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BLOCK1 FUNDAMENTALS OF MODERN
OFFICE MANAGEMENT

In the present day world, office forms an integral part of any business organisation.

In fact, the continuous processing of information by an office keeps .ne wheels
of an organisation moving. However, the smooti functioning of an office depends
upon the way various activities are organised, the facilities provided, the working
environment, and the building up of proper office systems and procedures. This
introductery Block deals with these very aspects in detai.

Unit 1 discusses the principles and functions of a modern office, the process of
office management, and the functions of an office manager.

Unit 2 deals with administrative arrangement and facilities, the factors taken into
account in choice of office location, and various aspects relating to office space
and office layout.

Unit 3 deais with the working environment of the office inciuding interio-
decoration, choice of furniture and fixtures, and problems of lighting, ventilation,
noise, sanitation and security.

Unit 4 explains the meaning and nature of office systems and procedures and the
importance of office manual and flow charts.
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UNIT1 NATURE AND SCOPE OF
OFFICE MANAGEMENT

Structure

1.0 Objectives
1.1 Introduction
1.2 Meaning of Office

1.3  Functions of Modern Office

1.3.1  Primary Functicas
132  Administrative Management Functions

1.4  Importance of Office

1.5 Modern Office Organisation

1.5.1 Definition of Office Organisation
1.5.2  Principles of Office Organisation
1.5.3 Steps in Office Organisation
1.5.4  Organisation Chart

1.6 NMature of Office Services

1.7 Decentralisation and Cen ralisation of Olffice Services

1.7.1  Decentralisation
1.7.2  Centralisation

1.8 Offi= Mana ¢ nent

L%1  Elemens of Office Management
L8.2  Major Processes of Olfice Managcment

1.9  Departmentation of Office

1.10  Office Manager

1.10.1 Functions of Office Manager
1.10.2 Qualifications of Office Manager
1.10.3  Status of Office Manager

1.11 Let Us Sum Up

1.12 Key Words

1.13  Answers to Check Your Progress
1.14 Terminal Questions

1.0 OBJECTIVES

Alfter reading this unit, you should be able ‘to:

® describe the meaning and scope of the office

® outline the functions of a modern office

® explain the principles of office organisation

® distinguish between centralisation and decentralisation of office services
e describe the processes of office management

® discuss the functions and status of an office manager.

1.1 INTRODUCTION

In your daily life, you cannot go without visiting an office—school office, college
office, municipal office, transport office, electricity o fice, post office, government
office etz. for some work or the other. Where you can e=t your work done easily

ACCOM-01/5
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and within shortest possible time, you feel that ihe office is an efficient one. On
the other hand, you form a poor opinion about the office where there are people
working with files but you find it difficult to get your work done in proper time.

The nature of services provided by a modern office makes it an integral part of
every organisation. For the efficient conduct of managerial functions managers
are dependent on a large variety of information which are recorded in officc
vecords. Prompt availability of records and documents nct only make the task of
managers easier, but also help them in conducting business activity. These functions
can be carried out effectively provided information relating to the past and nresent
business condition are readily available. It is the office where all sech information
can be readify obtain d. In this unit, you will learn the meaning, importance and

the functions of moc.ern office, principles of office organisations, the major process
of office management, and the functions and status of an office manager.

1.2 MEANING OF OFFICE

In a fast changing socicty, every business enterprise is faced with fast ever-changing
conditions. Techniques of production have undergone a rapid change and many
new techniques are on the way. The ever-widening markets are a challenge by
themselves, Also one has to take care of the emerging human relations in the
husiness. Most of these problems of change can be tackled only with the help
of “Information”. Recording, retaining, analysing and supplying the required
information for various purposes to different verscrs are th: basic needs of an
enterprise. These activities laken  thight reoprrice  an im Jortant ‘services’ function
perform d in he “office™,

The term olfice is commonly used to mean a place where all paper work is
undertaken. The common man's view of an office is a place where some clerks
and a few officers sit on chairs with a few files on their table doing some writing

on paper. This view-point suggests (a) paperwork, (b) a definite place, and

(c) work of a routine nature. But, office work is not confin-a lo paper work
only, and it may not be confined to a particu ar place.

The traditional view of office (held by many even today) is that office work is
concerned only with the records of the enterprise, i.e., making records, using
records, and preserving them for future reference. Accordingly, the purpose of
an office is to provide only clerical assistance to other depart.nents. It also suggests
that office work does not involve any preductive activity as it consists of routine
clerical operations.

The traditional view does not explain all the functions performed by an office.
The modern view is that office is the administrative centre of business where
relevant records are prepared, preserved, and made available for the purpose of
efficient management of the organisation. In a broad sense, office represents
service functions which involve clerical work wherever it may be performed. In
a modern organisation, there are a ways some people to receive records and
supply information and updertake elated activities like receiving and mailing
letters, typing and duplicating, maintaining files, etc. All these clerical activities
constitute office services and are performed in the office. Thus, the term ‘office’

can be defined as any place where records are prepared, handled and preserved
for future reference, and making them available as and when required. Needless

to mention here that it is the nature of work that is significant, and it is neither

the place where it is done nor the persons who do it.

Scope of the Offica Activities

Essentially, office work is concerned with collecting, processing and supplying
information to business managers who nead it for decision making, The relevant
records must be prepared, pieserved and made available to the right person at
the right time and in the right form. Office activities connected with records
management involve receiving various documents, copying and duplicating, filing
papers, classification of files, preserving files and locating references quickly.
Office work also includes processing and presenting numerical data in the form



of statements and reports, handling of inward and ou'ward correspondence, and
providing facilities for internal and external communication. Further, the office
may be required to maintain and provide public relations through press releases

and notifications, and to respond to public enquiries and complaints,

1.3 FUNCTIONS OF MODERN OFFICE

A modern office performs a variety of functions which may be classified as:
(i) primary or basic functions and (ii) administrative /management functions. These
are shown in Figure 1.1.

Let us discuss them in detail.

1.3.1 Primary Functions

The basic functions of the office include receiving, recording, arranging, analysing
and giving information. The nature of thesc basic functions is descrnibed below:

1} Recelving and Collecting Information: In every organisation, be it a government
or private one, information comes through letters, circulars, memos, orders,
reports etc., from within and outside the orgamsation.

a) Internal Source: Information from within the organisation may be received
from various departments or executives in the form of letter, notes, memos,
circulars, etc. and orders, instructions or messages over the telzphone.

Figure 1.1: Functions of ar. Office
Functions of Modern Office

¥ R
Piimary Functions Administrative
Management
Functions
! I 1) v
Receiving and Organising Storing Supplying
Collecting Information Information Information
Information
i ¥ 1 T 3 I 2
Communication Safety and Coordinstion Planning Systematisation Off Public
Security and Personnel Relations

Cost Reduction Administration

Notes addressed by some functional departments for the attention of other
may also be received by the office. For cxample, the marketing department
may send feedback information from consumers about a new product to
the production department. Proposals for manufacturing a new product or

about operating problems may bg sent by the production manager to the

managing director. The finance department may send a report to the

managing director about the feasibility of raising capital. All such information

may be raceived by the office to be used by top management for
decision-making.

b) External Sources: Information received from outside the organisation may

originate from customers, suppliers, from government departments, financial

institutions and banks, the general public and other organisations. Information

may be received directly or from other departments through letters, enquiries,
order invoices circulars, notices etc. The office may also collect information
on its own initiative by sending out enquiries, questionnaires etc.

2) Organising Information: The office mostly receives information in raw or crude
form. The information so received cannot be of any use to the managers,
unless it is processerl and presented in a svitable form. This is done by
converting raw information into written records, The nature and format of the
written record depends upon the importance of information. While organising

Nature and Scope of ffice
Management

ACCOM-01/7



Fundamenials of Modern Office
Munagement

ACCOM-01/48
§

information, the task of the office comprises arrangement, summarising
tabulation, and graphic presentation of data. Until recently, the entire process
was carried out manually. Today with the availability of computer facilitics
large volumes of information and data can be processed by electric device and
presented in a meaningful form as desired,

3) Storing Informatiofi: The recorded information accumulated in the office need
to be preserved and maintained for future reference. The basic objective of
preserving info;mation is te make these available as and when required by -
management without delay. Various business laws like the Companies Act,
Income Tax _ct, etc., require that vital records must be maintained for a
specified peri_d ,of time. For all these purposes, the office may, thus, be
regarded as ‘Jata Bank’ to the organisation

4) Supplying Infoomation: Information which has been collected, processed and
rzcorded by the office must also be supplied to managers as and when required.
Management Jdecision making depends z great deal on the supply of accurate
and timely infCtmation. Management may need information of a routine nature
to be supplied by the office periodically, like statements of attendance, stock
position, cash and bank balar.ces, etc. The office may also be required to
supply information of a special nature, eg. cost estimates of a job, credit
inforrnation about a customer, outstanding dues of suppliers, etc.

1.3.2 Administrative Managemen* Functions

1) Communication: Making arrangement for communication between different
irdividuals within the organisation throsgh intercom facility, meetings, etc. and
betw;en outsiders and the organisation through personal contact, telephones,
letters, etc., is an important function performed by the office.

Through communication people are linked with the organisztion to achieve
specific objective. The office provides chanrels of communication which enables

continuous flow of information with speed and accuracy. Office has to give
due impcrtance rot only to the mode of communication (verval cr written)
but also to the means (telephone, telex, ordinary mail, courier, etc.).

The communication system run by the office not only helps interaction between
persons within an organisation and managers of the two or more organisations,
but also enables transmission of policies, instruction and orders issued by the
management for the guidance of various departments,

2) Safety and Security: The office has to keep in safe custody the records of the
organisation and also make-arrangements for security of properties and assets
of the enterprise e.g. buildings, office machines, furniture, equipments, ete.
The office is not only responsible for the safety of assets but aiso for their
upkeep and maintenance. Adequate insurance cover should be provided for
protecting the assets of the organisation against hazards of fire and theft,

3) Coordination: Coordination implies an orderly arrangement of group efforts to
ensure unit, of action in the realisation of common objectives. Office has to
synchronise the efforts of individuals and departmental staff to ensure proper
timing and sequence of activities so that the organisation objectives are fully
realised. Office as a store-house of information, has to co-ordinate the activities
of different departments so as to get the best results at a minimum cost,

4) Planning: Planning involves consideration of the factors influencing a situation
and laying down a course of action leading to a particular goal. Effective
performance of all office fuictions require advance planning. It has to be
decided before hand, what is to be done, who is to do, how it will be done

and when. Planning is necessary to avoid wastage and delay,and to reduce
cost of operations.

5) Systematisation and Cost Reduction: With the ado » ion of scientific method in
office administration, office must lay down systems, procedures and methods
of performing various activities. Besides designing the systems and methods,
the existing systems should be reviewed and modified, if necessary. Itis only



through improvements, in systems, methods and procedures that the costs of Nature and Scope of Office
office operation can be minimised. A separate department of the office known Manggement
as Organisation & Methods (O & M) is generally encrusted with the responsibility

of introducing new systems.

) Office Personnel Administration: An efficient office is an invaluable asset to
any organisition. Personnel employed n the office bring about efficiency of
op=ration by the quality of their work. Office activities expand with the growth
and development of business. To cope with the additional work in office more
people are employed. To maintain efficiency and effectiveness it 15 necessarv
to select the right type of office personnel for various jobs, and arrange for
their training. The staff in various positions shoald also be delegated with
necessary authority. It is also essential that the progress of individual staff
members should be watched regularly so as to evaluate their performance and
evolve suitable methods of remuneration and incentives for better performance.

7) Public Relations: In its dealings with members of the public, the office projects
the image of the organisation, Steps are required to be taken to build a good
image of the organisation in the minds of the general public. Office should
not only respond to all public enquiries promptly but also keep the management
informed if there is a change in public opinion about the enterprise. On the
other hand, the public must also be kept informed about the policies, programmes
of the organisation with respect to matter of public interest.

1.4 IMPORTANCE OF OFFICE

You know that decision making is'at the very core of managing business activity.
Decisions are based on the foundation of information which is supplied by the
office. With increasing volume of business operations and its complexity, no
business can be managed today without the assistance of clerical services provided

by the office. Office acts as a storehouse and fountain of information, A well
organised office is an indispensible aid to management. It facilitates management

to plan its operations effectively. It would not be an exaggeration to say that
office is the real brain behind every activity of a business enterprise.

It is mainly on the basis of \nformation supplied by the office that management
formiulates its policies and programmes, and evaluates the results of business. The
quality of managerial decision is as good as the information upon which they are
based. For example, if management has to make a decision on new investment

for launching a new product, its decision must be based on accurate information
supplied by the office.

By stretching the example, one can understand the importance of office. A
decision to make additional investment ought to be based on such information
as the estimated amount required, sources of financs cost, of capital, alternative
investment proposals, etc. The office should provide the velevant information fully
backed by data. After making the decision to invest, management would be
interested in evaluating the results of the decisions. This evaluation can be possible
again on the basis of information provided by the office. Thus, information is
the core of decision-making and decision-making is the essence of management.
An office not only provides all information on the basis of which decisions are
made by management, it also provides the means of communication between
different departments. This helps management to coordinate and direct the activities
of different departments and persons working in the organisation. Thus, office
act as the eyes and ears of management. The office is of vital importance in a
modern business enterprise due 'o the following reasons:

1) It serves as a storehouse of information.

2) It provides necessary linkage between departments.

3) It aids management in decision-making.

4) It helps in co-ordinating activities. AEROMA
5) 1t controls cost of operations. 9
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6) It facilitates maintaining better relationship with (a) customers, (b) employees,
(c) suppliers, (d) government agencies, (e) banks, etc.

IS office work productive?

While the importance of office is admitted, it may be asked whether the work
done in an office is productive or not. For instance, is the work of a clerk making
entries in books, a typist typing letters, or a messenger carrying messages from
one person to another, productive? This is a question which is diffieult to answer.

If the work done by a niessenger or typist is unproductive, why are they engaged

in large numbers for doing such jobs. And if it is not so, then to argue that
clerks are no-productive is wrong.

Comparison between manufacturing activity and office work may give the impression
that a manufacturing department is productive but the office is not, because the
former yields physical product, while no tangible product is made in the office.
However to identify the real output of an office employee, we most look beyond

the papers, i.e., at the overall achievements of the business enterprise, which
could not have been possible withcut the clerical services provided by the office.

As a matter of fact, for years the office work was considered to be a necessary

but not productive activity. Hence, the application of scientific principles and
practices of management are applied in functional department, not considered
essential for office services. Now, the situation has changed. With the increasing

use of mod - machines and application of scientific methods in office services,
the work of office personnel handling papers, making plans, calculating costs, etc.
are recognised as activities of real worth. In fach, before anything is produced in
real terms, the same is produced on paper in office so as to ascertain the best
and cheapest method of production. This reduces returns. Hence, we can say
that office work is also productive indirectly if not directly.
Check Your Progress A
1) Which of the [ollowing siatements are True and which are Falsc?

i) Office work is concerned only with regards of management.

ii) Office work is essentially concerned with collecting, processing and supplying
information.

iii} Records are maintained in the office for future reierence.

iv) All office activities are of a routine nature.

v} Maintaining public relations is not a function of the office.

vi) Office services include provision of communication facilities.

vil) Orally communicated messages are not taken seriously by the office.
viii) Information is collected by the office always from primary sources.

2) Define ‘office’.

T T e e R T e

1.5 MODERN OFFICE ORGANISATION

Organising is the process of management by which activities of a group of persons
are coordinated and responsibilities fixed. Itis through organisation that managers
blend human and mateiial resources to achieve the goals of the enterprise.
Organising office activities is a major aspect of office management.



A sound office organisation can contribute to the efficient working of an enterprise Hature sl &:ﬁm
in the following manner.

1) Office organisation provides the framework which enables the office to carry
out its primary and secondary functions effectively. It involves integrating
various jobs into an operating system through well-defined superior-subordinate
relationships, and deleg:.tiox of authority and fixing responsibility of the office
staff,

2) It stimulates initiative and creativity among officc employees.
3) It ensures optimum use of men, machines and equipment.
4) 1t provides opportunities of advancement of the office work.

1.5.1 Definition of Office Organisation

Organisation is a process by which the activitiss of a group of persons are
coordinated to achieve desired goals. When one talks of office organisation, it
simply means a structural framework within which, and by means of which, the
process of getting work can be effectively carried out. It is through the process
of organising that the duties of office employees are determined and assigred,
and responsibilities fixed so that the work may be performed with speed, accuracy

and economy. Office organisation may, thus, be defined as the process by which

& structural framework of positions is welded together in the office for the pursuit
of the desired goals.

1.5.2 Principtes of Office Organisation

Principles of organisa ion formulated by management experts are also applicable

to office organisation, as. mentioned below, A thorough understanding of the
principles is essential for organising a good efficient office. The principles which
govern office organisation are outlined below:

1) Principle of objective: Organising requires clear definition of the objectives
t~ be attained. Clarity of objective leaves no scope for confusion and ~\lows
everyone to direct his or her effort towards achieving objectives. The main
objective of the office may be to provide information to the right person, at
the right time, and in the right manner at minimum cost. The organisation
structure must be so designed as to arhieve the stated objective.

2) Principle of division of labour: To achieve the objectives set specialised
office functions need to be performed by the staff efficienily. For that purpose
division of work is essential, that is, the total activity must be divided into
jobs and tasks. Also units and sub-units of activities should be so defined
that these may be grouped as departmental or individual activities.

3) Principle of umity of function: The sub-divided activities of a function in an
enterprise must work in perfect harmony to achieve the objective. The major
functions of office are making, storing ard retrieval of records, znd passing
on information as and when required. All other functions to be carried out

in course of performing the main function must also be linked with one
another for harmonious effect.

4) Principle of simplicity: The organisation structure should be simple and easily
understood by one and all in the organisation.

5) Principle of span of control: For effective supervision, the number of
subordinates who work under an immediate superviser should be limited. For
datermining the number, that is the span of control, cach situation and activity
should be carefully analysed. However, nature of work and capability of the
supervisor to a large extent determine the span of control,

6) Principle of parity of authority and responsibility: This principle simply states
that cvery person in the office must have necessary authority to do the job,
forwhich he isassigned responsibility. For example, if a clerk is responsible ACCOM-01/11

for maintaining records, he should also have authority to ask for necessary
folders etc. 11
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7) Principle of flexibility: The organisation structure should be such that it may be

easily adopted to changes in the nature of business and technical aspects of
the work situation.

8) Principle of efficiency: Office organisation should achieve goals at minimuin
cost, which is the real test of efficiency. The structural design should be such
that higher level of efficiency may be achieved by individuals; and by groups.

9) Principle of initiative: The structure of organisation and the superior-subordinate
reiations should provide for employees taking initiative for efficient performance
of the jobs entrusted to them. ln other words, subordinates should not be

made to feel dependent on the superiors’ orders and instructions so as to
give up independent thinking.

10) Principle of continnity: The organisational design should ensure continuity and
growth of the enterprise. This can be achieved if the structure of office
organisation permits review of objectives, readjustment of plans and provides
opportunities for development of future staff.

11) Principle of coordiration; This principle suggests that the office manager
should be able to coordinate activities of different functional departments
with a view to achieve the given poals.

1.5.3 Steps in Office Organisation

The following steps are considered useful while designiny the office organisation:

1) Establishment of office objectives.

2) Linking office objectives with oiganisational objectives.

3) Formulating plans, policies, procedures, methods.

4) Defining the nature of activities to be performed.

5) Sub-division of the activities into units and sub-units.

6) Evaluation of the activities and grouping the same into sections or departments.

7) Granting authority and fixing responsibility.

B) Preparation of a chait of organisation structure indicating the positions to be
held by staff, and their relationships.

1.5.4 Organisation Chart

An organisation chart is a diagram which indicates the positions in the organisation,
and depicts the relationship between individuals and different departments. It
enables one to have a clear picture of who is what in the organisation, what
are his functions, to whom he is responsible and who is reponsible to him?

Figure 1.2: Office Organisation Structure based on geographical location of bramches
Head Office/Ceniral Office

Zonal Office Zonal Office Zonal Office Zonal Office Zonal Office
Central Eastern Morthern Southern Western
: L | 3
Divitional D'o. p%. P.0. 0.0,
Office Dharward Madras Hyderabad Mysore
Bangalore
D.0. D.0O. D.0. 0.0,
adurai Raichur Warangal Trivandrum
Branch
Oifice
¥ Y - i
Nangalore Channapatna Kolar Tumkur Droddaballapur
Unit Office [ Init Office Unit Office Unit Office Unit Office

Designed on the basis of Office Services, the structure of organittion is shown
in the following chart:



In order to combine and coordinate the efforts of people working at different Mature and Scope of Office
levels in the organisation, proper relationship between them in terms of authority Management
and responsibility should be set up through the structure of organisation. Office

organisation can be designed on the basis of either (a) The geographical location

of offices, or (b) Services rendered by office. Organisation having a large number

of branch offices generally adopt the geographical basis of designing the organisation

structure. The organisational charts based on geographical location of branches

and seryices are shown in Figure 1.2 & 1.3 respectively.

Flgure 1.3: Offlce Organisation Chart drawn om the basls of service

G.M,
a3 Central, Office :
¥ ' T T 3 1
Manager Manager M -nager Manager Manager
Duplicating Typing Filing Esates Systems
Service Service Seivice
Manager Manager Manager Marager
Maintenance Communications Public Supplies

1.6 NATURE OF OFFICE SERVICES

Office activities strictly speaking do not constitute a separate function. They are
part of the major functions of enterprise, like production, marketing, personnel,
etc., and therefore, may be carried on in the functional ¢ enartments themselves.
However, services common to all the departments are us..ally carried outunder.
one roof called “Central Office” pr “Head Office”

The types of common services rendered by the office are listed below:

1) Typing and duplicating service
2) Stencgraphy service

3) Mailing service

4) Filing service

5) Stationery and supplies service
6) Communication service

7) Public relation service

8) Maintenance service

9) Library service

10} Estate service

11) Security service

12) Hospitality service

It is obvious that the services which the office renders involve engagement .of
persons to ensure smooth. and efficient performance of various organisational
functions. With the growth of business activities, there has been a corresponding
increase in the volume of transactions, Besides, with technological innovations in

the field of office work and environment, and the requirements of various laws
of tke land, the nature and scope of office services also have enlarged.

A modern office will have to face new challenges in future. Due to the rapid
growth of industrial enterprises, massive data and information have to be gathersd,
recorded, analysed, stored and supplied.

