significantly. RFID tags help track items and materials They are
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small chips with encoded information that respond to radio waves which helps in
tracking, allowing quick updates of warehouse inventories and real-time tracking of
shipments as they pass through the supply chain. Through RFID companies can take

advantage of “just-in-time” shipping.
Disadvantages of Using Technology in Business

Technology today has integrated with our everyday lives. In business as well it
plays big role as it is used to manage inventory, track materials, make products and
provide speedy internal and external communication. However, technology can also be a

disadvantage because of the following reasons:

1. Expenses: Usage of technology involves expenses which include initial purchasing
costs, maintenance and updation costs and training expenses of employees to use that

technology. Should a system failure occur, the entire system comes to a halt.

2. Security: The most important concern using internet- based services is the security
concern. There have been cases of stealing confidential information, hacking emails and
websites and monetary frauds etc, which costs company millions of dollars. Lot of steps
have been taken to ensure safety of e- transactions, but still, one cannot deny of the

possibility of being the victim to such crimes.

3. Disconnectedness: At one side, where technology connects people, it also disconnects.
Emails and instant messages have replaced other forms of routine communication. A
problem with such form of communication is that it lacks personal touch. Due to less face-
to-face interaction, cordial relations among employees do not develop so easily. But on
the other side, venues such as video conferencing eliminated such communication

obstacles.

4. Distractions: System failures are often a problem when using technology. Emails and
instant messages also interrupt work. There are other forms of distractions from work

such as online games, music and videos.

5. Makes employees lazy: Since most tasks are automated by technology, many
employees become lazy at work, technology Kills their creativity and skills. Simple tasks
like calculating sales and tracking inventory are being done with computers. There is no

need to put brains at work, making employees lazy and dependent on technology.
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6. Affects Workplace Relationships: Face to face interaction is important in building
workplace relationships, it gives a chance to know each other in person and strengthens
relationships. These days employees usually communicate via cell phones, text messages,
email or virtual video conferencing tools, eliminating the need for face-to-face
communication. Employees become more reserved and self-centred. They get buried into

their work which can be of great harm to a business.
Agenda of a Meeting

[t is a practice to send an agenda along with the notice to the members who have
to attend the meeting. An agenda is a programme of the items of the business to be
discussed at a meeting in the order in which they are to be taken. The purpose of agenda
is to let all the members of the committee or organization give adequate information so
as to enable them, prior to the meeting, ponder over the items of business to be discussed.
Agenda is prepared by Secretary in consultation with the Chairperson and the items of
business dealt with at the previous meeting are taken into consideration. The Secretary
should make a note of any matters requiring the attention of the members, so that these
may be included in the agenda for the next meeting. An agenda could be a part of the
notice of the meeting or can be annexed along with it. When the agenda is given as an

annexure to the notice or circulated separately it contains the following information:
¢ Name of the organization and date of circulation.
¢ The day, date, time and venue of the meeting.
e The items of business to be transacted at the meeting.
¢ The background paper or information, if any.

Sometimes, the first item on an agenda is the “confirmation of minutes of the previous
meeting” and the last item is “any other matter with the permission of the chair”. Other
matters are arranged according to their importance. The routine matters are put first and

then the controversial matters.
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Minutes of a Meeting

Minutes of a meeting may be defined as a record of the proceedings of a meeting

and are kept to preserve a brief, accurate and clear record of the business transacted. The

term ‘Minutes’ in literal sense means a note to preserve the memory. The minutes of any

meeting serves as an official record of what took place i.e. the points discussed and

decisions taken during any meeting. One must be very alert and accurate in taking down

minutes of meeting. Before the Meeting, choose your medium carefully with which you

will take notes, i.e. pen and paper, laptop, computer, or tape recorder. Also ensure that

the same is in working order and have a backup facility in case of emergency. It is

important to refer the meeting agenda to formulate an outline of minutes of meeting.

During the Meeting

Get a list of committee members and pass around an attendance sheet.
Note the time when the meeting begins.

Don't try to write down every single comment - just the main ideas.

Write down motions, which made them, and the results of votes, if any; also
write down who seconded a motion.

Make note of any motions to be voted at future meetings.

Note the ending time of the meeting.

After the Meeting

R/
L X4

X/
°e

Type the minutes as soon as possible after the meeting, while everything is still
fresh in your mind.

Include the name of organization, name of committee, type of meeting (daily,
weekly, monthly, annual, or special) and purpose of meeting.

Include the time the meeting began and ended.

Proofread the minutes before submitting to the executive for obtaining relevant

signatures.