Challenges due to mechanisation and automation along with the use of accounting
machines, computers, photocopying machines and sophisticated filing equipments,
etc., will have to be mut with due preparedness. The ever increasing number of
government rules and  gulations is also likely to add to office responsibilites in
Tuture. Above all, the necassity of keeping office expenditure at a minimum will
paturally pose a real challenge at all times.

While responding to the challenges it would be necessary for the office to AOCOM-01M13
(a) improve upon the existing information systems, (b) establish better information

standards, (c) reduce the amount of paper,work, (d) encourage creative thinking 13



Fundamentals of Modern Office with respect to records management, {e) improve and maintain public relations,
Management (f) attract, acquire and retain efficient personnel, and (g) endeavour constantly
for low cost efficient office, service.

1.7 DECENTRALISATION AND CENTRALISATION
OF OFFICE SERVICES

It has been mentioned earlier that certain common service required by the
functional department of a business are provided by the office, If the relevant
office activities are carried out at one place or performed under one roof the
services are said to be ‘centralised’. On the other hand when office activities are

performed in the respective functional departments, the office services are said
to be ‘decentralised.’

Let us discuss them in detail.
1.7.1 Decentralisation

Decentral'sation implies location of office activities in different functional

departments. It refers to departmentation of office services that is dispersal of
activities in different departments.

Merits: Decentralisation of office activities is beneficial in the following ways:

i) Secrecy of business affairs can be ensured if records are handled and filed
on the department dealing with the matters.

ii) Greater efficiency output and lower cost can be achieved due to special
knowledge of the departmental staff about the papers handled. Since the
employess are better informed and conversant with the technicalities o. the
work of the department, they can perform office jobs more afficiently.

Demerits: However, decentralisation entails the following disadvantages also:
i) Duplication of work cannot be avoided.

ii) Standardisation of office system, procedures, methods and equipments is not
possible.

ii1) It may create problems of coordination of work between different departments.

iv) Office work may not be evenly distributed between employees in different
departments,

1.7.2 Centralisation

Office services needed by the functional departments may be pooled and
administered by a ‘central office’. Thus, centralisation of office activities implies
pooling of common services at a central place with a qualified and experienced
office manager in charge. The functional departments are left free to attend to
their own specialised operations. Even when business activity is confined to a

single location, it is possible to centralise the bulk of cierical work under a capable
office manager having overall responsibility.

Meriis: The following are the major benefits of centralisation:

i) Reliel to functional heads: The heads of departments are relieved of the
supervising office work and thus they can concentrate on the technical work
of the departments.

ii) Specialisation: Office employees can develop specialised skills and become
more efficient being engaged in performing tasks most svited to their capability.

Jif) Flexibility :Centralisation of office wark provides of flexibility of operations.
If at any time there is extra work, it can be handled conveniently by the
existing staff. This also ensures maximum utilisation of the capacity of office
machinery.

ACCOM-01/14



iv) Miaimum cost: Investment in machines and the cost of their maintenance are Matrire and Scope of OfMice

v)

considerably reduced. Centralisation enables standardisation of office procedures Mans pement
which further bring down costs.

Equitable distribution of work load: When office activities are performed in
each department, there may be heavy work load in some departments, and
not enough work in certain departments, for the clerical staff. In a centralised
organisation the total work involved can be equally distributed among different
categotics of staff,

Demerits: Centralisation of office service has also certain limitations which are
outlined below:

i)

ii)

Delay in the performance of work: Office work may not be performed according
to the urgency or importance of departmental needs. This is because, work
in the ‘Centrai Office’ is gencrally performed in the order in which papers
are received -ather than in the order of their importance.

Secrecy may not be maintzined: Secrecy of documents and other corfidential
records cannot be ensured with centralised office services.

Both centralisation and decentralisation have their respective merits and demerits.
Wnce deciding whether centralisation or decentralisation is preferable, take into
consideration the nature of business and its organisation structure, cost of office
services, and the objectives in view.

Check Your Progress Il
1) Fill in the blanks

2)

i) Organisingisa................. by which duties are assigned and responsibilities
fixed.

if) The numper of subordinates working under a supervisor is known
B R e S e e 2

iii) Organisation chartisa........... i e which depicts the ............. weer Of
organisation.

) +.eeeeersiseiinin... implies pocling of all office services at one place.

Which of the following statements are True or False,

i) Centralisation office work provides greater flexinility of operation than
decentralisation.

ii} There is equitable distribution of work load if office services are decentralised.

iii) The principle of parity requires that authority and responsibility should be
equally divided between the superior and subordinate.

iv) Organisation structure should be cousistent with the objectives.

v) Office jobs can be performed moie intelligently by departmental clerks.

1.8 OFFICE MANAGEMENT

Increasing dependence of management on information in modemn times is tlie
reason for growth of office functions. To satisfy this demand with skill and

clliciency at minimum cost it is necessary to provide for an effective system of
office management and organisation

The basic objective of the office is to provide clerical services w all other
depaztments in the organisation, The office undertakes functions which involve
receiving, recording, analysing, storing and communicating information, and other
administrative functions.

Office activity are carried on by a group of people for a common objective, that AOCOM-01M15
of providing certain services efficiently. Office management is concerned with the

upplication of the principles and practices of management for getting office work 15



Fundnmentals of Modern Office
Management

ACCOM-01M1B
16

performed by the office personnel. Thus, it includes planning, organising,
coordinating and controlling of office activities. It is the function of office
management to guide the personnel employed in using appropriate means, and
methods to perform office services. Thus office management may be defined as
“that brancl of the art and science of management which is roncerned with the
efficient performance of office work whenever and wherever that work is done”™

1.8.1 Elements of Office Management

The following consti.ute the elements of office management:

Objectives: Office management is concerned with the attainment of certain desired
objectives, through and with the cooperation of office staff. Office objectives can

be classified as service, profit 2nd social responsibilities. Office work is expected

to assist and help other functional departments in performing their work efficiently.
Therefore, service is an important objective of managing office work. Performance
of office work efficiently contributes to work and profitability. Social responsibilities
stress the attainment of goals in accordance with certain moral and ethical codes

laid down by the industry and society in which the -enterprise operates.

Means: The methods which are adopted to achieve the desired objectives are
called the means. The office manager must use the most suitable materials, and
standard equipments, required for the performance of work by the office staff.
This requires full information about nature of office machines and equipments
available and their application in day to day office work.

Personnel: Well-trained personnel is required to perform various office activities.
Office machines cannot completely replace human effort, but can only help the
office staff in doing their work accurately and quickly.

Recruitment, training, and placement of office employees and their motivation
constitute an important element of office management.

Environment: Office environment plays a major role in the performan e of office
work by its staff. Office personnel spend best part of their i.e t1n working for
the organisation. The surroundings in which office employees work must be
congenial. Proper lighting, ven*ilation, colouring of walls, and availability of other
common facilities ensure 2cter atmosphere for work.

1.8.2 Major Processes of Office Management

Let us now have bird’s eye view of major functions or processes of office
management. There are five basic functions involved in the management of any
office. They are:

1) Planning: It is mental exercise requiring use of imagination, foresight, and
sound judgement in determining what, whea, where, how and by whom the
activities are to be carried out. Plamming it ‘Jothing but laying down a course
of action to realise goals. Planning of office functions involves taking decisions
with regard to factors affecting office-work. Wlile short-term planning involves
arrangement of office functions to cope with the current situation, the long-range
planning includes foresceing future requirements of the office, such as space,
layout, comyuter application, human resource planning, etc.

Office planning requires (i) Setting objectives, (ii) Formulating policies and
programmes, (iii) Laying down procedures.

i) Objectives: Planning has no meaning without being related to objectives.
The main objectives of the office are: (1) to supply right information to
the right persons at right time and at the minimum cost, and (2) to provide
efficient clerical service to the functional departments.

ii Policies and Pregrammes: Policics are guide to administrative action. Well
drawn policies and programmes go a long way in ensuring smooth functioning
of office activities. Thus, statements of promotion policy, training policy.
etc, enable office employees to work harmoniously with minimum conflict.



A programme refers to the sequences of activities which are required to
implement policies.

iii} Procedures: A procedure or routine refers to the series of steps to be
taken to complete a particular office work. It is a planned sequence of
operations for handling a recurring office activity uniformally and
consistantly. In most offices a manual is prepared which contains procedures
laid down for major office activities, The manualserves as a guide to the
employees and ensures uniformity of working.

2) Organising: The organising function involves setting up of departments, preparing
job descriptions, designing the organisation structure with necessary authoritv
and responsibility for each position, and establishing a proper communicatiou
system. Providing necessary equipments and furniture for office work is also
a part of the organising function.

3) Staffing: The staffing function relates to persounel matters. Right type of
people are to be employed to man various positions. For this purpose, suitable
personnel must be recruited and provision made for their training for speci ic
jobs. Individuals selected for particular jobs must also be informed about thefr
duties and responsibilities.

4) Directing and Coordinating: Directing includ=s several sub functions: Issue of
orders and instructions to subordinates, guiding them at work, supervision of
day to day operations, and motivating people for better performance.
Coordinating refers to the orderly arrangement of individual and group efforts
so as to secure harmony of different activities. It involves. va 11 . .ation of
different operations and efforts of individuals and groups with regard to the
pace, timing and sequence of work so that the lanned objectives may be
achieved without delay and interruptions.

5) Controlling: Plans, policies and programmes cannot be effective unless there
is a control mechanism to guide and direct the execution of work. To control ~
the implementation of planned work, the following steps are required to be
taken: (a) establi.h norms or standards of work, (b) record actual performance
(c) compere actual performance with the standards set and (d) adopt corrective
measures where necessary. Control basically refers to evaluation and rectific tion

of performance of subordinates in order to ensure the ackievement of planned
results,

1.9 DEPARTMENTATION OF OFFICE

In modern times, office work vonsists of diverse activities required to be carried

out on a large scale. For efficient performance of operations, the activities are
divided into various categories of functions; each classified function being performed
by a group of employees as a ‘department’. Different departments perform different
functions and work in coordination with each other. Each department performs
a specific function and the staff attached to it becomes specialised in that particular
function by virtue of continuous handling of the same job.

It must be clearly uncegstood here, that the number and importance of differen: *
departments in an office are not the same in ancases. It depends on the nature
of business and the volume of work,

Let us now discuss various important depar.ments of an office.

Cash Department: This department mainly deals revenue income and expenditure

of the entire business Cash department is headed by a cashier who organises
the work of the department. He is responsible for safe custody of cash, benks
transaction, maintenance of cash book and payment azainst Froper vouc crs olisetc

Legal Department: This depariment is headed by a legal expert. The department
is to render legal advice to all other functional departiaeuts. Matters reraing to
law suits, disputes before tribunal, are looked after by this depszrtment.

Nature and Scope of Office
Mansgement
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Filing Department: The main job of the filing department is to maintain records

of the organisation for future reference, The filing department is responsible for
storing, file movement, and also the safe custody of records and documents. If
records are maintained properly, the requisite information can be traced and
passed on without joss of time to the person who requires such information.

Mailing Department: All written communication which may be despatched or
received pass through the mailing department. It collects all written communications
and passes cn the same to various functional departments, and takes such steps

as are required to despatch letters from the organisation. The person incharge
of this department must be familiar with the latest postal rules and regulations.

Communication Depertment: This department provides for internal and external
communication facilities for which intercom, external telephone, telex, FAX gtc.
are some of the most effective means used.

Duplicating Departntent: Multiple copies of letters, circulars, notices, etc, are often
required to be made out in the office to disseminate information or data among
managers of different departments or to communicate with customers, dealers,

and other parties. Photo-copying machires are now widely used in offices to take
out multi-copies.

Stationery Supply Department: Office persoitnel require stationery, like pen, pencil,
raper, pin, ink, rubber etc. in their day to day work. This department ensures
continuous supply of stationcry items, makes purchases, issues items of stationery

cn requisition by staff, and maintains sufficient stock of the same.

Maintenance Department: The maintenance department is to ensure that office

machine and squipment are servic.d regularly and repaired whenever necessary
without disturbing normal office work., A schedule of preventive maintenence is
gencrally drawn up- to secure continuity of uss.

Security Department: The responsibility of this departnent is to proviceiou safety
and security of the properties and asscs of the organisation it ensures tnat
durable assets and other valuables are insured againse loss cup entrprises etc ans

Relationship with other Department: The office uidertaces certain important
activities to assist the production and distribution functior s of business enterpris<s.
Business operations are carried out through various functional departments, viz.
purchases, marketing; sales, or finance, production, advertising, personnel, etc.
In large organisations, n section officer is attached to each of the major department

to provide clericui services.

Certzin common services like typing and duplication, filing and mailing may be
provided by the “cuntral office” or “head office” which also coordinates the
activities of other functionol departments of the organisation. For coordinating
the activities of different departmients, the central office maintains close links with
every other departinent. The o”fice cannot remain isolated from the functional
departments as the main purpose of oftice is to provide clerical services to all
other departments and facilitate their functioning.

Let us exarta 1how the office is related with the functional departments of a
business firm .

i} Office and Pro¢uction Department: Production of goods and services is the
main concern of the production department. Continucus prodution requires
full and complete information about procurement and availability of raw
materials, maintenance schedule of machines and equipments, order booked
and despatcies taking place. It is th> cffice which processes and provides the
required information and helps the. production manager in making timely
decisions. Information provided by the office about alternative squrc~s of raw
matcrials, vendor analysis, prices prevailing in various markets, and other

relevant matters, enable the production department to minimise manufacturing
costs

if) Office and Purchase Department: Purchase dzparfment is responsible for
making all purchases of the organisation. Preparation of indent, inviting



tenders, making out purchase orders, arranging inspection of goods supplied, Nature and Scope of fice
approving payment to vendors and related activities for purchase of materials Management
and other store i‘ems are carried out vy the purchase department.

iii) Oifice and Accounts Department: Accounts depart.ient is mainly concerned
with keeping accounting records and preparing-annual -inancial statements for
onward transmission to top management governmen: and sharcholders. The
office helps maintenance of books of accounts and preparation of financial
statements, necessary papers, vouchers. bills and other documents for the

purpose.

1.10 OFFICE MANAGER

A manager is a person who works with imen, materials and machines to achieve

some specific objectives. A person whuo is incharge of an office is known as office
manager. He not only supervises the office work but also organises and controls

all the office activities. The functions of an office manager vary from orgnisation

to orgsnisation depending on the volume and nature of business activity, In a
small organisation office could be a one man show. He inay carry out all office
activities e.g. typing, filing and despatching, however, in a big organisation he
performs managerial functions which invilve getting work done through and with
the cooperation of office staff.

1.10.1 Functions of Office Manager

1) As mentioned earlier office work is basically a service function. The office
manager, therefore, has to plan activities, and decide who should perform
what and when. Office activities must be planned and organised in such a
manner that the service function is performed efficiently and economically.

2) As business expands, the volume of office wr tk also increases. This invaribly
requires decision to be faken with regard to location of the office premises
and its layout, Designiny and seting up effective systems and procedures for
handling -office operation a’so depend on the office manager's judgement.

3) Foralarge organisation, of lice services require smployment of people having
necessary skill and abilities for different types of office jobs. Basides recruiting
office personnel, the office manager has to provide for their training as weil.

4) Choice of suitable furniture, equipments and machines for the office requires
consideration of the officc manager from the point of view of their usefulness,
costs and benefits expected to be derived.

5) The office manager is responsible for providing a cong=nial working environment
to his staff to enable them contribute their best efforts while discharging
assigned dutics. Proper ventilation and lighting, adequate moving space and
provision of rest rooms, etc. are essential pre-requisites of a good office
environment.

6) Organisation and maintenance of the communication system is another imiportant
function of an office manager. Modérn intercom facilities and private automatic
telephone exchanges are widely used in modem offices. Telex and Fax can
also be used for quick transmission of information to distant places.

7) Coordination and control of different off:e activities, correspondence, typing,

duplicating, filing, data processing, etc. constitute the most vital functions of
the office manager, which ensure smooth and efficient running of the office
routines,

1.10.2 Qualifications of Office Manager

Like any other functional manager the office manager must also possess requisite
qualifications to manage office activities sucvessfully. The following are some of
the more important qualification, which the officc managsr should possess:

1) Educntion and iralning: The officc manager must have a sound educational
background. He should be able to communicate well with his superiors, i9
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subordinates and the general public. He should have an analytical mind and
capability of resolving problems. Special training in business administration,
accounting and office management are desirable qualifications for the office
manager, He must be capable of taking decisions by hiniself when the situation

80 demands. Training and work experience brings matarity. Both are invaluable:
for the succets oi an officc manager.

2) Personal quslities: }n addition to having sound educational gualification and
special training, the office manager must possess certain personal qualities.
Seif-control, sincerity, adptability, 1act and persuasiveness, are some of the
qualities that an office manager should possess. The total personality of the
office manager should be such that he may be able to maintain discipline and
harmony among the staff giving them a sense of fairplay and firmness.

3) Leadership qualities: Office manager must have feadership quafities, that is the
ability to enthuse, io inspire and to lead and guide subordinates. He should
be in a position to get the best out of his staff. Through leadership the office
manager can mould people working under him into a unified team dedicated
to the achievement of the general goal of the organisation.

4) Experience: Education and training alone are not enough for an office manager
to b= sucessful in his job. He must have practical experience in the field of
personnel management and general management. With busineSs exp-rience, he
may find it easier to get acquainted with the organisation activities and tackle
problems which may arise in the uffice.

1.10.3 Status of Office Manager

In this complex and everchanging business environment of modern times, the
scope of office manage:'s responsibilities has undergone a sea change. Technological
changes in the working of systems and procedures, and the emphasis on human

. relations have 2lso transformed the nature and scope of office manager's role.

The office manager is basically 2 staff executive since office work is primarily
concerned with service functions which are highly specialised and require a specialist
fo manage the same.

The status of office. manager is like that of a linc manager, with respect to the
common services provided by the general office equally and efficiently to various
other functional depariments. He exercizes direct control pver -the staff and
activities of the office. But with regard to clerical work performed separatefy in

the functional departments, the manager in charge of the general office performs

an ‘advisory’ role. Hence, his status is similar to that of a ‘staff officer’. Thus,
the office manager may be said to have a dual role, that of a 'line executive'
and of a *staff officer’.

The significance of office services and the role of office manager are widely
recognised in modern business enterprises. The heads of functional departments
and the office manager enjoy equal status in the organisational structure of the
business. This is because of the immense vajue of the information made available

by the office to top management for effective control of the enterprise. The
assistance of office managers, in decision-making has even prompted the
top-management of some organisations to seek the presence of office manager at
Board meetings.

Check Your Progress C
1) State the four elemenis of Office Management.

2) Which of the following statements are True and which are False?
i} Coordinaticn ensures harmony of activities.

ii) The production department must be located in the same building as the
general office.



iii) Besides rendering clerical services, the office also coatrols the activities
of the various functional departments.

iv) The office acts as a clearing house of the accounts department.
v) Recruitment of office staff is the responsibility of top management.

1.11 LET US SUM UP

The office may be defined as any place where records are prepared, handled and
preserved for future references and makin%;]w.m available as and when required.

The functions of a modern office may be broadly classitied as (i) Primary cr
Dasic functions and (ji) Administrative management functions. The primary functinas
are: (i} receiving and collecting information from internal and external sources,
(ii) organising information, (jii) supplying information. Administrative managemen:
functions include commumication, safety and security, coordination, planning
systematisation and cost reduction, office personnel administration and public
relations. A well organised office is an indispensable aid to management as the
policies and programmes formulated by the management are based on the
information supplicd by the office. The office organisation is governed by unity
of function, simplicity, flexibility, efficiency, initiative, continuity and coordination.
The design of office organisation may be based on either the geographical location

of offices, or the services rendered by the office.

The types of common services rendered by the office to other departments are
typing and duplication, stenography, stationery, mailing, filing, and supplies,

communication, public relations, filing maintenance, library estate, security and
hospitality.

If office activities relating to the services required by the functional Geprtments
are carried out at one place or performed under one roof, the services are said

to be centralised. On the other hand, when office activities are performed in the
respective functional departments, the services are said to be decentraliscd, Both
centralisation and decentralisation have certain merits as well as demerits.

Office management is concerned with the application of the principles and practices
of management for getting office work performed by the office personnel. The
main elements of officc management are: objectives, mears and methods, personnel
and environment. The major process of functions of office management include:
planning, organising, staffing, directing, coordinating, and controlling.

Departmentalisation of office is necessitated bv the diverse nature of office activities
required to be carried out on a large scale in modern offices, For efficient
operation, office activities are divided into two categories of functions, each
function being performed by a group of employees as a ‘department’. Separate
department or sections usually are related with cash transactions, legal matter,
filing, mailing, communication, duplication, stationery and supplies, maintenance
and szcurity.

The central office provides certain common services to the functional departments.
It also coordinates their activities to maintain close links with all departments.
The functions of the office manager include: organisation of office activities,
making decisions on location and layout of the office premises, selection and
training of office staff, choice of furniture, equipments and machines, coordination
and control of day to day operations, providing a pruper working environments,
designing systems and procedures, organisation and maintenance of the
communication system. The quaiities of an office manager must possess are: sound
cducational background with ability to communicate well, special training in
business administration, accounting and office management, persona! qualities of
self- control, sincerity, adaptability, tact and persuasiveness, impressive personality,
leadership, and experience of general management. The status of the office
manager is like that of a ‘line’ manager with respect to the common services
provided by the general office to other functional departments.

Nauture and Scope of Olfice
Mansgement
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1.12 KEY WORDC

Office: Any place where records are prepared, handled and preserved for future
reference.

Organisation: A structure establishing relationships designed to accomplish desired
objective by delegation of authority.

Communication: Exchange of ideus and thoughts between persons.
Centralisation: Activities carried out in one department and at onc place.
Decentralisation: Activities carried out separatzly in diffcrent departments,
Departmentation: Grouping of similar activitics to form functional departments.

1.13 ANSWERS TO CHECK YOUR PROGRESS

Check Your Progress A
1) i) Wrong i) Right i) Right iv) Wrong
¥} Wrong v} Right i} Wrong  viii}] Wrong
Check Your Progress B
1) i) Process ii) Span of contro]
iii) Diagram, Structure  iv) Centraiisation
2) i) Right i) Wrong  iil) Wroiz
iv) Right v) Right
Check Your Progress C

2) i) Right i) Wrong  iii) Wrorg
iv) Right v} Wrong

1.14 TERMINAL QUESTIONS

1} What iz an office? Discuss its importance in business house.

Z) Discuss the various functions of an office. What steps you will take while
organising an office?

3) Why is departmentation of office necessary? Bring out clearly the relationship
of office with sales and preduction departments.

4) What do you mean by office management? What are the elements of office
management?

5) Describe the principles you will keep in view while organising office activities.

6) What do you mean by centralisation and decentralisation of office services?
Bring out the merits and demerits of both.

7) DBring out clearly the functions of an office manager. What in your opinion
should be the essential gualifications of an office manager?

B) *Office work is unproductive.” Do you agree with the statement? Give reasons.

9)  Write notes on (a) Office manager, {b) Organisation chart, (¢} Decentralisation,
{(d) Oifice objectives.

10) Explain the challenges before office managers.

Note: These questions will help vou in understanding this unit
better. Try to answer these questions but do not send
your answers to the University for assessment. These are
for your practice only.
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2.0  Objectives
2.1  Introduction
2.2  Office Accommodation and its Importance

2.3 Location of Office
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2.5.1 Objectives of Officz Lay-out
2.5.2 Principies of Office Lay-out
2.53 Sieps in Lay-out Planning
2.54 Advantages of a Good Lay-out
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2.6.1 Open Clfice
2.6.2 Private Office

2.7  Steps in Moving Oflice

2.8 Let Us Sum Up

2.9 Key Words

2.10 Answers to Chack Your Progress
2,11 Terminal Questions

2.0 OBJECTIVES

After studying this unit, you should be able to:

& explain the importance of office accommodation

® analyse the suitability of owned and hired accommodation
& outline the factors affecting office location

® dcscribe the advantages of a good office lay-out

® outline the features of open office and private office

2.1 INTRODUCTION

In the preceding unit you have learnt about the meaning of otfice, scope of office
activities, the importance of office, its functions, principles, governing office,
organisation, and major processes of office management. In modern business
enterprises the office manager is invariably concerned about providing employees
with congenial working conditions, modern machines and suitable accommodation

50 as to secure maximum efficirncy of work at minimum cost. In this unit you

will learn about the administrative arrangements necessary in oifice work, espedially
office accommodation and its layout.
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2.2 OFFICE ACCOMMODATION AND ITS
IMPORTANCE

Every office manager constantly aims at getting work done by the office staff
as efficiently and economically as possible. For this purpose, he may have the
best possible personnel at his command and the best equipments for them. Even
then work efficiency may be due to lack of proper environment. Unless office
employees are provided with suitable physical accommodation and congenial work

environment, they cannot be expected to work with full physical and mental
vigour. On the other hand, they are bound to be more involved in work and

perform more efficiently if they have proper working condition including adequate
space for work and other facilities.

The imporiance of accommodation should be recognised particularly because office
employees spead the best part of their day working in the office and are engaged

in mental work whicli is repetitive in nature and monotonous. Office activity also
requires greater concentration of mind. Besides, over crowding and limited space
for movement invariably produce unhygienic conditions besides causing unneceésary
wastage of time in movement. It is, therefore, essential to provide suitable and
adequate accommodation for office personnel. It involves consideration of the
following aspects of office spacc:

1) Locating the office building

2) Sccuring adequate office accommodation

3) Office layout

4) Working [acilities

5) Cost of office accommodation

Let us now take them up one by one.

2.3 LOCATION OF OFFICE

Generally the office manager does not have to face the problem of selecting the
location of office. However, if he is required to decide on the question of
suitability of location, he should give careful consideration to the following factors:

1) When all the functional departments of the firm are located in one place, the
office can best serve the business if it is situated in the same location. Where
the functional departments are located at different places, the office should
be located in the premises of that function which is served most by the office.

2) When the number of office employees is small, office can be located in the

same building where all other departments operate. As the number of office
persoanel increases and it is desired to provide common services to all
departments of the organisation, it should be located in w separate building.

3) Whether the office is located in the same building or in a separate building,
it should be ensured thar:

a) sufficient floor space is available for each worker

b) facilities exist for fresh air, water, and power supply

c) there are transport, banking, telephone, postal services available in the locality
d) there is scope for alt=ration, if required in future.

2.3.1 Choice of Location: Urban vs Suburbsn

The location of office should be at a suitable place so as to be convenient for
office employees to commute from their residence and for customers and other
parties to visit the officc casiest. Unsuilable location may result in wastage of

time and money and can be inconvenience to the office personnel and those
dealing with the office.



The office manager has two options in the matter of office location. One option

is to locate the office within the city area and the second option is to locate it
in a suburban area. Many industrial concerns in a country are moving away from

cities and locating offices in suburban areas for the following reasons:

a) high cost and rent of buildings
b) overcrowding
¢) Govt policy of dispersal of industries, and

d) diversification and expansion of industrial activity.

However, there is also stress for locating office in metropolitan towns and state
capitals. Very soon office managerssmay have to look for suburban areas only
for locating office due to high cost of acquiring office space in cities.

Thus, a wajor decision which the office manager may have to take is whether
the location of office should be in an urban area or in a suburban area. Commercial
orgunisations like banks, finance companies, leasing companies, transport and
insurance companies usually prefer to a central location in a big city.

Advantages of Urban Location: Locating the office in an urban area provides the
following advantages:

i) Zxistence of commercial infrastructure

if) Availability of well developed communication and transport facilities
iii) Easy access to customers

iv) Accessibility to related trades

v) Easy availability of office personnel

vi) Prestige value

Disadvantages: As against the above mentioned advantages, urban location suffers
from the following drawbacks:

i} Environmental pollution

ii) Interruption in work caused by failure of power supply, and faults in telephone
lines

iii) Traflic congestion and area crowding
iv) Mon-availability of sufficient space
v) High cost of land and building

vi) Frequent labour problems

vii) Higher operational costs.

Advantages of Snburban Location: Locating the office in suburban area offers the
following advantages:

i) Cost of land and building is relatively lower
ii) Congestion and overcrowding are less

iii) Availability of space and scope for expansion
iv) Lower operational cost

v) Better environmentless pollution

vi} Minimum labour problem.

Disadvantages: Suburban location of office has the following drawbacks:
i) Olfice employees may not find it convenient
ii) Lack of service facilities.

iii} Difficuity of customers

Administrative Arrangement and
Facilities
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iv) Lack of communication and transport facilities
v) Suburba. environment may cause health problems.

To arrive at a decision the office manager has to strike a balance between merits
and demerits of locating office in urban and suburban locations. In the ultimate
analysis the cost factor and preference of 1op management influences the choice.
Optimum location is one which gives the maximum advantages at the lowest
possible cust. Hence the office manager should select that location where various
costs will be minimum and the efficiency of office staff will be the highest.

2.3.2 Factors to be Considered in Selecting the Site

Having decided the question of location, the office manager has to select the
best sitc or situation of the office building. The following factors should be taken
into account deciding above situation of office building:

ljﬂmqnnjnﬂtyofmemmum:rmits{fmm. warchouse, etc.) of the
enterprise.

2) Availability of various service facilities

3) Availability of means of transport and communication
4) Suitability of neighbourhood

5) Sufficient space availability

6} Cost consideration

T7) Publicity value of building

8) Lighting and ventilaticn.

Let us now discuss these factors in Jetail.

Close proximity of the office to other units of the enterprise: It is worthwhile to
have the office building located in close proximity to the depar*ments served by
it. Such a location proves to-be beneficial due to saving of t - € of communication
between the office and differcnt units of the organisation, better parking facilities,
better public relations and better personnel servicing.

Avallability of various service facilities: The office building should be located at
a site where amenities like canteen, retail stores, banks, post office, public park
and similar facilities are available nearby for the use of not only office employees

Avallability of means of transport: Location of office building near a bus terminal,

or railway station, may be convenient in different ways. It would facilitate. staff

as well as customers and other parties to easily reach the office. In Delhi, for
example, areas like Connaught Circus, Nehru Place, Rajendra Place, etc. are very
well connected by bus/rail services. Hence, the offices should be located in these
areas.

Suitability of neighbourhood: Location of office building is not desirable in a
congested residentiaf aretrwhere polluted air, noise, and dirt, etc. disturb smooth
working and has adverse effect en the health sad efficiency of office employees.

A congenial neighbourhood is always preferable for locating the office.

Avallability of adequate space: Adequate space for the office staff and equipment
should be provided for efficient performance of work. The office building should
have sufficient space not only for the present requirements but also for future
expansion. However, it is desirable to avoid unnecessary space for future needs
which may remain unutilised.

Cost considerations: Cost of procuring and maintaining office space consideration

to be kept in view. If the building is located in a busy commercial area, the cost

of acquiring office is likely to be very high. Indeed it is the cost factor which
ultimately determine the choice of location. The cost of space should' be within
the means of the business, at the same time, efficiency should not be sacrificed.



Publicity value of the bullding: The building decided to house office activity should
look impressive enough to have a publicity vaiue. Extensive appearance and
internal decorations impress visiters and customers and also znhance the reputation
of the employees who work in that building.

Lighting and ventilation: A well lighted and ventilated office accommodation
minimises physical and mental strain on personnel. Free biow of fresh air, and
natural light not only increase efficiency but also keep morale of the staff high.
Besides the above considerations, the office manager will have to keep in view
certain economic and engineering implications of locating office at a particular
sitc. Final selection, however, is made only after carefully weighing the impact
of relevant factors on the overall performance and cost of office work.

2.4 SECURING OFFICE SPACE

Securing a proper building or space for the office is another problem which the
office manager has to resolve. The space or building to be acquired should be
of adequate size and proper design so as to suit the requirements. Before making
enquiries about the availabifity of any buiiing or space, the management must
decide whether to construct their own building or get a building on rent. It may

also be possible to tike building on lease rather than hiring space.

Both the options have merits and demerits of their own. The respective merits
and demerits of the options are examined below.

Construct a Bullding for the Office

Every organisat:on would like to have an office building of its own as it offers
the following advantages:

i) The building plan can be made in accordance with the present and possible
future needs of space.

ii) A building may be constructed in a suitable location to avail of the existing
advantages.

iii) Well designed office building owned by the organisation adds to the prestige
of the business.

ivi) The space which is not currently required tor uss may be put to the advantages
of the organisation.

In view of the advantages mentioned above, it may be desirable to construct own
building. But it also involves certain drawbacks.

These are as follows:
i) It may requirc investment of a huge amount.
ii) The maintenance cost of own building will increass operational costs.

iif) Actual construction may be time-consuming and cause delay in the availability
of space for office work.

Alternatively, it may be decided to buy an existing building instead of constructing

a new one. This may help in overcoming the problem of delay on account of
time required for construction. A building may also be available at a bargain
price and the:amount required for initial investment may thus be less. Moreover,

it obviates the problem of securing building space in a specific location which is
otherwise found convenient. But an existing building on sale may not suit the
cxact requirements of the office to be set up. It may require additional investment

to alterations in the existing structure.

Secure Duflding Space on Lease

The following advantages may be derived if accommodation is hired or taken cn lease.

i) There is no initial investment required for the purpose.

Adminlstestive Arrangement and
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if) Itisthe most suitable arrangement for securing office space—where the cost
of owning a building is beyond the means of the business firm.

fif) It suits the purpose of small or mediuni scale business for which the requirement
for office space is limited.

iv) Whenever neceesary and feasible, the office may be shifted to a more convenient
location and for having more space.

v) The cost of maintenance is borne by tha owner, hence the operational costs
remain low.

The hired or leased office-space alsc suffers from certain drawbacks which are
as follows:

i) It is difficult to secure accommodation on rent or lease exactly suited to
requirements, or in the most suitable location.

ii) Smmwpaﬁthaﬂedu:tutheded@:mdp&auofmmmofﬂm
building taken on lease or rented.

iii) Leased or rented building cannot be altered to suit the requirements.
iv) There is no scope for expansion unless the office is shifted.

v) Shifting office requires change of address to be notified.

For ongoing enterprises, office space already available may prove to be inadequate

in course of time. Till additional space can be arranged, steps may be taken

with available space by changing the layout of equipments, by mechanisation,
and introducing modern methods of filing, etc:

Own building is gererally preferable in the case of large and well established
business and where demsnd for the company’s products or services is stable.

Whether it is decided to construct own building or secure office space on rent
or lease, the following requirements should be kept in view:

1) Sufficient floor space for each employee.
2) Availability of fresh air, natural light, water, ventilation, eic.

3) Availability of service facilitics like parking area, canteen, public telephone
booth, lift in the premises and bank and post aud telegraph offices nearby.

4) Scope for additions and alterations in the building.

5) Provision of safety and security for the protection of life and property against
fire, theft, burglary etc.

Check Your Progress A
1) Which of the follvwing statements are True and which are False?

i) Adequate office accominodation is essential to be provided as employees.
wish to relax while at work.

ii) The office should always be located in the same building where the sales
department is located.

iii) Suburban location of office implies lower operational cost.

iv) Own building for office accommodation is preferable in the case of large
and weil estabiished business enterprises.

v} Urban location of office has the advantage of developed commercial
infrastructure.

2) Mention the service facilitics which should be available in the area selected
for office location.
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2.5 OFFICE LAYOUT

Adfter office accommodation has been secured the next important task before the
office manager is the planning of office space. The objective of planning the
utilisation of office space is to facilitate a continuous flow of work, locating
equipment and office machines convenien:ly providing for effective supervision,
congenial environment for work efficiency and visitors reception as well as having
scope for rearrangement, if necessary. The basic purpose should be optimum
utilisation of the available accommodation.

Gffice layout refers to the arrangement and placing of men, machines, furniture

and equipments within each department of the office so as to have the best
possible utilisation of available space. The objective is to utilise space for economy
and elficiency in office work. Scientific office layout calls for a systematic
arrangement of departments and sections, personnel, and equipments in accordance
with a well defined and well thought art -plan. The best utilisation of space is
that which takes care of the special requirements of the organisation.

The modarn tendency is tc have lurge floor space relatively free of partitions so

that layout can be rearranged according to changing needs of the time. In any
cas, office manager has to locate the departments in such a way that there is
efiective coordination of activitics performed. Altnough the office is divided into

a number of departments and sections to derive the benefits of specialisation,
work performed by the employees in different departments are interrelated and
interdependent. Similarly, the activities of different employees within a department
itself are interrelated. It is needless to mention that physical set up in the office

should be neat and impressive, for the visual impression that a visitor gets and
has an impact on his dealings with the office.

2.5.1 Objectives of Office Lay-out

As mentioned earlier, the main objective of office layout is to secure economy
and efficiency in office work. The more specific objectives of office layout are:
1) To provide maximum scope for supervision.

2) To ensure maximum utilisation of space.

3) To provide adequate privacy and safety to persons with confidentia! work.
4) To leave sufficient space for movement of men and use of machines.

5) To permit smooth flow of work.

6) To keep operational cost at a minimum.

Certain principles of layout may be followed to achieve these objectives. The

tendency of department to spread out to fill available space even at the cost of
inconvenience needs to be prevented. Due attention should also be given to the

orderly appearance of the work place as it helps in achieving better employee morale.
2.5.2 Principles of Office Lay-out

The following principles have been developr 1for the guidance of office manager
designing the office layout: '

Principle of inter-departmentsl relationship: Activities performed in some of the

departments of the office are closely interrelated. These departments must be

placed adjacent to each other. The general office ought to be central placed so

that common services may be provided conveniendy to various departments. ACCOM-01/29
Partitions anu sound-proof walls should be put up to segregate departments using

noisy machines like duplications, typewriter, etc. Public dealings which may 29
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involve attending to enquiries receipts and payments of cash, receiving mails, etc.
should be near the entrance to the office. Individuals and departments concerned
shouid be placed accordingly.

Principle of flow of work: Defore preparing the layout plan, it is necessary to
study the flow of work in the office. The systems and procedures established for
various operations also need to be examined carcfully. Whether the layout should
be a straight-line arrangement or U-chapzd depends on the flow of work. As far

as possible flow of work should be continuous, smooth, straight, and without
backward movement.

Principle of maximum ntillsation: Available space should be fully utilised. Adequate
space should be provided for each individual staff. About 30 sq. feet space is
required for each inJividual clerk in a department. Equipments and filing cabincts
should be placed in such a way that the staff may be able to approach them
without loss of time or inconvenience.

Principle of Mlexibility ; Office layout should be so planned that additions 1o staff
and equipment need=d to cope with increased volume of work in future may be
possible with little adjustment.

Principle of service facilities: While planning office layout adequate provision
should be made for service facilities for employees like telephone, canteen,
washrooms, lifts, drinking watzr, etc. These facilities are essential for efficiency
of work and are conducive to comfort and well being of employees.

Principle of supervision: With large number of clcrical staff at work, the ayout
should be so design=d as to facilitate effective supervision and control.

Principle of good environment: Proper lighting and ventilation play a significant
role in office functioning. In.esior decoration and external appearance adds to

Principle of ieast cost: Arrangement and re-arrangement of office layout should
involve minimum expenditure. As good Iayout aims at making the most economic
and effective use of available space, cost of office services are automatically reduced.

2.5.3 Steps in Lay-out Planning

Before the layout plan is actually put into effect, the following preliminary steps

may be useful to tuke:

1) Get a drawing or blucprint preparcd showing the area available.

2) Secure flow charts for difterent departments.

3) Determine the departments with heavy traffic movements.

4) Analyse the functional relationship between departments,

5) Make a preliminary block of assignment of space.

6) Determine the requirements of eclectrical fittings, water supply, and safety
measures to be provided.

7) Refine the block by making templets to scale of all physical units like table.
chair, file box. etc.

8) Check the entire layout design and make adjustments before submitting a final
design for approval by management.

To enable the best arrangement to be made with the available space, “Templets’

or card models may be made for each item in the office. A floor plan may be
dravm and mounted on a drawings board. This plan should show the location
doors, windows, partitions of any, telephone outlet, ete. The templets may then

be arranged in various portions till the best arrangement is secured. As soon as

it is felt that a satisfactory layout design has been made out templets may be
pinned in place as modcl.



2.54 Advanstages of a Good Lay-out

A layout designed after carefully observing the steps mentioned above and with
the principles and objectives in view, should provide the following advaniages:

1) As the layout is designed after studying the nature of activities and flow charts
of each department, efficiency of individual member of the office staff is
expected to be high. This in turn should improve the overall efficiency of the
office.

2) Because of the improved efficiency, the cost of office operations, should be
lower with a corresponding increase in profits.

3) Itis possible to have optimum use of machines and equipment in the office.
The layout provides the joint use of machines and equipment which reduces
capital investment.

4) The orderly appearance of the work place is important to the office employees.
In fact, office workers are as proud of a impressive office as are the managers
of the company. A tensionless and refreshicg work place increase morale of
the employees in an office.

5) A well-designed office lny-out and the people who work then enhance the
goodwill of the organisation. Visitors and customers feeloroud to be associated
with such an organisation.

6) A good office layout makes supesvision more effective. As the weak flow takes
the shortest route, actoil supervision is reducec to the min'mium. Effective
supervision with minimum cost is ensured.

The layout plan of a large business office in given in Figure 2.1 (Ceotretised Office).

2.6 OPEN OFFICE AND PRIVATE OFFICE

Along with the planning of office layout, a major decision which the office
manager has to take relates to the suitsbility of open and private office for the

office staff and executives. He has to consider and decide whether to provide
Inrgammmuupenuﬂ'mwhuadepmﬂmﬂalmdqupnmhmhem
orpmdeunumbmuhmﬂlmmmdpnnﬁ:utﬁmfnrmww
executives,

2.6.1 Open Office

In a large business housc, with centralised office services, onc can see open offices
which are large rooms or halls accommodating the staff of several departments
or sections. Within the hall each department is allotted separate space tor its
stalf and equipments, sometimes with shelves and filing cabinets decricating the
area allotted. Small rooms or private offices are wlso provided for a few top
executives and for office work which requires exclusive privacy.

Msmmmwhmmmmmmm
as it offers several advantages which are outlined below

1) Itis economical as there are no partitions-ar corridors and there is maxitum
utilisation of space.

2) Effective supervision is possible by fewer supervisors as therc are no physical
barriers to observation of pecple at work.

3) The layout of office can be arranged and reararged to suit the requirement
of the time,

4) It enables people to communicate with one ‘another easily withi.. the office.

5) As people can see each othier and exchangs idess/views on officc matters,
their movement is minimised.

6) Office machires/cquipments can be utilised to the maximum extent. Hence,
fewer machines are needed to cope with a general volume of work.

Adedelelrative Arrsagement and
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7) With no partition walls or separate rooms in a large hall, one can have better
lighting and ventilation.
Disadvantages: The open office arrangement also suffers from certain limitations.

1) Itis not suitable for office work which is of a confidential nature or requires
concentration of mind.

2) Frequent disturbances due to operation of machine or noise produced by
conversation or telephone calls, slow down the place of work in the office.

3) Senior staff may not like it because there is no privacy and this feeling may
be reflected in their work.

4) Growth and expansion of business, and addition of staff may result in
overcrowding and congestion.
2.6.2 Private Office

Very often the private office is regarded a symbol of status and importance in
many organisations. Private offices are small rooms of cubicles provided to officers
for their exclusivi: use. Small groups of clerical staff may also be ‘allotted small

* yooms in a hall separated by partition walls. This is found necessary if the work

requires concentration of mind as in accounting and statistical work. Officer may
be provided by an organisation which can afford it.
Advantages: The followiug are some of the advantages of private office arrangement:

1) Privacy is ensured when work of confidential nature is carried out in a separate
cubicle or room. '

2) Prestige of an employee is enhanced when he has a private office. This also

satisfies personal ego of the employee which may result in better performance
or work,

3) Empioyees who are provided with private offices keep their working area neat
and tidy. This amounts to better work environment,

Dissdvaniages: There are a number of drawbacks of private. offices.

1) Private offices usually require proportionately more space to accommodate staff

and equipments. It also hampers ighting and ventilation of an adjacent part
of the office.

2) Private offices do not have exibility for rearrangement if necessary,

3) Supervision of work becomes difficult and more and more supervisors are
needed for different working rooms used by staff.

4) Valuable office space is war ed in providing partition walls, corridors etc.
5) Staff movement may increase and bring down the efficiency of work.
6) Overall cost of office services may increase.

The office manager has to carefully consider the above point before deciding cn
the question of open and private officss.

2.7 STEPS IN MOVING OFFICE

In course of time as busjness activities expand, the office may have to be shifted

from one place to another unless suitable accommodation is owned by the
organisation. In case it becomes necessary to nave a fresh layout plan either in
the same location or a different location the movement should be planned carcfully.
The following steps to shift the office in the shortes: possible time and the
minimum loss or damage to equipments should be kept in mind.