A draft is generally submitted to the Chairperson for approval before the final copy is

typed.
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Drafting Fax Messages (Fax-Messages)

While less common than email, faxes are still used in some industries (legal,
medical) for secure document transmission. A professional fax message should be concise

and clearly formatted.
Essential Components of a Fax Cover Sheet:
e Sender Information: Your name, company, and contact details.

e Recipient Information: The intended recipient's name, company, and direct fax

number.
o Date and Time: The date the fax is being sent.
o Subject/Reference Line: A brief description of the document's contents.
e Number of Pages: Include the cover sheet in the count.
o Confidentiality Notice: A standard legal disclaimer.
o Short Message: A brief, professional note explaining the purpose of the fax.
Drafting Emails (Email)

Email is a primary mode of business communication. Clarity, professionalism, and

conciseness are paramount.
Essential Components of a Professional Email:

e Subject Line: Must be clear, concise, and action-oriented. Example: "Meeting

Request: Q3 Project Review" or "Action Required: Approve Budget by EOD Tuesday."
o Salutation: Professional greeting (e.g., "Dear Ms. Smith," "Hello John," "Hi Team").
e Opening: State the purpose of the email immediately.

o Body: Keep paragraphs short and use bullet points for readability. Focus on one

main topic per email if possible.

o (Call to Action (CTA): Clearly state what you need the recipient to do next (e.g,,

"Please send the report by Friday," "Let me know your availability").
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e Closing: Professional sign-off (e.g., "Sincerely," "Best regards," "Thanks").

o Signature Block: Standardized signature with your name, title, and contact

information.
Maintenance of Appointment Diary

Maintenance of Appointment Diary refers to the systematic recording,
organizing, and updating of all appointments and engagements of an executive or officer

to ensure effective time management.

It involves noting down meetings, interviews, deadlines, and personal commitments
with details such as date, time, venue, and purpose. The diary must be checked regularly
to avoid clashes, reminders should be given in advance, and any changes or cancellations
should be updated promptly. Proper maintenance of an appointment diary helps the

executive stay organized, punctual, and well-prepared for daily activities.
Diary Management

Diary Management is a systematic administrative function that involves the
accurate recording, planning, coordination, and control of appointments, meetings, and
official engagements of an executive. It ensures the effective utilization of time by
prioritizing activities, preventing scheduling conflicts, providing timely reminders, and
facilitating smooth execution of daily organizational tasks. Proper diary management
contributes to efficiency, punctuality, and effective decision-making within an

organization.

1. Recording Appointments: It involves accurately recording meetings, interviews,

deadlines, and engagements in a diary or digital system.

2. Planning and Scheduling: Activities are planned in advance to ensure proper

allocation of time for official and personal commitments.

3. Fixing Priorities: Tasks are arranged according to their importance and urgency

to ensure effective time management.

4. Avoiding Clashes: Diary management helps prevent overlapping appointments

and scheduling conflicts.
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5. Providing Reminders: Timely reminders are given to the executive to ensure

punctuality and preparedness.

6. Updating Changes: Cancellations, postponements, or new appointments are

promptly updated in the diary.

7. Confidentiality: Sensitive information related to appointments is kept secure and

confidential.

8. Improving Efficiency: Proper diary management contributes to better

organization, productivity, and smooth functioning of office activities.
Electronic Diaries

An electronic diary is a digital tool used to record, organize, store, and manage
appointments, meetings, and schedules using electronic devices such as computers,
tablets, or smartphones. Electronic diaries improve efficiency, accuracy, and convenience

in modern office and administrative management.

1. Digital Scheduling: Appointments and events are entered and stored

electronically instead of in a paper diary.

2. Easy Editing and Updating: Changes such as cancellations or rescheduling can

be made quickly without rewriting.

3. Automatic Reminders: Alerts and notifications help users remember meetings

and deadlines on time.

4. Time Management: Electronic diaries assist in planning daily, weekly, and

monthly schedules efficiently.

5. Accessibility: Information can be accessed anytime and anywhere through

electronic devices.

6. Integration: They can be linked with emails, calendars, and task management

applications.

7. Accuracy and Clarity: Reduces errors caused by illegible handwriting and

missing entries.



Office Management and Secretarial Practice

8. Security and Backup: Data can be protected with passwords and backed up to

prevent loss.

9. Environmentally Friendly: Reduces the use of paper.

Best Practices for Maintenance:

Consistency is Key: Use one primary system (digital is recommended for syncing

and reminders) and input all appointments immediately.

Block Time for Tasks: Don't just schedule meetings; block time for focused work,

email processing, and breaks. This is called "time blocking."