Formatlon of Movement Committee: Whenever it is decided to shift the office
from one place to another, it is desirable to constitute a committee consisting of
senior personnel from various departments headed by a senior executive under



whose overall charge the movement should be planned and executed. This Aminioreatire Arvempument sof
committee will coordinate the move and setting up the office at the new place.

Each department should have a sub-committee which should be headed by the

departmental head. The departmental sub-committee shall get things done in the

department for the move.

Preparation of check list: A check list will have to be prepared for the move
which may include:
a) Arrangements for

i) Building. directing showing new location.

ii) Cleaning all furniture, carpets, curtains, etc.

ity Change of telephone, telex, and FAX facilities.

iv) Requisitioning new telephone connection,

v) Notifying shift of utility services in advance.
b) Motily

i) Share holder, Debenture holders, Depositers, etc

ii) Bankers, Govt Depts, Post Office.

iii) Customers, Suppliers, Wellwishers,

iv) Legal advisers, Registrar of Joint Stock Companies.
Tagging and identifying: All items of equipment, machinery, furniture and fixtures
should be numbered and tagged. It should be clearly mentioned in the tag, the
name of department using the equipment and the floor where it should be placed.
Tags of different colours may be used to signify the floor where the item is to

be finally placed. Such cnlovr tags will help in easily identifying departmental
equipments,

Packing and scrapping: All machines, equipments, executive chairs, tables ete.,
should be packed carefully to avoid damage during transportation. Professional
packers are available for packing. One could avail the service of such agencies.
Machines which are old and are not currently used due to change of technology,
need not be moved to the new place. It will not only involve transformation cost

but also require space. Such machines should be scrapped and sold for whatever
price it realises.

Timing of the move: Shifting to a new place should cause least disturbance to
office work. It is ideal to schedule a move when one or two holdings occur or
during off-season.

Actual move: At 2 time only one department should be moved. Sizmmltazeous
move of two or more departments may create confusion and delay as items
annngingtnnnedeparhnmtmnybeplmdinutbﬂdapamuu.lthmary
to arrange for an adequate number trucks with crew or labouress to move the office.

Arrangements at the New Office Place: Placement of all furniture, machines,
equipments etc, at appropriate positions should be supervised after briefing
employees regarding the new building plan,

Check Your Progress B
1) What does ‘office layout’ mean?

R R S R R ACCOM-01/33
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2) Fill in the blanks
i) The main objective of uffice layout is the maximum utilisationof ...............
ii) To cope with increased volume of work, the office layout should be

M) R of departments should be carefully studied while
planning the office layout.

iv) A good office lay-out has the advantage of maximum utilisation of.....

L R e e '
v) Departments dealing with the public should be located near the ..............
", | IR the items of furniture, equipment and machines is necessary

before shifting the same to a new office premises.
3) Which of the following statements are True and which are False?

i) Open offices are more economical than private offices.
ii) Private offices should be provided only for office staff doing confidential work.

ili) Space allotted to different departinents in an office may be separated by
shelves. ;

iv) Interrelated departments should be located adjacent to each other.

v) Fewer supervisors are required in the case of private offices accommodating
groups of office staff.

2.8 LET US SUM UP

In every organisation the office manager aims at getting the office work done
with maximum efficiency and economy. For this purpose, he selects the best
personnel and equipments. Even their work efficiency may be low if the office
environment is not congenizl to efficient working. Unless office employees are
provided with suitable physical accommodation and congenial work environment
they cannot be expected to work with full physical and mental vigour. This is
because office employees spend the best part of the day at work, and are required

to do mental work of a repetitive nature causing monotony and boredom. Thus,

to have the best performance from office employees, the office manager has to

provide suitable accommodation in a reasonably devzloped locality having proper
environment,

To decide on the exact location of office requires consideration of the options
available in this regard. The office manager must consider the pros and cons of
locating the office in wban-and suburban areas, and also consider whether to
hire necessary accommodation or to undertake construction of own accommodation.
There are advantages and disadvantages of locating the office in urban area, as
also of suburban location. The choice has to be made on the basis of costs and

the corresponding advantages.

Several factors are taken into account while selecting the best site for the office,
€.g. proximity to other units of the enterprise, and availability of service facilities,
means of transport and communication, sufficient space, and of course, the cost
of procuring the required space.

Securing office space involves choice between owning and hiring a building. It
may be desirable to construct a new office building in view of several benefits.
But it has also certain drawba ks, particularly the need for making heavy investment
outlay and the time required for it. Buying a building may be possible at =
bargain price but the building on sale may not suit the exact requirements and
may call for alterations in the existing structure.

Hiring er securing a building on lease may be preferable where owning a building
is beyond the means of the organisation. However, space which is available on

hire or may be taken on lease, again is not likely to suit the exact requirements;
it may not also be available in the most suitable location.



Office layout or planning office space utilisation of administrative arrangements
to be undertaken by the office manager. It calls for systematic arrangement of
departments and sections along with personnel and equipments so as to ensure
the best utilisation of office space, smooth flow of wozk and to operational
costs at a minimum. GuiCelines provided by the principles of layout should be
followed to achieve the objective in view.

A good office layout not only ensures optimum utilisation of office space, but
also leads to high operational efficiency, reduced costs, best possible use of
machines and equipment gives a tidy look, . makes supervision easier, and enhances
goodwill of the organisation.

Blanning of office layout includes taking a decision regarding the suitability of
the open offices and private offices. Open office consists of large rooms with
space decorated for different departments, sometimes having counter-high shelves
and filing cabinets separating them. Open offices are economical as regards utilisation
of space and supervision. Fiexibility of the layout, minimum movement of staff
and easy communication are certain other advantages of open offices. There are
certain disadvantages too including lack of privacy of work, disturbance caused
by noise of conversation and machines, and congestion with increase in the number
of office staff.

|
|

Private offices are small rooms or cubicles meant for exclusive use of senior
officers or by small groups of concentration of mind. This arrangement ensures
privacy and adds to the prestige of some individuals. But it requires proportionally
more space to be provided for partition walls and corridors. Supervision is rendered
difficult and results in higher costs. Partitions of the space hamper ventilation
and lighting adjacent spaces,

Shilting an office may become necessary unless suitable accommodation is owned

by an enterprise. Movement of office to a new place must be planned so that
shifting is possible in the shortest possible time and with minimum loss or damage

to equipments and machine. The movément should be carried out under the
overall control of a committee of senior personnel from different departments.

2.9 KEY WORDS

Leasing: A contractual arrangement by which assets may be used by ome party
(lessee) on payment of a rent to the other party (leaser).

Open Office: A large room or hall where entire office staff is accommodated.
Layout: Arrangement and placing of men, materials, machines, equipments in the
office.

Private Office: Small rooms or cubicles meant for exclusive use of senior officers
or small groups of office staff.

2.10  ANSWERS TO CHECK YOUR PROGRESS

A) 1) () False (i) False (iii) True (iv) True (v) True

B) 2) (i) Space (ii) Flexible (iiiy Flow Charts
(iv) Space, machines/equipments (v) Entrance (vi) Tagging

3) (i) True (i) False (i) True (iv) True (v) False

2.11 _TERMINAL QUESTIONS

1) State the factors, you will consider while deciding on the location of office.
2) Discuss the advantages and disadvantages of locating office in a suburban area. AOCOM-01/35
3) What do you understand by office layout? Discuss the principles of office layout. . %



Fundumentsis of Modern Office 4) What do you mean by open office? What are its merits and demerits?

5) As office manager what steps will you take while laying out an office?
6) What objectives should be kept in view while planning for office layr ?
Explain clearly the steps to be taken in lay-out planning.
7) Write notes on
a) Leasehold building for office accommodation.

b) Merits and demerits of private office.
c) Steps in office layout.
d) Factors affecting location of office building.
8) Show the layout plan of a centralised office with the help of a diagram.

Note: These queations will help yon in understanding this unit
better. Try to answer these questions but do not send

your answers to the University. These are for your practice
only.
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3.0 OBJECTIVES

After studying this unit, you should be able to:

® state the components of office environment

describe the importance of interior decoration

outline the types of furniture and fixtures

explain the significance of office lighting and ventilation
distinguish between internal and external noise

mention the need of sanitation, cleanliness and health
state the importance of safety and security.

L ]
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3.1 INTRODUCTION

Employees generally prefer to work in a comfortable work environment. They
fire more productive when the working conditions are pleasant and satisfactory.
Over the years, enlightened managers have realised the importance of providing
congenial working conditions to the employees. Office work is mostly mental
work which is repetitive and monotonous. It requires greater concentration of
mind, free from distractions. Poor working conditions cause mental strain. Asa
result, efficiency of work and the quality of performance suffer, and employee’s
morale tends to be low. It is, therefore, the duty of an office manager to provide
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an environment which is comfortable and conducive to efficiency of work. In the

Unit 2 you have learnt about various aspects of office accommodation, location
and layout. This Unit is devoted to the study of office environment with respect

to the major components viz., interior decoration, furniture and fixtures, lighting,
ventilation, cleanliness, sanitation, safety and security.

3.2 COMPONENTS OF OFFICE ENVIRONMENT

The term ‘office environmient’ refers to the general physical conditions under

which office activities are performed. The major compenents of office environment
include

# Interior Decoration

# Furniture and Fixtures

#* Lighting and Ventilation

#® Sanitation, Cleanliness and Health
#® Safety and Security

3.3 INTERIOR DECORATION

Interior decoration includes pleasant colouring of walls, doors and windows: placing
of attractive calendars, pictures, paintings and charts on the walls: choosing the
right type of floor coverings, and the use of suitable furnishings. It is, in short,

2 way of decorating the interior of a room or building.

It has been found from experience that decent interior decoration gives a pleasing
appearance to the office and makes employees checrful at woik, A tastefully
painted and well-furnished office stimulates office employees to perform better.
Drab surroundings depress the mind and ultimately affect the employee’s will to
work. The office rooms should, therefore, be painted with appropriate colours
and pleasingly decerated to have a positive effect on the morale of office staff.

2.3.1 Colour Conditioning

Human beings are attracted by colour, because there is a physical quality in
colour that stimulates emotions. Some colours, when used in suitable combinations,
produce a cheerful effect on human mind. Certain other colour combinations may
produce the opposite effect. For example, blue,  green and orange are tasteful
but red indicatzs heat 2nd is disturbing in its effect.

While choosing colours for office decoration, the purpose should be not only to
create a pleasing atmosphere for employees, but also to retain and enhance the
effect fo natural light as far as possible. Light has the most decisive influence
on colours. On what basis should colour schemes be chosen for different parts

of the office premises? The following guidelines, provided by colour experts, may
be adopted for the purpose.

1) Warmer colours (e.g. orange, yellow, brown, etc.) should be used for offices
receiving northern light, whereas cooler colours (e.g. blue, green, etc.) should
be used for office receiving southern light,

2) Different colour combinations may be used to break the monotony of bare
walls in the office.

3) Entrance halls, reception rooms, and cloak rooms, which are mostly used by
customers should have neutral colours (e.g. grey, white, etc.). Lighter colours
should be used for corridors, gangways, stairways, canteen and rest-room.

4) Colours can also be used to provide some degree of individuality, cach
department of an office can have its own colour scheme.

5) Inshort, the best use of colour is one that meets its purpose without demanding
undue attention, it should be attractive, not distractive.



Proper use of attractive colours in the decoration of an office can produce truly Office Environment
amazing results. It creates a favourable image of the office in the minds of

outsiders. [t also creates an atmosphere conducive to good work performance and

the persomal satisfaction of employees. It minimises eye fatigue and enables

emplovees to do their tasks with enthusiasm. Proven researches conducted elsewhere

in the world revealed that when colours are selected and usedscientifically, the

production of employees could go up by 15 to 30 per cent.

3.3.2 Floor Coverings

Interior decoration will be incomplete without adequate floor coverings. A proper
floor covering not only reduces ncise but also adds to the beauty of the office.
The floor coverings may include carpets, linoleum, wood blocks, rubber or foam
mattresses, While selecting the floor coverings for the office, the following points
showd be kept in mind:

1) Comfortable: The covering must be comfortable to the fest. It must absorb
shocks in walking.

2) Sanitation: It should be made of a substance which can be readily cleaned,
least it becornes a convenient place for dust deposits affecting the health of
employees.

3) Durability: The covering should wear uniform temperature and resist changes
in humidity. It should be able to absorb sound as well.

4) Easc of repair: The covering should be amenable to easy repzirs and maintenance.

5) Economical: The cost of floor covering should be within the means of an
organisation.

3.3.3 Furnishings

Furnishings include curtains for doors and windows and coverings for chairs,
tables, sofa sets, and wail hangings. They give a distinct look to the office and
serve as status symbol for office employees. They not only decorate the office
but also prevent glass and excessive illumination from natural or artificial lighting,
The choice of furnishings for an office depends on factors which govern the choice

of floor coverings, as explained above, such as the availability of finances, climatic
requirements (e.g. thick cloth or woollen curtains used during winter), ease of
cleaning and maintenance cost etc. Some big organisations these days also go for

wall hangings (paintings and art pieces) in an attemot to present a luxurious
appearance. Such wall hangings, if properly displayed, break the monotony of a
room and enhance the prestige of the organisation.

3.4 FURNITURE AND FIXTURES

Office work is performed by the clerical staff who have to spend long hours in
the office every day. Suitable furniture should, therefore, be provided to enable

them to perform their tasks comfortably, speedily and efficiently. The term
‘furniture and fixtures' in an office includes desks, tables, chairs, cabinets, trays,
almirahs, cupboards, and other necessary fittings and fixtures like desk lamps,
waste paper baskets, telephone stands, racks for files, etc. Good office furniture
offers a comfortable place to sit and a convenient place for positioning equipment
(typewriters, calculators, etc.) papers and books. Moreover, it makes the office
attractive and contributes to good working environment. It also serves as a source

of incentive by stimulating employees to do better work by developing a favourable
attitude toward their jobs.

3.4.1 Types of Furniture

The usual office furniture found in any modern office are desks, tables and chairs. ACCOM-01/39
Storage and filing equipments, such as filing racks and cabinets, lockers and
almirahs are also referred to as office furniture. Office furniture may be broadly 39
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divided into three typ:s: (i) Executive Furniture, (ji) Special Purpose Furniture,
and (iii) Built-in Furniture.

1) Executive Furniture: Executive furniture is made in accordance with the taste
of the executive concerned and is made mostly for appearance. The main
purpose is to impress visitors with the prestige and importance of the person
using it. Executive furniture is generally of superior quality and is used in
more important private offices in the organisation. There is no standard size
of the executive desk or tabie, because this depends on the status of the
executive and the size of the room.

2) Special Purpose Furnitare: Special purpose furniture is designed for special
use in offices and includes the following:

a) Clerical desk: This is meant for clerical operations (writing, recording, etc.).
Usually this kind of desk is a singly pedestal one containing some drawers
to keep files, papers, etc.

b) Typist’s desk: This is special kind of desk designed to meet the requirements
of a typist. It has a suitable surface for keeping the typewriter and similar
machines (calculator, etc.). The desk usually contains two or three drawers
or trays for placing papers, keeping percils, rubbers, carbon papers, records,
typed documents, etc.

¢) Machine desk: This is specially designed to place adding, accounting, billing,
calculating, card-punching and cop ring machines of various types. Usually,
awell is dug at eith=r end of the desi so that the machine sits lower than
the standard desk height.

3) Built-in Furniture: Floor space can be saved by the use of built-in or collapsible
furiiture. For example, almirnhs built in wall recesses with laminated plastic
wood venecrs can stand rough handling and are not subject to scratches. They
also prevent dust accumulation on the filés,

In addition to @ suitable desk and a comfertable chair, office employees also
require certain other fixtures for performing their operations efficiently. These
fixtures include desk lamps, waste paper baskets, telephone stands, and miscellaneous
items, such as pencil stand, pin cushion, stamp, pad with ink, dust bin, etc.

3.4.2 Choice between Wooden and Steel Furniture

After deciding on the type of furniture to be purchased, it is necessary to look
into another important aspect i.e., whether to use wooden or steel furniture for

office use. Wooden furniture is durable #nd solid in make. It can be shaped and
designed in a variety of ways. It is pleasing to the eye and gives a general feeling

of warmth. It gives a feeling of great comfort and, compared to steel furniture,

it has neatly polished surfaces. Finally; it can be repolished at a relatively low
cost. However, steel furniture is increasingly used in modern offices as it has
some obvious advantages over wooden furniture, Steel furniture is fire-resistant,
It has a long life and is not easily damaged or spoiled. It is very light in weight

and can easily be moved in case of need. It does not shrink, swell, warp or
crack. Steel drawers are safe against insects, rats and mice. Finally, steel furniture

can be made to harmonise with any surrounding. From the cost point of view,
there is not much difference between wooden and steel furniture. The choice
between these two types of furniture, ultimately, depends on the individual
requirements of the organisation and the tastes of the employees.

3.4.3 Princinles Governing Selection of Furniture

Office furniture represents a long-term investment. Hence, adequate care should
be taken by the office manager while selecting furniture, keeping in view the
present as well as future requirements. The following guidelines should be useful

to the office manager taking the decision.

1) Econcraical: The cost of the furniture should be within reasonable limits so



that it may be purchased out of the available funds. However, even a costly
item can be purchased if it is really useful,

2) Suitable: The items selected must be suitable for the purpose to be served.
Designed, size, working and sitting surfaces, colour, number of drawers, height,
etc. should be according to the requirements of the work to be done.

3) Uniform: Furniture should be adaptable to multipurpose use. To this end,
furniture of uniform quality and make should be purchased for use in various
departments. This will enable more than one type of work to be performed
using the same furniture. It is beneficial to the organisation as well, in terms

of lower cost of servicing and maintenance, and lower cost of purchasing in
large quantities.

4) Durable: Since furniture is purchased for long-term use, it should be durable
and long-lasting. To this end, only quality furniture should be purchased.
Now-z-days, steel furniture and equipments are increasingly used as these are

not only more durable than wooden furniture, but also ensure safety against
fire and burglary.

5) Flexible: Furniture purchased for the office must use the floor space economically.
It should be light in weight so as to permit easy movement from one place
10 another. As far as possible. furniture with built-in file units should be
purchased so that the paraphernalia of employees can be kept in one place.

6) Comfortable: Officc work is an indoor work, and employees mainly do desk
jobs seated inside the office during the working hours. Hence, furniture which
offers maximum comfort should be purchased for the staff. The chairs, tables,
desks. etc, should be of correct dimensions. The se ating surface must be soft.

It must offer sufficient aeration from beneath. The back seat rests should be

fixed at proper angles. It should be possible to adjust these to meet individual
requirements.

7) Attractive: Fumniture is bought not only for its usefulness but also for its
appearance. An artistic design is worth paying for, because it makes the office
look more attractive. The goodwill of the firm is reflected usually by the
appearance of good furniture in the reception and other *offices open to public’,

Offices should, therefore, purchase furniture that is not only useful but also
attractive and elegant.

Check Your Progress A

1) List the components of office environment,

R EsEsEsaa

2) Which of the following statements are True and which are False?
i) Employees would love to work in a dirty environment,
ii) A decently decorated office is an eye sore,
iif) Light is the most important influence in the use of colours.
iv) Poor working conditions cause mental strain.
vl Wooden furniture is fire-resistant,

vi} There is no standard size for the executive desk or table,

3.5 LIGHTING

Lighting is perhaps the most important of office envirorum.nt. Virtually every

Oifice Eavicronment
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task petformed in the office requires proper light. There can be no proper work
done without adequate light. Poor lighting, or strong lights with attendant glare,
cause eye strain, Mental fatigue and irritation. This, in turn, results in delays,
interruption and mistrkes in office work. Therefore, to provide for adcquate
lighting is essential for employees to perform their tasks satisfactorily. The following
two factars are considercd important with respect to lighting arrangement.

1) Quantity of light: The common measuremznt of light is a foot-candle which
is the amount of itflumination one foot away from the standard candle. Normally,
typing work requires need 150 foot candles whereas other clerical activities
need 70 to 100 foor capdles of light. Office work is mostly paper work, so
sufficient light should be provided as per standard requirements.

2) Quality of light: The quality of light is considered proper if it is free from
glare and is diffused evenly over the illuminated area. Brighiness should be
fairly upiform rather than varying from one portion of the office to another.

Shadows should be mimmised by having lights falling from ditferent sources
in-a room,

Natural and Artificial Lighting

There are two sources of light in the modern office: (1) Natural, and (2) Artificial.

1) Natural Lighting: Natural light ot day light is the best form of light. This is
both economical and good for the health of employees. [t causes less eye-strain
and keeps the employees psychologicall - happy. As far as possible, maximum
use should be made of natural light for the office. This can be achieved by:

i) having large windows;
ii) using external reflectors;
iii) applying better colours for walls, tables ete.

iv) rearr .ging furniture (e.g., desks should be kept near windows, persons-
doing figure work, and other eye‘straining work should be placed near
windows); and

. ¥} using diffusing glass panes sp asto redirect light in rooms where it is most
wanted (where natural light is too bright dark window curtains may be used).

Though natural light has its own merits, modern offices cannot entirely depend
on it as the intensity of light changes with the time of day, weather conditions,

height of adjacent buildings, etc. In some places natural lighting may not be
available at all, or when available, may not be dependable, Hence, most madern
offices combine both natural and artificial lighting arrangements,

2) Artificial Lighting: Artificial light may be in the form of table lamps for
individual employees, or shaded lamps suspended from the ceiling, or fitted
on the walls, or fluorescent tubes or filament bulbs. Fluorescent lighting is
preferred to other types of lighting in offices as it praduces less neat and
glare, lasts longer, and consumes less electricity, More importantly, the light
it more evenly distributed.

One important advantage of artificial lighting over natural lighting is that it can

+be controlled as regards intensity and quality of light to serve specific requirements

of work in the office. However, the cost of installation and maintenance of

-artificial {ight is rather high. This problem could be solved by making the best

possible use of natural lighting and supplementing the same with the right degree
of ‘artificial lighting. This can be achieved through the following steps:

i) Using light colonrs on office walls and ceilings that heip in using light, both
natural and artificial, to the best advantage.

ii) Cleaning lamps, reflectors, walls, windows, lampshades, regularly.
iii) ‘Using bulbs and tubes of proper waltape and voltage,

iv) Replacing famps that have outlived their utility (e.g., gas filled lamps have
1,000 hours of life, fluorescent lamps have over 6,500 hours of life).



3.6 VENTILATION

Ventilation in the office refers to the-supply of clean and fresh air of the right
amount, right temperature and humidity (moisture in the air). As a rule, the
office should be well ventilated. Constant flow of fresh air in the office reduces
fatigue. In the absence of proper ventilation, the rooms become stuify, especially
during rainy seasons, causing drowsiness and dullness in the employees. Droughts,
especially during summer when hot winds blow, cause irritation to the staff. In
a hot and humid country like India, the problem is one of ensuring a steady
flow of cool, dustless, air in the right speed and humidity (at least 600 cubic feet

per person per hour is the normal requirement), The following steps might help

in ensuring proper ventilation in the office:

1) Windows, doors and ventilators must be properly located so that a constant
inflow of fresh air and outflow of stale air is ensured. Electric fans, exhaust
fans, blowers and air-filters may be used to draw in natural air, filter the dust
and diffuse the air evenly throughout the office,

2) An air-conditioning system can be installed to climinate the problem of
cleanliness, heat, humidity, noise, etc. One great advantage of air-conditioning
is that it keeps the temperature at a uniform level all through the year. It
not only ensures good ventilatior: but filters the air as well. Bur, it is a costly
system and the office manager must weigh the pros and cons carefully before
installing the same.

3.7 NOISE

Moise may be defined as an unwanted sound inside or outside an office. The
elfects of noise on employee’s performance include difficulty of concentration
(hence, reduced output), high error rates, increased fatigue and low moralz. Even
frictions among employees may be traced to mental irritation caused by noise.
The office manager trying to provide a good work environment mut, therefore,

pay sttention to the causes producing noise, internal as well as external, and try

to control the same through some positive steps.

3.7.1 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 cf 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.

Walls, ccilings and floors can be cov-red with sound-absorbing materials
(rugs, carpets, drapes, etc.).

i) 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.

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

(MTice Environment
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3.7.2 Extc nal Noise

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

i) Use of double doors, or automatic door closers.
i} Use of sound-proof materiais for walls and ceilings,

iii) Shifting the office to upper floors and the building to the extent possible.

Check Your I'rogress B
1) Fill in the blanks,
i) The common measurement of light is a ...

I} Office Work is MOSEY ot

. work,
iif) Good quality light is free From .......cccovivienvreninnsirnreon.,
V) e en. B8 the best form of lighting.
W) Tl e lighting can be controlled as regards

quantity and quality of lights.
vi) coeoveoe. keeps the temperature at 2 uniform level.
vii) Constant flow of fresh air in the office reduces ................ .
2) State which of the following statements are True and which are False.

i) The cost of instailation and maintenance of artificial light is rather low.

i) The problems of external noise are within the control of office manager.

iii} Modern offices depend on natural light only for their lighting requirements,

iv} There can be no sight without light.

v) The best way to avoid external noise is to locate the office in a quiet place.

3.8 CLEANLINESS, SANITATION AND HEALTIH

Insanitary conditions mav 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, Walis, partitions, ceilings, doors and windows
should be whitewashad, 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,
adequaie cloak rooms, latriries, and urinals should be provided at different
convenient places. For regular cleaning, the cleaners employed should be provided
with appropriate equipments and materials,

3.9 SAFETY

Besides providing congenial working conditions in the office, the office manager
should also adopt suitable measures te ensure the safety of all employees working

in the :ffice. This is because accidents can ozcur even in offices on account of
varicus reasons like:

i) Floors are highly polished and slippery;
ii) Floors and staircases sometimes remain wet with water, soap or aily substances;
iii) Floors are covered with torn or loose carpets;

iv) Trailing v. telephone wires on the floor;



v) Leakage of electricity; Office Environment
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 liazards by taking the following steps:

1) First ald: In every office, at least one first aid box should be kept veady for
the benefit of emplnyaes. 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, ceriain positive steps must be
taken by the office manager. Smoking should be discouraged especially in the
rooms where inflammable materiais are kept. Sufficient number of ash trays
must be provided to employees. Flectrical 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 uses. Fire exits and escape
routes should be clearly marked. Fire ulan. should be fixed and tested from

time to time: The employees should be made familiar with these precautions
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 torn 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
arcas visited by many persons.

3.10 SECURITY

One of the important functions of an office is to keep and preseve documents
for future reference and use. To this end, all documents and office records should
be kept under proper security. No piece of record should be taken out of office
premises without seeking proper permission. Where the security arrangements are
poor, there is always a possibility of theft, unauthorised removal or destruction
of office records. To ward off such threats, it is necessary to keé¢p important
documents (deposit receipts. title deeds, bills of exchange, cheque books, registration
documents, etc.) in office safes or bank lockers. Employees should be asked to
take care of important official papers. They should be held responsible for any
loss of records under their charge. Modern organisations employ night guards as
a special security measure. Large-scale organisations go for fidelity guarantee
insurance to cover the risk of defalcation, fraud, and embezzlement on the part
of employees. Other security measures like seeking reports regarding the behaviour
of employee from respectable persons (known as referencs checking), demanding

- rash sccurity from employees handling cash, etc. have become quite common
these days. After employees arc appointed, they should be given identity cards.
This helps in preventing unauthorised entry of outsiders inside an office.

Check Your Progress C
1) State any of five causes of accidents in an office.

L P e

2} Fill in the blarks. ADCOM-01/45

il Smokingshouldbe . ... .. ... .. ..........0.. in rooms. as a fire-prevention
step. 45
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ii} Insanitary conditions affect the
adversely.

MY i somensosssnmmmanny cexits and LLoooieeeeeeeie .. FOUES
must be cearly marked.

w) Al records of office should be kept under proper

v) Identity cards help in preveming ............................ entry of
outsiders inside an office.

3.11 LET US SUM UP

Congenial work envirommaent is important for ensuring efficiency of work and
quality of performance by employees in an office. Office environment refers to
general physical conditions in an office and includes items like interior decoration,
furniture and fixtures, lighting and ventilation, sanitation and cleanliness, and
safety and security.

Interior decoration refers to picasant colowring, right type of floor covering and
the use of suitable furnishings. A tastefully painted and well-furnished office
stimulates employees to perform betéer.

Furniture and fixtures incluede desks, tables, chairs, cabinets and other firtings,
Special purpose furniture is designed according to the requirements o users. To
economise floor space, built-in furniture is preferred in offices. These days stee|
furniture is increasingly used in offices owing to its safety, flexibility, and
fire-resisting quality. While purchasing office furniture, the manager should ensure
that it is suitable, durable, comfortable, economical and attractive.

The office must have a good lighting system. The requisites of good lighting
arrangement are: weli-diffused illumination and working surfaces without glare
or sharp shadows. As fay as possible, maximum use of natural light must be
made. Where this is not feasibie, artificial lighting in the form of lamps or
fluorescent tubes could be used.

Ventilation means the supply of iresh air in required quantities at the right
temperature. This could be achieved by having ar adequate number of windows,
fans, cooters wnd aitr-conditioners in the office.

Moise means unwanted sounds inside or outside an office. Both are harmful in
their effects and, hence, need o be contrelled. Internal noise could be avoided
by using sound-absorbing materials, automatic door springs, placing noisy machines
in separate rooms, etc. External noise could be aveided by using double doors
and sound proof materials for walls and ceilings.

The office and its surrounding should not only be clean but also free from bad
odour and infection. To achieve this, rooms, tables and desks must be cleaned
regularly; walls white-washed or painted; waste paper be disposed off and adequate
numker of cloak rooms, latrines, and urinais b2 provided in the office.

Safe working conditions are a must for employees. Aceidents do occur even in
offices owing to several reasons. To prevent these, it is necessary to institute
fire-prevention measures and to check machinery and equipments regularly.

Finally, the office must be abie (v keep documenis and records under proper
security. Office safes, bank lockers, appointment of security guards, etc, are some
of the measures that help an office to hold its records in a sccure way.

3.12 KEY WORDS

Work Environment: The general physical conditions in which office work is carried
on.

Interior Decoration: Way of decorating the interior of a room or building.



Colour Conditioning: Choosing the right colour combination s as to stimulate Office Eavironment
human emotions.

Ventilation: Supply of clean and fresh a7 of the Tight amount at the right temperature,
Foot-candle: The common measurement of light.

3.13 ANSWERS TO CHECK YOUR PROGRESS

AYy 2y (i) False (i) False (iii) True (iv) True (v) False
(vi) True

B) 1) (i) Foot-candle (ii) paper (iii) glare (iv) natural (v) artificial
(vi) air-conditioning (vii) fatigue
2) (i) False (i) False (iii) False (iv) True (v) True

C) 2) {i) discouraged (i) Pealtnh (iii) fire, escape (iv) security
(v) unauthorised.

3.14 TERMINAL QUESTIONS

1) Explain the importance of good work enviranment for the office staff. Djscuss
the factors you will take into account while planning for office lighting,
ventilation and furnishing.

2} Discuss the importance of office lighting, ventilation and interior decoration
from the point of view of efficiency of work.
J) State the importance of interior decoration in a modern office.
4) Write short notes on:
i} Colour Conditioning
ii) Executive Furniture
iii) Floor Coverings
iv) Furnishings

5) Youhave been asked by management of a firm to select fu niture and soine

other equipment for a particular job. What considerztions will vou bear in
mind while doing so?

6) Distinguish between:
i) MNatural Lighting and Artificial Lighting
ii) Internal and External Moise
iii) Executive Furniture and Special Purpose Furniture

7y Discuss the effects of noise in relation to clerical werk and the ways to reducc
the same.

8) List the common physical hazards which may exist in 2n office. Indicate also

some of the precautionary measures which an office manager should take to
eliminate or reduce such hazards.

9} *'The sanitary conditions prevailing in the office have & potent effect on the
staff and consequently on the quality and volume of work accomplished.” Give
the varjous sanitary requirements of a m¢ ‘e office in the light of this statement.

10) Explain the sanitary requirements of an office.
11) Discuss the safety and security requirements of an office.

Note: These questions will help yo'1 inunderstanding this unit
better. Try to answer these questions but do not send

vour answers to the University. These are for your practice ADCOM-01/47
only.
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UNIT 4 OFFICE SYSTEMS AND
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49 Key Words

4.10 Answers to Check Your Progress
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4.0 OBJECTIVES

After studying this unit, you should be able to:

® state the meaning of system

distinguish between systems, procedvres and methods
outline major office systems and procedures

state the advantages and limitations of systems
define office manual and highlight its importance
enumerate various types of office manuals

explain the flow of work and enumerate the problems in flow of work
describe the variovs flow charts

4.1 INTRODUCTION

In unit 3 you learnt that proper office environment is necessary for efficiency of

work end quality of performance by employees in an office. Similarly, to provide
efficient and economical clerical services to the organisation, it is equally important
that major office activities are clearly identified and the best means are devised
to perform them. Office systems, procedures and methods are developed to meet
these objectives. In this unit you will learh about the meaning of system, its
importance, difference between systems, procedures and methods, usefulness of
office manual, and the flow of work employing flow charts.

4.2 MEANING OF SYSTEM

Broadly, the term ‘system’ inay be interpreted as a planned approach to varirs



activitics necessary to attain desired objectives. In other words, it is a planned AL S e A e
way of completing any particular task. When the term system is used in connection

with office work, it refers to the planned use of personnel, forms, records,

machines and equipment for doing a particular phase of office work. For example,

the purchase system involves using forms, making records and engaging personnel

necessary to complete purchase transactions from the tinie of receiving a purchase

requisition. This is followed by inviting tenders and placing orders until the goods

are received and payments are made thereof. Similarly, there are systems for

sales, necounting, filing, and other office activities.

In every office, there exists a specific system for each major office activity. For
example, there is a system for filing records, a system for communication, a
system for designing office forms, a system for selecting and training office
cmployees. In the systems analysis, these major activities (mailing, filing, etc.)
are known as ‘subsystems’ of the office system.

4.3 DIFFERENCE BETWEEN SYSTEMS,
PROCEDURES AND METHODS

Generally, the terms 'systems’, ‘procedures’ and ‘methcds’ seem synonymous, yet
there is a basic difference between these three terms.

System consists of a group of inter-related and inter-dependent parts opcrating
in a sequence, and according to a pre-determiued plan, in order to achieve certain
goals. It is a planned way of performing office activities,

Procedures refers to a series of sequential steps or operations needed for completing

a major phase of office work uniformly and consistently. Thus, within the system
there may be procedures set for each of the different phases of office work. For
example, in the sales system, definite procedures exist for processing an order,
shipment of goods sold, handling claims, making adjustments etc. The procedures

arc planned in such a way that every time a particular job has to be performed,

the same operations may be carried out in the same sequence and in the same
way. Office procedures (also called olfice routines) involve a number of operations.
An operation is the smallest step in a procedure. For instance, the procedure for
sorting of papers before filing may require several operations like examining the
papers as to their code numbers under which they are to be filed, putting them

in the sorting tray. arranging them date-wise, etc. Thus, a procedure lays dewn
the sequence of steps to be followed usually by more than ons person while

performing a recurring type of work. If well-designed, a procedure tells who does
what, how and when,

There is a method for performing each operation within a procedure. A method

is the manual or mechanical means and devices by which each operation is
performed. For instance, in an order-processing procedure there is a method for
acknowledging the incoming order, checking the credit status of the customer,
preparing the sales invoice, and distributing the copies of the invoice. A method

is, thus, concerned with the sequence of motions used in performing an operation
with the use of specific equipments. A method is a part of the procedure which,

in turn, is a part of the system.

4.4 MAJOR OFFICE SYSTEMS
AND PROCEDURES

Offices have certain basic systems, each made up of a number of procedures.

These, in themselves, provide a summary of the office activities. The major

systems of. modern business concerns moicde purchasing, selling, accounting,

personnel management, etc. Some of the important systems and their procedures

can be briefly explained as follows: AOCOM-01/49
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Management Systems FProcedural Steps and Methods

Purchusing (In detail) Step.1 Initiate Purchase Requisition

Methods e Prepare purchase requisition
* Get authorisation

Stepll  Select Source of Supply

Methods Advertises

Send tender forms

Obitain quotations

Open tenders and evaluate
Select the best source

Step Il  Order Supplies

Methods e Prepare purchase order
& Send the order to suppliers

SteplV  Receive Supplies

Methods @ Check quantities

#* Inspect quality
® Send supplies to stores

StepV  Pay Supplier

Methods Prepare payment voucher

Prepare cheque
Send cheque to supplier

Receipt of Order
Processing the Order
Shipment of Goods
Accounting for Sale

Selling (In hrief)

Accounting for Receipt or Payment
Sales Returns and Allowance
Purchases

Sales

Accounting (In brief)

Cash Receipts
Cash Payments
Payrolls

& & ¥ & & & @& @ & & * B S

Financial Reports

Check Your Progress A
1) Which of the follow.ng statements are True and which are False?
i) A system 1s a planned way of doing a particular activity.
ii) A procedure consists of a number of systems.
iii) A system is a part of a procedure,
iv) A procedure is a part of a method.
¥) A method is a part of a procedure which, in turn, is a part of a system.

2) Fill in the blanks.
i) An ...........ooiieniees., is the smallest step in a procedure.

ii) Each system consists of a number of .................cceee.

AOCOM-01/50 iii) A system is a group of interrelated and .......................... parts

50 - operating in a sequence.



iv) A procedure lays out the .......................... of recurring steps.

v) A method is the ...oooovvmnivivamisrin s OF Guveriiiiveasnidinsiai means
by which each operation is performed.
vi) There is 2 method for performing each ..................ooiiiiin,

within a procedure.

4.5 ADVANTAGES AND LIMITATIONS OF
OFFICE SYSTEMS

4.5.1 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 nunber 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
foltows a definite method that helps in avoiding wasteful motions, delays and
errors while carrying out instructions. As a result, office woik 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.
Eniployees 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) Cconomy 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,

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 1o 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 empicyees 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 operaticn 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.

7t Management by exception : 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.

4.5.2 Limitations

Along with various advantages, systems have some limitations also. A system is
no better than the planning that goes into it, Weahness in the system is often

Office Systems and Mrocedures
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compounded by repeated usage. Theréfore, 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 casier s#id than
done. In i1eality, procedures once established; by and large, acquire a sort of
permanency. They are rigorously followed throughout the office in the name of
uriformity of actions and hampering the administrative process seriously. Employees
begin to feel the choking effect of over ¢claborate systems and procedures. Standard
forms and rulings acquire a status that few dare chatlenge, Therefore, no system
should be 2o rigid as to preclude flexibility or be so detailed as to destroy nitialive

Good systems do not just happen. They are the product of careful planning by
management. While dmgningsﬁtems and procedures, management must specify
the relationships between various departments and divisions, providing a basis for
intzgration later om.

4.6 OFFICE MANUAL

The office systems and procedures, whatever these ars, are usually communicated

to emplovees in writing through what is known as ‘Office Manual’. It is a written
record of information, instructions and repulations regarding poticies, functions,
systems, procedures and methods to guide and control the activities of employees

in the organisation. As a source book, the office manual contains the following
information for the guidance of employees:

1)} General information includes the name, address, telephone number etc., of the
company and its departruents; nature of business and addresses of jts executives.

Z) Genera] rules snd regolalions pertaining to working hours, pay.ma!es‘ leave
benefits offered, disciplinary and retirement rules,

3) Imstructions regarding what to do in case of emergencies stich a5 fire, 2ccident,
serious illness,: ete,

4) Policles regarding credit sales; selection of advertising media, training and
development programme, purchase of capital eguipment, ete,

5} Other informaticn relating to job description—nature of supervision and control,
reporting, relationships between superiors and subordinates, standard procedures
to be followed for dping repetitive jobs (handling mail, filing, indexing, etc.).

4.6.1 Importance of Office Manual
in every organisation, it is important that employecs must know what is to be

done, when it is to be done, how it is to be done, and by whom it is to be
done, Operations should be carried out in & systematic way and policies be

* interpreted in a consistent manner. The Office Manual serves the purpose of

communicating the relevant information to employees. If it s written with great
care and kept up to date, several advantages may be derived from the office
manual. These are:

1). Devefops a sound orgaalsation: The manual requires management to state their
policies and give expression to their concrete terms. They provide a sense of
direction to the emipluyees gnd clarify the responsibilities of various units in
the organisation. Everyone is made aware of what to do and when. All these
vitimately conftribute to the development of a sound organisation,

2} Conserves Hime: Manuals are written documents, demanding compliance from
employees. In case of any difficulty in processing work, employees can consult
the manual and remove the sonrces of friction. Managers also need not spend
much dme in anywering questions regarding routine work. The printed
instructions greayly reduce the need to guide employees constantly. In short,
the manual helps conserve the time of top management as well as supervisors
at the office level,

3} Preserves experience: Manuals reflect corporate experiences of outgoing officials
in -a written form. Managers may come and go out but the manual remains.



The offlice is thus, able to bonefit from the ideas, cxperiences and knowledge
of people who are no longer with the organisation.

4) Trains new employees: A manual also helps in training new employees. It
conveys, in a readily available form, the established policies and procedures
ef the organisation. This enables employees to pick up their work without
delay or hesitation.

5) Improves morale: Manuals tend to reduce uncertainty too. An employer knows
what his job is, what is expected of him, and what to expect from the
organisation. Such clear understanding builds the confidence of employees and
boosts their morale.

6) Mgnagement of exception: Manuals relieve managers from the necessity of
making repeated decisions on routine matters. Managers can concentrate on
more important iscues, leaving routine affairs to be handled by staff at lower levels.

T} Improves efficiency of operation: One positive advantage of the office manual
is that it improves the efficiency of operations by reducing overlapping efforts,
gaps in procedures and policies, and, more importantly, useless work.
Communication regarding routine matters is simplified. These ultimately help
in reducing office costs and improve efficiency.

4.6.2 Types of Office Manuals

There are various types of office manuals that may be used by an organisation.
Broadly, office manuals may be classified into five categories as follows:

1) Organisation manual: This manual explains and defines the organisational
structure. It contains information regarding the company’s objectives,
organisational philosophy, duties and responsibilities of major units, the role
of key executives, products manufactured by the company, and includes an
organisation chart showing the various positions in the organisation. In short,
this type of manual provides exhaustive information about the company and
shows how divisions and units relate to each other. Its circulation is normally

restricted to each other. Its circulation is normally restricted to middle and
higher cadre management.

e

Policy Manual: All organisation pronouncements are contained in thiz manual,
Policies are guidelines to decision-making. They provide standing answers to
recurring questions. The policy manual contains various resolutions and decisions
of the board of divectors establishing various policies of the company. Pelicy
statements may be of three types: basic policies, general policies and departmental
policies. Basic policies are statements of the long-range objectives of the
company, general policies are related with the day-to-day operations, and
departmental policies with the activities of indivicual units within the company.

3) Employee Manual: Also called ‘employee handbook’, the employee manual

is the best known and most widely used manual. Its objective is to familiarize

an employee with those matters that relate to his/her employment relationship
with the organisation. Included in this manual is the information regarding
pay scales, incentives, promotions, vacations, employee services, and educational
activities. A well-written employee manual provides useful information to the
new cmployees. It is also an invaluable aid and source of information to
employees who have been with the company for many years.

4) Procedures manual: It contains detailed procedures and instructions to be
followed by an employee in carrying out his work. A detailed explanation of
what is to be done, how it is to be done, who is to do it, when it is to be
done is provided through this manual. The purpose of this manual is to
establish practices to be followed in performing organisational activities.

5) Speciality mnnuals A cariety of manals can be grouped under this hzading,
providing guidance to specific types of employccs. The list includes filing
manual, sales person's guide, loan officer’s handbook. desh manual,
correspondence manual, administrative practice manual. and mailing manual.
All these manuals contain information regarding a particular type of activity;
that is why they are cal'=d ‘speciality manuals’,

Office Systems and Procedures
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Check Your Progress B

1) State whether the Tollowing statements are True or False.
i} Manuals are written documents.

i) A policy manual explain: and defines the organisation.
iii) Organisation manual is also called ‘employees manual’.
iv) Policies are guidelines to decision making.
v) Basic policies speak about day-to-day operations.
vi) Good systems are products of careful planning.

2) Fill in the blanks.

i) Asystemisnobetterthanthe....................................... that goes
anto it

ii) Procedures help in ensuring consistent actionfor ......................... work.

1) | o e e s ++.es. prozedures are followed for similar work
throughout the office.

iv} Nosvstern canbeso rigidasropreciude ..o

¥) Manuals demand....................oooocieeen. ... from employees,

vi) Manuals reflect corporate experiencesof ...........ovoviiiinnn oo, officials

in a writlen [orm.

4.7 FLOW OF WORK

A smooth and continuous flow of werk 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. It 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 vninteriupted, 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 carei. . planning. It is worth
remembearing that most office operations are repetitive in nature. As a result, a

slight waste of motion and time in operation at any stage brirgs 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 keep:. executives and clerks at their desks.