Color-Coding: Use different colors for different types of events (e.g., client
meetings in blue, internal meetings in green, personal tasks in yellow) for quick

visual organization.

Set Reminders: Utilize digital reminders (15 minutes before, 1 hour before) to

ensure you are always prepared.

Review Daily and WeeKkly: At the start of each day, review your schedule. At the

end of the week, plan for the next one.

Buffer Time: Schedule travel time or preparation time between meetings to avoid

feeling rushed.
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SUMMARY

Role of Secretary

Handles communication, meetings, correspondence, appointments.

Definition:

A secretary is a person who handles office correspondence and administrative support

to executives.

Duties & Responsibilities

Managing communication



Arranging meetings

Preparing agendas and minutes
Handling confidential matters
Maintaining files

Coordinating appointments

Qualifications

Communication skills
Computer knowledge
Typing and shorthand
Organizational ability

Confidentiality

Modern Technology

Email

Voice mail

Internet
Multimedia
Scanners

Video conferencing

Web casting

Agenda & Minutes

Office Management and Secretarial Practice

Agenda = list of items to be discussed in meeting.
Minutes = written record of meeting decisions.

Drafting, Fax, Email

Business letters
Fax messages

Email etiquette
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Appointment Diary

Used to schedule and organize daily tasks of executives.
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Choose the correct one

1. Secretary manages:

a) Correspondence, schedules, office operations
b) Manufacturing

c) Sales

d) Only marketing

2. Personal secretary maintains:
a) Only files

b) Appointments, emails, reports
c) Only phones

d) Only letters

3. Qualifications for personal secretary:

a) Only typing skills

b) Only shorthand

c) Communication skills, office knowledge, computer proficiency
d) None

4. Technology tools include:

a) Only phones

b) Only fax

c) Only letters

d) Email, voicemail, internet, video conferencing, scanner

5. Agenda organizes:
a) Deadlines

b) Employees

c) Meeting topics

d) Salaries

6. Appointment diary helps:

a) Ignore meetings

b) Schedule meetings and avoid conflicts
c) Marketing

d) Manufacturing
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7. Drafting prepares:

a) Physical products

b) Only emails

c) Professional letters and reports
d) Only files

8. Fax:

a) Sends emails

b) Records audio

c) Physical mailing

d) Transmits documents quickly over phone lines

9. Secretary role includes:

a) Cooking

b) Marketing

c) Maintaining communication and confidentiality
d) Only filing

10. Modern office communication includes:

a) Only letters

b) Only phones

c) Only meetings

d) Email, video conferencing, messaging, webcasting

11. Secretary prepares:

a) Only appointments

b) Only letters

c) Agendas, records minutes, follows up on actions
d) Only reports

12. Digital tools and multimedia:

a) Not useful

b) Only for decoration

c) Only for emails

d) Enhance secretarial work efficiency

13. Email supports:

a) Physical communication

b) Only phone calls

c) Fast, documented, global communication
d) None

14. Voice mail:
a) Physical letters
b) Stores and retrieves messages



c) Only fax
d) Only email

15. Scanner:

a) Prints documents

b) Sends email

c) Digitizes physical documents
d) None

16. Webcasting:
a) Emails only
b) Voice calls

c) Fax

Office Management and Secretarial Practice

d) Broadcasts meetings or events online

17. Appointment diary records:

a) Only files

b) Only letters

c) Schedules, reminders, deadlines
d) Only reports

18. Minutes of meetings:

a) Only notes

b) Only letters

c) Serve as evidence and reference
d) Only agendas

19. Filing and record-keeping:
a) Not important

b) Only storage

¢) Critical for secretarial work
d) None

20. Confidentiality and professionalism are:

a) Optional

b) Not needed

c) Essential qualities
d) Only for managers

Short Questions

1.Define secretary. State any four functions.

2. What are the qualifications of a personal secretary?
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3. Explain email and voice mail.

4. Write a note on agenda.

5. Explain minutes of meeting.

6. What is video conferencing? State its uses.

7. What is appointment diary?

8. State the duties and responsibilities of a secretary.
9. What is office communication?

10. Write short notes:
(a) Web-casting (b) Fax messages

Long Questions

1. Explain the role, duties and responsibilities of a personal secretary.
2. Discuss modern office communication technologies.

3. Explain agenda and minutes with examples.

4. Describe drafting of letters, emails and fax messages.

5. Explain the importance of appointment scheduling.

6. Write in detail about internet, multimedia and scanners.

7. Explain the need for secrecy and confidentiality for a secretary.

8. Describe how technology helps secretarial efficiency.

9. Explain the working of a secretary in conducting meetings.

10. Discuss the role of a secretary in communication and coordination.
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