4.7.1 Problems in the Flow of Work

It is mot easy to achieve a smooth flow of work in actual practice for several
reasons. It may be obstructed or interrupted by any of ire 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, ihere
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



3)

4)

5)

6)

(i) lack of inaterial/equipment with which to work, (ii} lack of required
information, (iii) changes in methods «. work because of a change in plans,
(iv) frequent calls from superiors, (v) idle talks between employees, and

(vi) carelessnuss of employees. External interruptions may be caused by (i) visitors,
(ii) telephone calls, (iii) external noise, and (iv) absentecism.

Unequal time requirements: Quite often, different operations require different
times for their completion and this difference, lor example, may be from 2
minutes to 5 minutes. If the clerk in charge of the first operation takes five
minutes to complete it and the second one takes just onc 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.

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 o the flow of work. [t is, therefore,
nccessary to standardise workload for all employees in the office.

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 smnoth flow of work.

Poor layout: Improper allocation of space to various departments alse 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
smaooth flow of work. Operations in such a case will move through a circuitous
route, causing delays and interruptions.

4.7.2 Use of Flow Charts

With a view to overcoming the difficulties in the flow of work described above,
flow of work should be analysed carefully. Flow charts are employed for this
purpose. A flow chart shows the actual flow of work in an office. The basic

Figure 3.1: Fiow Chart of Ouigoing Mail Section in an Office

1. Correspondence Section
2. Typing Section

3. Registering Section

4, Despatch Section

5. Filing Section
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purpose of preparing flow charts (also called routine charts or process charts) is
to ascertain whether the flow of work is ideal or there is scope for improvement.
There are three types of flow charts for such an analysis, which are discussed below:

1) Office Layout Chart: The office layout chart is meant to depict the movement
of personnel and work for each office activity. In this chart, lines are drawn
to show the movement of office forms and documents from point to point or
operation to operation. A separate chart is prepared for each system and all
such charts are compared to find out wasteful steps, time, energy and money.
These charts are prepared for those operations which occur frequently. An
example of the office layout chart depicting the movement of work in Outgoing
Mail Section of a large organisation is given in Figure 3.1.

2) Flow Process Chart: Also known as ‘work simplification chart’. The flow process
chart is prepared to analyse office systems and procedures graphically,
Standardised symbols, as shiown in Figure 3.2, arc used to depict the flow of
work under o specific system.

Figure 3.2: Chart Showing Standardised Symbols Used for Flow of Work In a System

ACTIVITY SYMBOLS USED

OPERATION Denotes that someihing is

being changed, added wo,
or created,

TRANSPORTATION Indicates movement from

ene place to another,

-

O
>

INSPECTION Denotes an inspection

whicn something is
chiecked or verified
but not changed.

DELAY Indicates an intermaption

or delay in the
flovw of the subject
being studied,

STORAGE Denotes the storage

of an pbject, as
when it is protected
against unauthorized
remiovil,

D
\/

Where any office systemn or procedure is found to come in the way of flow of
work, it is suitably changed or improved. The ultimate aim of the flow proces
chart is to simplify work and, that is why, it is known as ‘work simplification chart’,

3) Management-type Flow Chart: In this chart, each step involved in a particular
procedure is descrived through a short sentence written horizontally, Where

a large number of steps are involved, they are numbered and explanations
given in the form of foctnotes. The chart is read from left to right and is
useful to the management for reference purposes.

Check Your Progress C

1) State whether the following statemients are True or False,
i) Flow of Work refers to the way work moves from one operation to another.

ii) Straight-line flow of work involves many backward movements.
iii) Interruptions to work occur in office on account of external factors only.
iv) A flow chart shows the actual flow of work in an office.
v} The office layout chart is also called ‘work simplification chart
2} Fill in the blanks.

. movements entail loss of time.



i} Itisnmoteasytoachievea.........oooooiiiiinin . Mow of work in actual OB SyMu i Tropeipes
practice.

iif) Ifthe layoutis............
smooth flow of work.

R e R R it is difficult to achieve a

iv) vovenn. SYmbaols are used in preparing flow process

charts,

v) Management-type flow chart is read from ................................ to

4.8 LET US SUM UP

A system is a plannsd way of doing a particular work. Each system consists of
procedures for major phases of work. A procedure is a planned sequence of
operations for handling recurring jobs in a uniform manner. An operation is the
smallest step in a precedure. There is a methad for performing each operation
within a procedure. A method is the manual or mechanical means and devices
by which each operation is performed. Modern offices invariably use a number
of systems, procedures and methods with a view to ensure efficient and economical
performance of office work.

The use of systems and procedures Lelps an organisation to achieve a smooth
flow of work, apply uniform solutions to repetitive work, avoid wasteful motions
and delays, fix responsibility for results, help the staff to learn the intricacies of

jobs, and coordinate the activities of various departments. On the negative side,

the presence of systems and procedures may stifle employee initiative. Procedures
might be applied in a rigid way, leaving no room ior employee discretion.

The office systems and procedures are provided to employees in the form of a
handbook called ‘office manual’. It communicates informaztion regarding the policies,
functions, systems and procedures of an crganisation to all employees in a
convenient manner. As a result, everyone in the organisation is aware of what
to do and when. Various types of manuals are employed in modern offices,

depending on the need to provide elaborate instructions to employees on various
matlers. :

While planning the systems and procedures in an office, it is necessary to ensure

a straight-line flow of work, involving as few Lackward movements as possible,
Usually, a number of problems come in the way of flow of work, viz., poor
layout, unsystematic planning, improper work standards, etc. These problems
could be avoided if office work is analysed properly through flow charts, such
as office layout chart, flow process chart, and management-type flow chart.

4.9 KEY WORDS

System: A planned way of doing a particular work.

Procedure: A planned sequence of operations for handling recurring jobs.
Operation: The smallest step in 2 procedure.

Method: The manual or mechanical means by which an operation is performed.

Office Manual: A document in the form of handbook of information regarding
office systems and procedures.

Fiow of Work: The way in which work moves from one operation to another,
Flow Chart: A chart showing the actual flow of work in an office.
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4.10 ANSWERS TO CHECK YOUR PROGRESS

A) 1) (i) True (ii) False (iii) False (iv) False (v) True

2) (i) operation (ii) prdcedures (iii) interdependent (iv) sequence
(v) manual, mechanical (vi) operation

B) 1) () True (ii) False (iii) False (iv) True (v) False (vi) True

2) (i) planning (ii) routine (iii) identical (iv) fexibility
(v) compliunce (vi) outgoing

C) 1) (i} True (ii) False (iii) False (iv) True (v) False

2) (i) backward (ii) smooth (ii}) faulty (iv) standardised
(v) left, right.

4.11 TERMINAL QUESTIONS

1) What do you mean by ‘office systems'? Discuss the advantages of a sound
office system.

2) Office systems, procedures, methods and routines are interchangeable terms.
Do you agree with this statement? Explain why,
3) Give afew important systems that you know of that may exist in a modern office.

4) What do you understand by officz systems and procedures? Discuss the
advantages and limitations of office syst:ms?
5) What is an office manual? Discuss the importance of an office manual.
6) Write short notes on
i} Organisation Manual
ii) Policy Manual
iiiy Employee Manual
iv) Procedures Manual

7} What do you understand by flow of work? What are the common difficulties

that come in the way of an ideal flow of work?

B) If you were the office manager, how would you analyse the flow of office work?
0) Briefly cxplain the following:

i) Oifice layout chart

it) Flow process chart

iii) Management-type flow chart

Note: These questions will help you in understanding this unit
better. Try to answer these questions but do not send

your answers to the University. These are for your practice
only.
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BLOCK 2 RECORDS MAINTENANCE
AND MAIL SERVICES

You have learnt the working of various office equipraents and data processing in
Block 1. Another important area in office management is the records maintenance
and mail services. This Block consisting of 5 units deals with vanous aspects of the

filing system. 1t also explains handling of inward and outward mail ard the office
comumunication.

Init 5 deals with the principles and functions of records management, filine
procedures and methods of filing.

Unit 6 explains importance and objectives of indexing, types cf index and the
retention and disposal of fiies.

Unit 7 explains the importance and organisation of mail service, various stages of
handling inward and outward inail and various equipment for mail handling.

Unit 8 deals with the types, forms and the means of internal communication.

Unit 9 explains the types and forms of external commmnication, production of
correspondence and methods of external communication,
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UNIT S5 FILING SYSTEM

Structure

Ay Objectives

5.1 lntroduction

5.2 Importance of Records
5.3  Records Management

5.3.1 Principles of Record Keeping
3.3.2 Functions of Records Management
5.3.3 Record Manual

54  Elements of Filing and Filing Functions
5.5 Objectives and Imponance of Filing
5.6 Advantages of Filing
5.7  Essentials of a Good Filing System
5.8 Classification of Files
3.9  Filing Procedure or Routine
5.10  Filing Methods
5.10.1 Horizontal Filing
3.10.2 Vertical Filing
5.11 Centralisation and Decentralisation of Filing
5.11.1 Centralised Filing
5.11.2 Decentralised Filing
5.12 File Covers and Cupboards
5.12.1 File Covers
5.12.2 Cupboards
5.13  Usefulness and Importance of Equipments
5.14  Let Us Sum Up
515 Key Words
5.16  Answers to Check Your Progress
517 Terminal Questions

5.0 OBJECTIVES

After reading this unit, you should be able to :

e explain the importance and functions of records management

o identify the elements, objectives and functions of filing

s cxplain the advantages and essentials of a good filing systems

» enumerate different bases of classification of files

» cutline the filing procedure

« distinguish between horizontal and vertical filing, their relative merits and demerits

. crlt:!télhn: the advantages and disadvantages of the centralisation and decentralisation
o B

¢ describe the main features of ditferent types of filing equipments alongwith their
uses and importance.

5.1 INTRODUCTION

A mnodern office acts as an information centre, It is a place where information is
collected, processed, stored and made available for the conduct of business activities
of an organisation. The volume of paper work hanaled in a modern office today is AOCOM-01/65

enormous. Hence records managenerit has also become highly important, Filing
constitutes the core of records management. It serves as an important aid to office 3
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management in general and records management in perticular. In this unit, you will
learn the meaning and the nature of different types of filing systems, the procedures
involved and equipments required for filing. You will also learn the objectives and
essential qualities of a good filing system as well as the relative advantages and
disadvantages of centralisation and decentralisation of filing.

5.2 IMPORTANCE OF RECORDS

The term *Record” refers to “any written matfer or document prepared for possibife
future uses™. It may take the form of a letter, notice, circular, invoice, voucher,
picture, chart, diagram, report, return or statement, registers, books of accounts, even
tapes and micro-films.

A record constitutes some type of tangible evidence of the operations or transactions
of an enterprise. It refers to the bulk of correspondence, registers, books, and other
documents which are created, received, stored and used in any business office.
Records constitute the memory of ihe entire organisation.

Types of Records : There are different types of office records which are categorised
in Figure 5.1. at Page 7

Impormance of Records: Office services rendered 1o business in various functional

departments depend essentially on the activities like preparation, storage and

availability of a large variety of records as shown in the above chart,.For the

planning, policy-making, co-ordination and control functions. management can be

provided necessary information only if past and present records are properly

class.fied and preserved 5o as to be located promptly as and when needed. It is

rightly said that a business decision is only as good as the fact or information on

which it is based. Hence, records must be maintained systematically, preserved with

due care, and made available to the management with the required specd and

accuracy,

Arising out of the usefulness of information in management the importance of office

records may be outlined as follows,

i) Taken together records serve as a memory unit of the office.

if) Records provide necessary data for managerial plannipg and policy-making of
the business.

iii) The objective evidence of the business transactions preserved in records can be
used for legsl purposes, if needed.

iv) Compliance with legal and statutory requirements (such as maintenance of books
of accounts and registers for a specified period) is facilitated.

v) Records in the form of summarised statements can be available to ascertain the
financial heaith of business at a glance.

vi) Records constitute the database for MIS — Management Information System.

Check Your Progress A

1) Which of the following staterments are true and which are false
i} Office records include only Jetters, notices and circulars.
i) Books of accounts do not form a part of office records.

2) Fill in the blanks : .
i) Records provide tangible ...................... of transactions. _
ii) Leave records form a part of ....ocooccinerenes records maintained in the office.

5.3 RECORDS MANA GEMENT

Records management refe-s to management control of records. It incluacs all
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Thus, it imvelves preparation, classification, and storage of records and making
recoros available as and when required. A sound system of records management is
cne in which proper methods and procedures are applied, and in which records are
protected, are easy to find, not unduly space consuming, and are not retained beyond
their usefulness, In short, records management is concerned with the creation,
distribution, maintenance, retention, preservation, utilisation and c*sposal of records,

Objectives of Records Management

‘The main objectives of records management are the following :

iy Te keep an orderly account of progress: The purpose of preparing and
preserving records of business transaction is to enable management to check on
the progress of business. It is referred to as the historical function of records.

iij Te tacilitate preparation of statements regarding the current business
position: At nny point of time, the business position can be known only by
means of bp 1o date records. This is of vital importance in business planning
particularly in the context of changing conditions both within and outside the
organisation,

iii) To facilitaie comparison: Records facilitate comparison of the results of
business activities between one period of time and another, between one line of
product and another and also between the firm and its competitors. This is
known as the andlytical function of records.

iv) To detect inefficiency and wastage of resources: Inefficiency of operations and
waste of resources can be detected and controlled only with the help of record

data made availabie to managers. It may be regarded as the control function of
records.

v) Legal formalities: Certain records are necessary to be preserved for the specified
perinds of time under the provision of various laws, e.g. sales records as per the
Sales Tax Act, Books of Accounts as per the Income Tax Act, ete.

v} To establish the geculness of Incts in dispute: Records serve as proof of
transacticns and «@n e usad as evidence the support of arguments in disputes or
law snits.

vii) To ensure avaiiability of information speedily and in form: Records to be
useful must be promptly located and made available when reguired.

5.3.1 Principles of Record Keeping

Record keeping is an important aspect of records management, It has been found
useful in making preservation of records,

i) Safety: The records should be preserved safely to prevent mutilation, loss or
misuse,

i) Period: Records should be preserved only for the period for which they are
useful.

it} Ecomomy: Creation and siorage of records should be economical in terms of
equipments used and space occupied.

iv) Flexibifity: Filing system should be fexible enough to permit desirable changes
from time to time.

v) Clessification: The recotds should be classified on suitabie bases (aiphabetical,
geographical, numerical, or combined basis) so as to satisfy the purpose of
classification in accordance with the organisational needs.

vi) Justification: Reputation of records must be justified by reference to costs
involved and purpose to be served.

vii) Verification: To ensure that records ace accurate and authentic they must be
verified from other evidences.

viii} Accessibility: Records must be available easlly and quickly when reguired by the
office executives.

ix) Simplicity: The equipment used and methads of operation should be simple 1o
understand the easy to remember and handle,



5.3.2 Functions of Records Management
The functions of records management are as follows:

1) Creation of records: It refers to development and design of new forms and
records and their control. It should be noted that the new forms are developed
only when the deficit need for such arises. This stage is also concerned with the
development of efficient methods of entering data i the documents, For how
long the records should be stored is also determinzd at this stage.

2) Storage of records: This stage is concerned with the storage of records at a place
which is accessible to the persons using them and protection of records against
theft, fire, unauthorised use and deterioration,

3) Retrieval of records: It involves locating the desired records for informaiion and
when the purpose is accomplished they should be kept back in their files within
a reasonable time. All the documents taken cut from the files should be signed.

4} Utilisation of records: This stage refers to the development of efficient
procedure through which the records move. Efficient utilisation of records
depends largely on the quality with which the information is entered into records.
The point is that the desired records may be retrieved and delivered to ihe
desired place in time.

5) Disposition stage: This stage particularly deals with preserving important and
necessary documents and disposition of those records which are unnecessary and
are no longer required by the organisation. This stage also deals with the shifting
of the records from high cost storage areas to low cost storage areas.

5.3.3 Records Manual

For effective implementation of a programme of record keeping it is advisable to
prepare # Records Manual which should be 2, proved and updated periodically. It
should be made available to all members of the office staff, who need to deal with
office records. The contents of the records manual generally are as follows:

1) Objectives of Record-keeping
ii) Statement of the Records policy
iii) Organisational structure of the Records Dept.
iv) Filing system in use
v) Records Retention Schedule
vi) Indexing system applied
vii} Procedure for the Disposal records
(including their transfer and micro-filming)
viii) Periodic Review and Evaluation of the programme

Check Your Progress B

1) What does records management mean?

T T T T T O P R
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B RES R R R R R R R PR R LR R R A R R d e

AR RN RER B RS B A

2) Which of the following statemerits are true and which are false?

i) The only objective of records management is to ensure the availability of
information for managerial decision-malking

ii) Records facilitate compliance with legal formalities.

iii) Records management has nothing to do with creation of records.

iv) Hecord keeping is mainly concerned with storage and protection of records
from loss or damage,

v) Records must be verified as regards accuracy before storage,

vi) Procedure for disposal of records and the retention schiedule should be laa
down in the Records Manual,

vii) Records should be destroyed if they are no longer useful.

Filing System

AOCOM-01/89
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5.4 ELEMENTS OF FILING AND FILING
FUNCTIONS

Office records have to be preserved for the present and future reference. Filing refers
to the system of keeping records in proper order. Papers and documents filed
propetly ensure their zvailability for the possible uses or references at some future
date, Filing provides a means of preserving records of business transactions. It
involves keeping of records in a systematic manner.

Filing may be defined as the process of arranging and storing records so that they can
be lucated whenever required. It means placing of documents and records of
different categories systematically that is, Jassifying, coding, arranging and placing
the records in storage, so that they may be found and delivered when needed for
future reference.

Elements of Filing
An analysis of the above definition reveals the following essential elements of a fling

syste :

i) Logical classification or sorting the records.

ii) Systematic arrangement of the records.

iit} Keeping the records in suitable containers or in the form of magnetic tapes,
micro-films ete.

iv) Identification and {ocation of the papers as and when required.

v} Withdrawal and delivéry of the papers required.

Functions of Filing

Filing is the systematic preservation of husiness records so that they may be found
and delivered quickly whenever needed in future. Look at Figure 5.2 which exhibits
the functions performed by filing,

Figure 5.2 : Functions of Filing
FUNCTIONS OF FILING

r

}

Hisrorical Lihrary Adminlstrative Information
Fanction Fenclion Foniion Fooction
Preserves Collects snd Alds the rxecutives Preserves and
past records maintuaing records in policy and provides ready

for references decision-making information
5_.5 OBIECTIVES AND IMPORTANCE OF _F_ ILING

Filing has the fotlowing niain objectives;

i) To arrange records properly: It aims at classifving and arranging different types
of office records. Therefore, it calls for suitable bases or criteria for sorting out
and ciassifying office papers or records from time to time.

iij To store records safely: It aims at protecting office papers and documents from

possible losses or damagss. So it requires the use of strong, protective filing
cabinets and equipments.

ii) To make records readily available: It aims at providing office papers to
executives and assistants for all possible uses and references. It is the basic
objective of filing because it aids and assists management in policy-making amd
taking decision in connection with business activities.

iv) To save time, moaey, efforts and space required for the storage of records.

v) To improve the efficiency of office operations.



Importance of Filing

Filinig System

Filing which is concerned with systematic arrangement of records may be regarded as

the core of record management. It plays a very significant role in modern

organisations. Records are the sources of information nsed for various purposes,
which can be best served by the filing system. Indeed, the importance of filing has

increased in modern times due to a number of factors, e.g.

i} Increasing volume of the paper work.

ii) Increasing complexities in business activities.

iii) Meed for systematic arrangement of various office records which are essential for
continuing business operations.

iv) Higher rate of reference to past records, including letters, invoices, bills, et

v) MNeed for providing documentary evidences in law suits and other.

vi) Application of modern management methods involving greater use of factual
data for decision making.

vii) Multiplicity of statutory requirements which necessitate submission of statements
and returns of various kinds at regular intervals.

5.6 ADVANTAGES OF FILING

An efficient system of filing provides a number of advantages or benefits to the office

staff as well as the organisation which may be enumerated as foliows :

i) Protection and safety of records : Filing ensures protections of office records
against possible losses or damages caused by the dirt, dust, fire, theft, etc.

ii) Ready reference : Records contain information, and files act as the store house
of information facilitating quick and easy reference to the past and present
activities of business,

iif) Documentary evidence : Records cunstitute official and legal evidence which
can be produced in case of disputes in a court of law. Filing facilitates
evidencing,

iv) Prompt correspondence : Filing enad es handling of correspondence efectively
ar-a wxpeditiously. It helps in securing orders and in building up commercial
revu ation of the firm.

v) Increased efficiency : Filing increases efficiency of the office in the discharge of
its various functions by providing necessary information promptly and in proper
form.

vi) Better planning and control : Filing aids and assists office management in better
planning and control of business activities by providing timely information.

vii) Statutory requirements : Statements and returns can be duly filed in compliance
with the provisions of various laws, like the Factories Act, Companies Act,
Income Tax and Sales Tax Aete, and so on,

viit) Review of progress and comparison : Files contain past records which can be
reprieved so as to facilitate review of progress of business in various respects. In
addition, it makes unit-wise, product-wise and period wise comparison possible.

5.7 ESSENTIALS OF A GOOD FILING SYSTEM

A good filing system is one which can provide accurate, ready, uptodate information

promptly at proper time. Following are some of the essential requisites of a good

system. :

i) Safety : A filing system must provide for necessary safety of the office records by
way of protection against possible loss or damage by dirt, dust, water, fire, theft,
i AOCOM-01/71

ii}) Classification : The filing system must be supported by suitable classification

bases so as to facilitate inclusion as well as location of documents/ papers in the 1
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relevant files. There arc several methods of classification such as alphabetical,

numerical, alphanumerical. geographical or subject-wise from which choice may
be made.

i) Suitability : The nature and volume of office records differ from one firm to
another. The filing system must be suited to the apals and needs of the
organisation.

iv) Simplicity : ‘The filing system should be easy to understand and simple to

operate with minimum need for training, knowledge or experience of the filing
process,

v) Accessibility : The required papers/documents should be available easily and
quickly to the officers concerned.

vi) Flexibility : The filing system should be flexible enough to be adaptable to
internal and external charges in business as also changing volume of paper work.

vii) Cross referencing : Many times it may be possible to file some papers under iwo
different heads. In such cases, cross references should be given in such files
where the papers are not filed in order o trace their location.

viit) Movemeni (cr Out Guides) : Wherever and whenever any document is
removed from a folder or file, or a file is removed from its piace or location, *Out
guide or Indicator' should be inserted, mentioning to which officer, section or
department it has been 1ssued and for which duration.

ix) Indexing : There must be an index of files and documents to ensure guick
location of papers required.

5.8 CLASSIFICATION OF FILES

Files containing records and documents should be given proper titles and classified
on some basis so that they may be referred to easily and quickly. The main objective
of classification or grouping of files of records is tc make them conveniently
available. There are differert bases of classification, They are briefly explained below:

i} Alphabetical classification : It is the simplest method of classification in which
folders containing letters from correspondents or paper relating to subjects are
arranged according to the first alphabet with which the name or (surname) of
the correspondent or title of the subject begins, The folders are arranged in strict
alphabetical order of the names or surnames of customers or suppliers or the title
of the subject. Thus, for example, all the folders of customers having surnames
beginning with A are placed in one group, and similarly for those begining with
B, C, D, etc. form separate groups. Several names beginning with an alphabet

(say A) can be arranged in the dictionary-like alphabetical order cp A AR, AC
& so on.

Merits : i) It is simple to understand and easy to operate the arrangement i} No
separate index is needed under this classification. i) Addition of new files is
possible without disturbing the order of classification,

Demerits : i) It is time consuming and so speedy operation is not possible. ii) It
may lead to congestion in the filing section. iii) Misfiling may take place due to
wrong spelling of words or names. iv) It is difficult to forecast the space
requirement with this method of classification.

2) MNumerical Clussification : Under this method, each customer or supplier or
subject is allotted a number. All papers arc placed in one folder bearing the
distinctive number so allotied, The folders are arranged in the cabinet in the
numerical sequence and guide cards are used to divide them into suitable groups
of 10 er 20, e.g. if a supplier is allotted the number 101, all his papers will be
located in file No. 101. The numerical filing may be combined with the
alphabetical system, =.g. A-1, A-2, A-3 & s0 on, and the files kept in this order.
It is called ‘Alpha-numerical filing’ which is more flexible than the alphabetical
ot numerical filing.
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5}

Merits : i) As the folder number is also the reference number, location becomes Filing System
easy and chances of misfiling are reduced. ii) There is scope for expansion of
files,

Demerits : i} It requires an alphabetical index 1o be maintained. i) Ii is
expensive in terms of cost and space, iit) Filing miscellaneous papers hecomes
difficult. iv} There may be gaps in serial number as dead files are climinatad.
v) Mistakes in numbering and misfiling may ocour.

Geographical Classification ; Under this method, the records are Kept in files
for different regions or areas of operation, The custoiners or suppliers are
classified according to the geographical areas or regions, and their fijes are
maintained in the alphabetical or numerical order,

Merits : i) It is most suitable where it is desirable that records should be
maintained by territories or geographical area. ii) It ensures speedy location and
is both time and labour saving, iii) It is often essential for maintaining sales
records Or customers accounts,

Demerits : i) Knowledge of the division of zones and geogrdphical locations are
essential utherwise there may be misfiling. i) A separaie index is required for
easy and quick reference.

Chronological Classification : Under this method, the papers are filed date-wise
in a sequence as and when business transactions take place.

Merits
i} Itis simple and easy to undesstand.
ii) 1Itis found to be suitable for filing correspondence.

Demerits
i1 It is useful only for small business firms.
ii} For large firms it is to be supporied by other bases of classification.

Subject-wise Classification : Under this method, records are classified according
the subject matter of papers. Since, the v:_ume of papers for such broad subject
may be large, the papers grouped into subclasses and placed in sub-folders,
which are arranged in alphabetical order. To take one example, there may be one
folder for the main subject (say) Advertising (General) and separate sub-folders
each for Advertising (Newspapers), Advertising (TV), Advertising (Agencies
employed), ete.

Merits
i} Subject classification is most useful where subjects are important, e.g.
Builders and construction firms, architects, etc.

ii) Itis easy 1o operate if the number of sub-fniders with each main folder is
small,

Demerits
i) A separate index may be needed.

ii) It requires training of filing clerks in the filing process, as sub-classification of
each subject may be somewhat complicated in nature.

Clioict of a Method of Classification

While selecting a suitable basis of classification, the following poiats shuuid be taken
into consideration :

i)

i}
iii)
iv)
V)

vi)

Size of the firm and scale of its operations,
Volume of paper work.
g:equency of reference requirements.
epree of Dexibiiity desired. R
Brsice of Raiolhity sapecto ACDCOM-01/73
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5.9 FILING PROCEDURE OR ROUTLSE

Proper filing is necessary to avoid misfiling that is misplacement of papers. Filing
routine consists of

i)
ii)

Receiving the papers or documents and placing them in the relevant files,
Issuing papers or documents needed for use or references and re-filing them.

Following are the different steps involved in the filing routine and procedure,

i)

if)

iii)

vi)

Instructions for filing : Some responsible officers issue the order for filing

papers. He will write the word ‘File’ on the papers to be filed, sign and put the
date.

Classification : ‘The papers or documents to be filed must be classified on the

approved bases i.e, alphabetical, numerical etc. It should be done by a trained
clerk toa cold misfiling,

Indexing and Coding : The filing clerk will then put a code number on the
paper to be filed so as *> indicate the particular head under which it will be filed.

Cross Referencing : Where paper relates to more than one file, a
cross-reference sheet or and socu.  be prepared and inserted in every other file
for quick referencing. Alternatively clplicate true copies of the paper may be
filed in the relevant files.

Charging out : Whenever a paper or file is needed by an officer, he will issue a
requisition slip on the receipt of which the filing clerk prepares a ‘charge out slip’
(or out-slip or out-guide) indicating the withdrawal and whereabouts of the
paper or file.

Follow-up : Some documents like purchase orders or bills for payment, ete.
require follow-up action, The concerned officer notes down the follow-up
instructions. The filing clerk then prepares ‘a falow-up slip’ or ‘a tickler’ and
attacces it to the relevant paper or file. The original paper is filed in the usual
way and the follow up slip is maintained in a separate-‘follow-up’ file. An extra
copy of the paper may also be kept in the ‘folow-up’ file as a reminder. The
filing clerk sends the paper or file to the con enned officers on the specified date
for necessary decision and action.

vii} Disposal of Dead files or Papers : Some files or papers become obsolete or

useless after the lapse of a certain period. The office manager should look into
such papers/files and pass suitable orders for their disposal or destruction.
Retention schedules and other instructions given in the records manual generally
indicate the procedure to be followed for that purpose.

viii) Micro-filing : When some important office records have to be preserved or

retained for a very long duration, they may be microfiled. Micro-filming is the
process of reducing or condensing a mass of data in reels of film.

Check Your Progiess C
1y Lefine ‘filing’.



3) Which of the following statements are true and which are false?
i) Alphabetical classification of files is based on thie same principle that a
dictionary complied.
ii) Numerical classification of files does not require a separate index.
iii) Chronological classification is not suitable for filing correspondence.
iv) Orders for filing papers must be issued by responsible officers.
v) A ‘charge out slip’ is prepared whenever any file is needed by a manager.

5.10 FILING METHODS

The old or conventional methods of filing (like metal halders, bound or guard books,
spike and concertina filing, box filing, etc.) are not of much use now due to their
limited capacity. Several improved filing methods have been developed to meet the
growing nesds of modem business houses. These are (1) Horizontal filing

{2) Vertical filing.

5.10.1 Horizontal Filing

Under this method of filing papers are placed infolders and the folders one kept in
hiorizontal position. Folders or files containing papers are kept in drawers one upon
the other and the papers are inserted in the order of date on which received or
despatchecl. Naturally, the latest papers are found at the top. An index is prepared

allotting numbers to the files. Guide cards may also be horizontally kept showing the
movement of files,

Types of Files : The types of files which may be used in horizontal filing are briefly
explained below :

i) Flat files : These are covers mace of cardboard or thick paper fitted with metal
hinges for fastening the papers together. A file is allotted to each customer or
sutgect. All papers —letters, replies, etc.—relating to the customers or subject are
placed in that file in chronological order. (i.e. date-wise}. The papers are

punched and then inserted in the metal hinges of the file. Thesc files may be kept
in almirahs or drawers.

ii) Arch Lever files : These files are made of thick cardboard and are fitted with
strong metal arches operated by level (double spring). When a paper is to be
filed, it is punched 2na inserted by moving the lever upward and then pressing it
down. The papers in the file lie flat, i.e. one upon the other. Due to the lever
arch system, there is no need to take out any other paper, than the one required.
These files are commonly used in offices, being simple, cheap and convenient for
filing large numbers of invoices, delivery notes, letters, replies, ete. Look at
Figure 5.3 which shows the Arch lever file.

Fig. 5.3: Arch lever file

Filing System
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Advantuges of Horizontal filing
Following are the main advantages of horizontal filing,

i) [Itis simple to understand and easy to operate.

ii) [t is relatively cheaper method.

iii) The number of files can be increased or reduced depending on the voiume of
papers.

iv) It enables easy reference as the papers are filed in chronological order.

¥} Papers can be inserted or taken out without disturbing the order of other papers.
vi) There is very liitle risk of loss or misplacement,

Disadvantages

There are certain disadvantages of horizontal filing which are as follows :

i) Itis not suitable where the volume of papers is very large.

iy It requires relatively more space.

iii) In the event of expansion in the volume 5f papers, the drawers must be
reorganised which is troublesomn e,

iv) Location of the exact paper at short notice is difficult as the files containing
papers are placed one above the other.

v) To take out any paper from a flat file other papers havs to be removed first. This
disadvantapes does not exist in arch lever files.

5.10.2 Vertical Filing

Under this method, all papers, folders and files are kept in a vertical or standing
upright positions. Here the papers or letters are not fastened unlike in herizontal
filing. Vertical filing is useful especially in large scale business organisations,

Equipme..is nsed
The equipments required in vertical filing are of two types :

Folders

They are made of rianila or some other strong paper. They are used to hold
papers and documents. The back of the folder (i.e. tab) is slightly higher than the
front. The extended back of the folder is used to write the subject fitle of the file
and its contents. When foldeis are placed in the cabinet the extended edges are
visible in a sequence so that the contents are easily readable. Papers placed inside
the folders are not fastened together. Its advantages is that papers can be easily
filed or taken out. But papers may get folded and creased. Usually for each
subject or for a group of subjects, a separate folder is maintained. The contents
of each folder should be indexed chronoiogically or by some other suitable
method, so that easy location of a paper is possible. These folders may be with or
without clips or Holders The folders without clips are better because the papers

can be priinto and taken out without disturbing the order of the remaining
papers,

Cabinets

Vertical filing cabinets are made of wood or steel. They are fitted with a number
of drawers. The drawers in these cabinets run on ball bearings and are deep
enough to hold the folders in a standing position. A drawer may contain upto of
200 to 300 folders. A cabinet may be divided into parts alphabetically or
numerically. Guide cards are inserted at appropriate places to make location of a
file or folder easier. Out guides indicate the withdrawal of files or folders and

their outside location. New files can be inserted at appropriate places in the
cabinets.

Vertical filing cabinets may be provided with detachable sides in order that more
drawers may te addad, later on if necessary. The cabinets are fitted with locking
devices by which secrecy can be maintained security provided against theft or a
misuse. Steel cabinets are costlier than wooden cabinets. But they are more
durable and give a better look 10 the office. Look at Figure 5.4 and Figure 5.5



iv)

where vertical filing cabinets have been shown. Following are some of the Filing System
advantages of filing cabinets:

A single cabinet with four drawers can accnnunudate: 1000 folders
approximately. Thus, it enjoys very large filing capacity.

There is economy of space in the office, , _
Filing cabinets are fitted locking devices, Fire-proof cabinets are also available.
Thus better safety and security arg ensured. .

Any kind of classification can be adopted for the arrangement of folders in the
cabinet,

Figore 5.4: Vertical filing cabinets, Figure 5.5:Cabinet Drawer with Folders.

Advantages of Vertical filing
The advantage of vertical filing are as follows :

i)

i)
iii}
iv)

v)

i)

It facilitates ready reference and thereby saves time and effort.

Files are easily accessible and can be referred to, inserted in, or withdrawn easily
and quickly.

It is economical to use as a large number of folders when vertically arranged can
be accommodated in drawers.

It provides ample scope for expansion.

It ensures safety and security of the office records by means of locking devices.
It is readily adaptable to the changes in classification as the folders can be
arranged alphabetically, numerically, or geographically,

vii) It has wide applicability as it can be used for all types of papers and documents,

e.g. orders, invoices, quotations, tenders circulars, etc,

Disadvantages : Following are some of the disadvantages of vertical filing ;

i)

fi)
iii)

There is possibility of the folders slipping down or sagging lower down the
drawers out of sight. This problem may be overcomie by means of a device where
in folders are fitted with bars or books which enabl: them to be suspended from
rails along the sides of the drawers.

It needs to be supplemented by the use of flzt fiies for movement of papers from
dealing assistants to one or more officers in connection with current matters,

Papers loosely inserted in folders may be misplaced in wrong folders unless it is
done carefully,

AOCOM-01/777
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Hocizsatal ¥s. Vertical Filing
Points Horizontal Filing Vertical Filing
1. Arrangement In the flat position In the stanc ¢/
of papers/files. ie. one upon the other upright position
2. Filing i. Flat files i. Folders
equipments ii. Arch Cever files ii. Cabinets
3. Misplacemsnt of Not possible as papers Possible as the papers
the papers are fastened by a clip are kept in loose manner
4, Cost Element Economical, as only Coutly, as it requires, folders,
file covers are necessary drawers, guide cards, cabinets
cupboards,
5. Flexibility Not flexible, having limited  Flexible as. it enjoys
scope for expansion scope for expansion
6. References Mot easy and quick Easy and Quick
7. Protection of records Limited protection Maximum protection due to
steel cabinets and almirahs
with locking devices,
8. Suitsbility Fur small office For big offices
9. Requirements Large space Limited space.

.11 CENTRALISATION AND DECENTRALISATION
OF FILING

Thpapmdmmmﬂmdmmmy.bmhmminﬂmmhaﬂndadu
d ental level or at the main office. The office manager has to decide whether
should be centralised in the main office or decentralised that is, done in
Mdepurmwt&%ﬁﬁngfundimmbemhadhmuﬂh:mm.

Both the systems of filing are discussed briefly below.

5.11.1 Centralised Filing

Under this system, all the records to different departments in the organisation are
filed at a central location, which may be cailed Filing or Record Section under a chief
mﬂkm.mmmwﬁuﬂmhﬁvmwwmmgmmﬁm
need not undertake their own filing work independently. Necessary filing equipments
and personnel are located at the central place, which is easily accessible to all other
departments.

Advantages : Centralised filing system offers the following advantages to the

organisation :.

i) Specislisation : Since filing is centralised the filing staff are trained and
specialised in handling the filing activities. It improves, the efficiency and reduce
the operational cost apart from providing better services,

i) Mmﬂhmdm:mmipmuu:heﬂmhmﬁmnud
forpmpaﬂn;anumbunfnﬁmmpimnfmu{d&m&dimmﬂmﬂm
duplication of filing equipments like folders, cabinets, etc, with corresponding
saving in Costs.

iiiy Utilisation of Space : It ensures optimum utilisation of office space, resulting in
maximum economy of space.

iv) Location of Records : It facilitates easy and quick location of required papers,
documents, letters elc.

v) East Cross-Referencing : Cross-referencing becomes easy because different
records are kept at one central place. It-improves the efficiency of the filing
system.



vi) Uniformity of Procedures : Usiform work procedures can be followed. Elling Systesm
Consisting of uniform methods and equipments of filing.

vii) Better Supervision and Control : Centzalised filing ensures better supervision
and control over records retention, retrieval, transfer and disposal activities.
Filing equipments are better utilised.

viii) Relief to other Departmenis : Operating departments are relieved of the filing
work.

fdisadvantages : Centralised filing suffers from the following drawbacks.
i) Physical Difficolties : Problem of space and distance from the departments mav

create physical difficulties with regard to services of centralised filing and may
cause delay and inconvenience,

i) Lack of Secrecy : Maintenance and handling of all at one place, may not permit
secrecy of confidential matters to be preserved. This may adversely affect the
interests of management.

iii) Lack of Departmental Knowledge : Central filing are not generally expected to
have specialised knowledge of working. It may resuit in misfiling or
misplacement of records, and neglect of relevant departmental papers.

iv) Lack of Training : Junior assistants in different departments do not get the
opportunity of being trained in filing and record-keeping activities.

v) Increased Staff Costs : Centralised filing cails for recruitment of a separate
officer and personnel which may increase office and adminisirative expenditure.

vi} Functional Inefficiency : Beyond certain limits functional efficiency may decline
due to centralised administration.

5.11.2 Decentralised Filing

Under the system, filing is not done centrally at one place. Files relating to different
sections or departments are maintained departmentally. Every department instals its
own filing syster, maintains separate equipment and allocates staff ta look after the
filing work. This system is also called departmentsl filing.

Advantages : Decentralised filing offers the following benefits:

i) Easy Availability : Papers needed are readily available in the respective
departments. It thus saves dme and effort.

ii) Proper filing : Departmental staff having knowledge of the nature of records,
chances of misfiling or misplacement are minimised.

iii) Lower staff costs : Filing work may be allotted to the existing departmental
staff. It may not be necessary to appoint separate filing staff. Office and
administrative expenses may thus be relatively less.

iv) Training of Juniors : Juniors assistants in the different departments may be
trained conveniently for work relating to filing, indexing, record-keeping,
retention and disposal.

v) Functional Elficiency : Filing work carried out at the departmental ievel ison a
small scale. Thus, it ensures functional efficiency.

vi) Sectional Secrecy : Secrecy of confidential matters or record can be preserved
with greater assurance,

vii) Suitability : It is most suitable for large organisations wheie distance between the
departmental offices and the main office may not permit quick availsbility of
records from the central filing section,

Disadvantages : Departmental filing also suffers from the following drawbacks.

i) Lack of Specialisation : The organisation does not have the benefit.of
specialised services which ¢an be provided through centralised filing.

ii) Duplication of Filing Equipments : Separate filing equipments (cabinets, AOCOM-01/79
almirahs, shelves, folders, files etc.) are required in each section or department.
This adds to the cost of filing. 19



m:;':'“““ and iiiy Duplication of Records : Dupiication of records may be necessary particularly

where the papers relate to more than one department or section. Use of
additional office stationery and supplies leads to increasing office expenses.

iv) Lack of Uniformity : Different departments in the organisation may adopt
different filing procedures and metiods. Thus, standardisation of work

procedure is niot there.

v) Space Reruirement : It calls for larger office space to be arranged for installing
filing equipments in different sections or departments.

vi) Leck of Supervision and Conivel : Deparimental filing does not permit
centralised supervisiorr and control of records management, Hence, coordination
becomes difficult.

While choosing any one of the system, the office manager should take into
consideration the following aspects of filing work.

i) Narure of activities of the organisation

ii) Scale of business operations

iii) Volume of paper work

iv) Availability of space and physical facilities

v) Availability of funds

vi) General and specific needs of various departments
vii) Managerial and administrative requirements.

Centralised ¥s. Deceniralised Filing

Sr. Points Centralised Filing Decen ralised Filing
1. Laocation of filing work In one central filing In different sections or.
department departments separately
2. References Snmewhat delayed Easy and quick
Specialised staff Available Mo available
~ 4, Uniformity Possible Nat possible
Space requirements Limited Larger
6. Office costs Relatively lower Relatively higher
7. Duplication of records Can be avoided Unavoidable
and equipments
8. Secrecy Cannnt be maintained Can be maintained
9. “iNaining of juniors Mol possible Possibie
10. Supervision aud cofitrol Better and effective Loose and difficult

5.12 FILE COVERS AND CUPBOARDS

There are different type of filing equipments used in business offices. In horizontal
filing, file covers and cupboards are widely used, which are briefly explained below :

5.12.1 File Covers

They are also known as the ‘Flat Files'. They are made of card board or thick paper.
A separate file cover is allotted to each customer, supplier or subject. It contains all
the relevant papers, documents, and correspondence relating to an individual dealer,
customer, or subject. All the papers are filed in chronological order (i.e. date-wise).
The flat file or the file cover has metal hinges. The papers are inserted into the holes
after punching by the punching machine. Now-a-days, plastic file covers are also
available in different colours and sizes. File covers are cheaper relatively when
purchaseq in bulk. The file covers are placed in dimirahs or cugbeards, or in drawers.
While usin« 1at files or covers, the following steps should be taken.
ACCOM-01/80 \ , : . .
i) MNumber and label the file covers according to the names of persons or subjects.
an iiy Prepare an index of the file covers for easy and quick references



iii} Use out-guides or out markers for indicating the withdrawals of the file covers.
iv) Display the index outside the almirahs or drawers,

5.12.2 Cnpboards

Cupboards, almirahs or shelves may be open or closed. File covers or flat files are
placed in the cupboard one above another in the flat or horizontal pesition. The
cupboards may be made of wood or steel. The number and sizes of cupboards
required depend upon.

i) volume of paper work in the office
ii) availability of space, and
iii} availability of funds

It is advisable to have closed cupboards rather than open shelves or cupbeards,
closed cupboards offer the following additional advantages.

i) Safety of records : Records are protected from dirt, dust water or moisture.
Thus it provides necessary safety.

ii) Security of records : With locking devices security or recoids can be ensured
against unauthorised handling or records, theft, or pilferage.

iiiy Decent get up : Closed steel almirahs give the office a neat and decent look.

In open shelves, filing may be done horizontally or vertically and any method of
classification may be adopted. Open shzlves are available up to the ceiling level (i.e.
9 to 10 feet) and ladders may be used by the operators. Folders, flat files or file
covers can be stored in open shelves. Generally, the open (and also closed) shelves
are uscd in private and public libraries. Open shelf filing offers all the advantages
which are similar to those of lateral filing.

But open shelves require large space and dust-free area for record-keeping. Wooden
shelves are somewhat less costly than the steel shelves,

5.13 USEFULNESS AND IMPORTANCE OF
EQUIPMENTS

In modern times, filing equipments have become indispensable in every office.
Efficient records management calls for necessary devices and equipments for filing.
MNecessary budget provision should be made for the purchase and installation of
required equipments. The importance of filing equipments hardly needs to be
over-emphasized. Their usefulness for records management is outlined below.

Usefulness : The practical usefulness of filing equipments mainly lies in the purpose
they serve, e.g.

i) Records preservation : Office records can be preserved safely for a long period
against possible losses or damages, from dirt, dust, fire, ete.

ii} Space utilization ; Office space can be put to optimum use,

iii) Sorting and filing : Sorting and filing of records are not possible without filing
equipments.

iv) Auvailable varieties : Filing equipments of different sizes, and capacities, are
available for varying needs of filing systems.

Importance

Filing equipments have crucial importance in a modern filing system. In fact, they
may be regarded as the basic ingredient of filing. They are necessary for record
keeping purposes in the office. Without filing equipments, the filing system cannot be
expected to function properly. Thef importance of filing equipments in records
management lies in the fact that they facilitate filing, sorting, s.oring and preservation
of office records. They ensure safety and security of the records. The uses of

Filing Systen
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equipments uses highlighted above clearly indicate their importance in the day-to-day
working of the filing section,

Choice of Equipments

Fﬂ!.ng equipments should be selected aiter taking into consideration the following
points :

i) Volume of papers/records

ii) Frequency of reference required

iii) Speed of avaiing ihformation desired

iv) Quality and appearance of equipments

¥) Availability of floor space.

vi) Visual signalling — whether desired or not

vii) Budget provision made

Check Your Progress D
I3} Fill in the blanks :

i) In flat files, papers are inserted in order one above another.

ii} Departmental filing is also known as _ filing.
iliy Papers are not fastened together in filing,
iv) Training of juniors in filing work is not possible in

filing,
v) Security of confidential records cannot be assured in i
2) Which of the tollowing statements are true and which are false?

i) Papers can be taken out of arch-lever files without disturbing the
arrangement of other papers.

ii) Only numerical classification of files is possible in vertical filing.

iii} Cabinets with drawers are most useful in vertical filing.

iv) Centralised filing ensures more efficient office service than departmental
filing.

¥) Decentralised filing is relatively more economical than centralised filing.

5.14 LET US SUM UP

Paper work in a modemn office involves handling of written records and documents.
It includes preparing, collecting, processing, storing and disposition of records as well
as making records available for use.

Records refer to written material and documents prepared for future use. Records
may take the form of letters, circulars, invoice, vouchers, charts, reports, returns,
statements, registers, books of accounts, tapes and micro-films, It provides ready
information and references to management for policy-framing and decision-making,
It maintains a historical record of the organisation, facilitates comparison and
detection of errors, and compliance with legal formalities. A records manual contains
general guidelines and specific inlstructions regards as the records-keeping
programme,

Filing is the core of record-keeping and the most important aspect of records
management. It is the process of arranging and storing records so that they can be
easily and promptly located whenever required. It preserves office records safely as
long as necessary. It aids managers in planning, directing and controlling the activities
of an organisation. The objectives of filing include ensuring systematic arrangement,
safe storage, ready availability, economy and efficfency of operations. Provision of
safety, simplicity, suitability, accessibility, flexibility and economy are scme of the
essential requisites of a good filing system. Before filing papers, they need to he
¢lassified. There are different methods of classification, viz. Alphabetical, Numerical,
Gemgraphical, Subject-wise classification.



Filing Routine of procedure consists of mainly two stages viz. (i) receiving and filing Fillag System
pap=rs, and (ii) issuing and refiling the papers. Necessary steps and formalities are

laid down in the filing manual which must be meticulously observed. Records

retention and disposal should be carried out in accordance io the storage capacity.

Micro-filming is an advanced technigue of reduction and retention of massive data

for a long time,

Modemn methods of filing may be broadly divided into (i) horizontal filing, and (ii)
vertical filing, In horizontal filing, papers and files are kept in a flat position i.e. one
upon another. Flat files and lever-arch files are the two important filing equipments
used in horizontal filing. In vertical filing, papers and files are kept in a vertical or
upright or standing position. Pelders, drawers and cabinets are the equipments widely
used in vertical filing.

There are two methods of organising the filing functions in an organisation. These are
(i) Centralised filing, and (ii) decentralised filing. In the centralised system, all
records relating to.different departments il the organisstion are filed at one central
place. On the comrréry, under decentralised filing, every individual department in the
organisation undertakes its own filing work independently.

Different types of filing equipments are-used in offices e.g. File covers, Cupboards in
horizontal filing, and folders and filing cabir ~ts in vertical filing. Filing equipments
help preservation of records, optimum utilization of space, sorting and other facilities.
Simplicity, adequacy, economy, adaptability, durabi.ity, etc. are the essential
requisites of good filing equipments. While selecting equipments the volume of
records, frequency of reference, desired speed of availability, quality of office lay-out
and financial provision, should be taken into consideration.

5.15 KEY WORDS

Centralisation of Filing : Filing system in which the records relating to different
sections or departments in the organisation are fil.d in one central filing department.
Classification : The process of sorting out and grouping office, records, letters,
documents etc. alphabetically, numerically, geographically or otherwise, before they
are filed.

Cross-Referencing : References noted in files other than the file containing the
original record.

Dead File : A file, the retention period of which is over and which i¢ of no use any
longer.

Deceniralisation of Filing : Filing system in which filing work is carried out in
individual sections or departments independently.

Filing : The process of arranging and storing records so that they can be located
easily and quickly, whenever required.

Filing Routine : The steps in filing work congisting of collecting, receiving and
placing the papers in the files and issuing them for uses or references and refiling
them.

Hovizontal Filing : Methed of filing in which papers and files are kept in the flat
position i.e. one upon another.

Micro-Filing : An advanced technique of reducing or condensing rnass records film
rolls for long-term retention and preservation.

Office Records : Written documents prepared for possible uses in future.

Oni-Guide : An out-siip indicating the withdrawal of any paper or file and its
whereaboyts,

Records Management : An integral part of office management, which is concerned
with the creation, distribution, retention, retrieval and disposal of records

Records Manual : A hand book of relating to records keeping programme, AOCOMIOTED g
containing procedural gnidelines and instructions.
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i o Vertical Filing : Method of filing in which papers and files are kept in upright or

standing position.

5.16 ANSWERS TO CHECK YOUR PROGRESS

A) 1) i) False ii) False
2) i)evidence i) personnel

B) 2) i)False ii)True iil)False iv) False
v) True vi) True vii) True

C) 3y i)True ii)False iii) Falze iv)True v)True

D) 1) iy Chronological ii) Decentralised iii) Vertical
iv) Departmental  v) Centralised

2) i)True ii)Faise iii) True iv)True v)False

5.17 TERMINAL QUESTIONS

1) What are the objectives of records management? Discuss the functions of records
management.

2) What is meant by filing? What are the functions of filing?

3) Briefly describe the main features of horizontal filing. What are its advantages
and limitations?

4) What do you understand by vertical filing? Outline the merits and demerits of
vertical filing.

5) Explain the concept of centralisation cf filing and decentralisation of filing.

6) Enumerate the nature of records for which alphabetical, Numerical,
Ge=ographical, and Subject-wise classification would be most suitable.

7) Discuss the nature and importance of records management.

8) Define ‘filing’ and briefly describe its advantages in office maragement.
9) Discuss briefly the methods of classification of office papers and records.
16 Explain the essentials of a good fling system.

11) Describe the steps involved in filing routine or procedure.

12) What are the characteristics of centralised filing? What are the advantages and
disadvantages of centralised filing?

13) What is meant by decentralisation of filing? Discuss its advantages and
disadvantages.

14) Discuss the usefulness and importance of office filing equipments.

Mote : These questions and exercises will help you to understand the unit
better, Try to write answers for them. But do not send your answers to
the University, These are for your peactice only.

ACCOM-01/84
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6.0  Objectives
6.1 Introduction
6.2 Indexing

6.2.1 Importance of Indexing
6.2.2 Advantages and Objectives of Indexing
6.2.3 Essentials of Good Indexing

6.3  Types of Index
6.3.1 Puge Index
6.3.2 Card Index
6.3.3 Visible Indexing
6.4  Retention and Disposal of Files
6.4.1 Retentior: of Files
6.4.2 Disposal of Files
6.5  Open-Shelf Filing
6.6 Loose-Leaf Binders
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6.8  Guides and Signals
6.8.1 Guides and Qut Guides
6.8.2 Signals
6.9  Let Us Sum Up
6.10 Key Words
6.11 Answers to Check Your Progress
6.12 Terminal Questions

6.0 OBJECTIVES

After reading this unit, you should be able to
« define indexing

» state the objectives of indexing

o distinguish between different types of index

# describe the uses of open shelves, loose-leaf binders, guides and signals
@ ideritify the equipments required for vertical card index.

6.1 INTRODUCTION

In Unit 5 you have learnt methods of filing and various equipments, used for storage
and protection of fecords. Filing and indexing are two essential functions of records
management which involves collection, classification and preservation of files in such
a way that papers required by executive can be readily made available to them. In
this unit you will learn the importance and types of indexing and retention and
disposal of files. You will also be acquainted with the us=s of open shelf, loose leaf
binders and guides and signals.

6.2 INDEXING

An index literally means an indicator or guide. In the context of filing, an index may
be defined as a guide 1o locate the required file. Thus, indexing may be described as a
method of providing indicatgrs for locating data or records. As an aid to filing,
indexing may be defined as the process of determining the name, subject or some
other caption under which specilic documents arc 1o be filed.

AOCOM-01/85
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An index serves the purpose of a guide for locating files and papers. It is an
important aid to filing. It provides a ready reference list of records to locate
particular documents from among a number of files. It may also serve as a condensed

record of customers, suppliers, etc. with their addresses, telephone numbers, and file
references.

The term “indexing’ should not be confused with the t2rm ‘classification’.
Classification refers to grouping and arranging papers in different files, whereas
indexing is required for making reference to the paper already filed. If the files are
arranged alphabetically, chronalogically, or geographically in the alphabetical order,
there is no need of a separate index. Such files will be self-indexed. For instance, a
Telephone Directory is self-indexed as the names of subscribers.are arranged
alphabetically. But in all other cases a separatz index needs to be prepared and
maintained. When a separate index is employed two steps are. neeessary to-find the

desired record. First the index must be consulted, and secondly, the file must be
located.

6.2.1 Importance of Indexing

AR index is an rssential aid to the filing system. It guides the office staff in locating
documents or information necessary for managerial use. It ensures ready availability
of records, and saves time and effort. An index is to the filing system what the key is
to a lock, It enhances the utility and efficiency of the filing system.

In a modern office, an index is also required for different kinds of registers and

ledgers. Besides, indexing can be used for listing useful particular in a-condensed form
regarding any subject. A business firm can prepare and maintain an' index of its

regular customers containing their names, addresses, telephone numbers, ledger

folios, credit limits, ete. for ready reference. Similarly, clubs, hospitals, doctors,

lawyers, architects can also maintain index of their respective-members, patientd,
clients, etc.

6.2.2 Advantages and Objectives of Indexing
Advantages

Indexing offers the fullowing benefits making for greater efficicncy of records
management.

i) [Easy location : Papers and documents required can be located very easily. Thus,
referencing is not a tedious and time consiiming process.

ii) Easy-cross-referencing : Indexing also ensures easyand quick cross-referencing
and thereby saves time and effort.

iii) Lower cost : There is lower cost of the records management due to improved
efficiency.
Objectives

The more important obectives of indexing in the office management are as follows :

i) To facilitate easy and quick location of required papers and files,
iiy To enable cross-checking and cross-referencing,

iii) To aid and assist the filing system,

iv) To save clerical efforts.

v) To =ave executive time.

vi) To increase general efficiency of office work.

6.2.3 Essentials of Good Indexing

In order to achieve its objectives a good system of indexing should possess the
following essential qualities :

1) Simplicity : It should be simple to understand and operate.

2) Economy ; It shouald be cconomical in terms of money, space and ciforts,

3) Efficiency : It should ensure speed and accuracy of locating files.



4) Flexibility : It should allow necessary adjustments or modifications. Filing Equipmant

5} Cross-Referencing : It should permit cross-referencing of documents relevant to
two or more files,

6) Signaling : It should provide for suitable plastic or metalic signals.
Check Tour Progress A
1) What is an index?-
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2) Whatis meant by indexing as an aid 1o filing?

3) Which of the following statements are true and which are false?
i) Index can serve as a condensed record of customers and suppliers.
ii) A separate index is required for all types of arrangement of files —
alphabetical, numerical as well as grographical,
iii) Ledgers and registers do not require any index.
iv) Indexing helps cross-referencing.
¥} An index once prepared cannot be expanded,

6.3 TYPES OF INDEX

Every system of indexing has its own advantages and limitations. Therefore, the
selection of a suitable system of indexing becomes very difficult, Some methods are
cheap, simple but rigid, whereas some others are costly, complicated but
sophisticated. Under such conditions, a suitable index should be selected taking into
consideration :

i) The requirements of the filing system.

ii) The objectives of keeping an index,

fiiy The kind and amount of information required.

iv) The frequency of withdrawals of insertions.

v) The time and space requirement

vi) Cost of labour, stationery and cquipments.

vii) The need for the use of signals.

Index of files may be of different types, which may be useful to different filing
systems, These are shown in Figure 6.1,

Figure 6.1 : Types of Index
TYPES OF INDEX

Pape Index Card Index Visible Index
1)  DBound-book index 1} Visible Caxd Index
3 Vowel Index M Strip index
¥ Loose-leaf-Book Index 3} Wheel index.

6.3.1 Page Index

Bound Book Index
This type of index is in the form of a bound book or register divided into alphabetical ACCOM-D1/87
sections in which the names of or documents entered. Each section has the leaves cut

out at the right hand side so that the initial letters of all the sections are visible at a 27
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glance. All entries relating to a particular letter of the alphabet are arranged in the

same section or page reserved for that letter. Look at Figure 6.2 where bound book
index has been shown.

~_

Fig. 6.1 ; Bound book index

Merits of Bound Book Index

Bound book index has the following advantages :

i) It is very simple to understand and easy to operate.

ity It i3 not costly

iit) 1t'is suitable for maintaining a permanent index.

iv) Pages cannot be lost, dislocated or disrupted because they are bound.
v) Mo separate equipment is necessary.

Demerits

The following are sotac of the disadvantages of book index :

i) If too many additions have to.be made there may be no space at the proper place
for new entries.

if) Alterations in the index are difficult to make.
iii) Names deleted or struck off give & very shabby appearance,

i¥) No information other than reference to the location of a file or document can be
inserted in this index.

Book index is most commonly used by small organisations due to its inflexibility as
regard to additional entries and alterations.

Yowel Index

This is also a type of book index with the additional feature that the pages of the
bound index reserved for each alphabet are divided into six sub-sections for the six
vowels (a, &, i, 0, u, ¥) respectives. The names of customers or suppliers are recorded-
on the page reserved for the initial letter but in the sub-scction-meant for the first
vowel occuring in the name after the initial letter. For example, ARVIND will be
recorded on the page reserved for A in the sub-scction earmarked for the yowel ‘i’
because ‘i’ is the first vowel after the initial letter in the name. Vowel indexing may
be adopted for bound or Ioose-leaf ledgers, Dut it has limited scope for cxpansiﬁn
'Ihusonlgrml!hﬂslnmﬁrmsfndltusaﬁﬂ



Loose Leaf Index Fillag Equipment

In this type of index, loose sheets are used while preparing the index, The loose
shects arc fitted into metal hinges of screws which allow pages to be taken out or
additional pages to be inserted as and when necessary. The binder may also be fitted
with a lock, When a leaf or page is inserted or removed from it, the book is
unscrewed and the relevant leaf put in or taken out;

Merits of Loose-leaf Index

Some of the disadvantages of this type of index are :

i) There is scope of manipulation

ii) Pages may be lost or'damaged due to tearing of the punched holes.

Loose-leaf index may be conveniently used when ledgers, minute books, register of

members etc. are maintained in loose leaf form. The loose index sheets may be
inserted at the beginning of such books, this has been shown in Figure 6.3.

r' ™ j I "
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Fig. 6.3 1 Loose leaf index

i

6.3.2 Card Index

A card index consists of 2 number of cards of standard size (12cms X Jcms or

4" % 2'/7"). A separate card is allotted to each item of the index. The reference
heading is written at the top of the card and the remaining space is used to indicate
the location of the record. In other words, these cards contain the names and other

particulars of the documents or papers as well as the number of the §le in which the
particular records can be found.

The cards may be arranged in alphabetical or numerical order and placed in drawers
or boxes of suitable diménsions. Each drawer may have a rod running from one end
to the other for holding the cards in their places. The drawers are divided into
separate sections by means of guide cards. To facilitate quick location of an
individual card, tabbed guide cards may also be inserted at intervals.

Uses of Card Index
Card indexing can be put to several uses as follows !

iy 7o contain the particulars of important documents and files,

it) To maintein accounts of stock items.

iiif) To contain addresses and other particulars of suppliers and customers.
iv) To maintain running accounts of customers.

v) To keep a record of assest and investments.

vi) To maintain records of instalment sales or sale on hire-purchase basis,
vii} To preserve specimen signature of clients or depositors in banks.
viii) To maintain service records of employees.

Merits of Card Index

A number of advantages may be derived from the use of card index.

i) Cards can be arranged in any order alphabetical, numerical, geographical, etc.
ii} It it quite economical to instal and operate.
rémoved without disturbing the order.
i¥) It is simple to understand and easy to operate. 29
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¥) Cross-reference is facilitated inserting additional cards.

vi) Each card may be ruled according to the particulars or information required.

vii) The card may provide a compiete list of the firms or persons dealt with, their
addresses, telephone numbers, stc. as well as ready data.

viii) Cards can be classified on different bases e.g. in a library the cards per book can
be maintained one as author index and other as book/subject index.

ix) Guide cards tabs may be used to highlight certain information e.g. overdue
accounts. shortage of items, etc.

x) It can be used by several persons at the same time for obtaining necessary
information quickly and easily.

Demerits
Cards index has also certain disadvantages as follows :

i) Itis a blind system as more than one card cannot be seen at a glance.

ii) There is a danger of separate cards being lost.

iii) Supervision or checking may be difficult as there is a scope for free removal of
cards.

iv) Cards may bz torn or spoiled through constant handling and hence recuire
replacements,

v) Card indexing is relatively costlier than book indexing.

vi) Cards may be substituted to commit or conceal frauds where card ledgers are in
use.

Despite these drawbacks, card indexing is widely prevalent due to its flexibility and

operational convenience. It is used in institutional libraries, hospitals, banks and
factones.

6.3.3 Visible Indexing

Methods of indexing which permit particutar of index to be read and examined
without the necessity of touching the sheets or cards containing other items of index
may be called visible indexing. Three different methods of visible indexing found
useful are : Visible Card Index, Card-Wheel Index and Strip Index. The special
features of these are outlined below !

Yisible Card Index

In Visible Card Index, each item is recorded on a separate card, and every card is so
fitted into a metal hinge that it overlaps the one before it so as to make the name and
address on the card visible without the necessity of touching any other card. The
cards may be laid flat in transparent covers in a metal frame or a shallow tray. The
trays or frames may be fitted horizontally into cabinets or attached vertically to metal
stands. Visible card index has been exhibited in Figure 6.4,

Fig. 6.4 : Visible Card Index

Wheel Index

This is another method of visible indexing, which is operated with the help of
card-wheel. Cfu-ds are attached to metal rods-surrounding a wheel set on & stand or
tub. The rotating wheel can be held in any position by a brake so as to examine a



particular card. The card need not be removed to read the index and entries can be
made while it is used in the same position. The metal rods have shits through which

any card can be taken our or new cards inserted. A modern card wheel can hold upto

5000 cards. Look at Figures 6.5 where wheel index has been shown.

Fig. 6.5 : Wheel Index

Strin Index

This type of indexing device consists of metal frame into which strips of stiff paper
can be fitted in any desired order. The items of index are written on the strips, each

strip being devoted to one I am.. The frames can be held in a book form and fixed on

the wall. Alternatively, they can be arranged on a rotary stand. To examine any part
of the index, the rotary stand may be turned round. As a method of visible indexing,

the strip index is easy to handle. But it provides very limited space of only a few lines

for each item of index. He ice it can be ous use where entries consist of no other
matier except the name addresses amd referemce number

Advantages of visible Indexing : There are several advantages which may be derived

from visible indexing. These are:

1) As the main reference is instant visible, the methods visible indexing enables
much guicker location and entry ote,s/

2) A compact index is provided in all these methods as the space required for a

large number of cards or strips fitted into a tray wheel or metal frame is relatively

much smaller.

3) Ready information can be provided with the help of visible indexing as an aid to
management for controlling purchases, production, sales and credit matters.

4) Lists of the indexed items can be easily obtained by photo copying the tray or
metal frames fitted with the visible index cards.

6.4 RETENTION AND DISPOSAL OF FILES

An office acts as an information centre in every organisation. So it is primarily
concerned with the creation, utilisation, retention and disposal of the files. Naturally,
files must be retained for future references. At the same time, dead or inactive files
containing unwanted records should be disposed off.

6.4.1 Retention of Files

Sound records management calls for a logical retention policy. Every organisation
should evolve its own retention policy, keeping in view the nature and types of
information collected or generated, and the organisational goals.

Record Retention schedules generally specify the length of time that records and
documents should be retained by an organisation. Such a schedle may specify for
each class of document the following stage with respect to the life cycle of
files/documents. Look at Figure 6.6 where span of life of documents has been
showm.

Filing Equipment
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Figure 6.6e: Span of Life of Documenis
SPAN OF LIFE OF DOCUMENTS/PAPERS

| [

AL‘T.J.T Life Inactive Life ; End or destruction siage
Keep the records ready in Retain the records in Drest |
ep the | . roy the records whent
their original form duplicate or transfer the further retention is costly and
records unjustifiable

Every organisation should lay down its policy of records retention taking into
consideration

i) Nature and types of data or information

ii) Pracrical usefulness of the records filed.

iii) Frequency of references made.

iv) Legal or statutory requiremznts,

v) Managerial and organisational requirements.

vi) Periodicity of review of office records in the light of tha abo\rc factors.

Formulation of the records retention policy is usually entrusted to a team of senior
officials. With a compeie inventory of records, a suitable schedule of retention
periods may be specified for each class or category of documents, papers and :
records. Special markings or notations should be made on the records a!ready filed
mdlmt: the relative utility and the retention period of the records filed, e.g., P - for
permanent records, T - for temporary records; C.- for current records, etc.

Benefits of Records Retention : Systematic records retention enables an organisation
to-derive the following benefits

i) considerable savings in cost and space.

i) simplicity in retricval of records.

iii) planned and systematic destruction of record.
iv) efficient utilisation of the filing equipments.

Procedure of Records Retention should consist of the following steps :

i) Compilation of an inventory of office records.

if) Classification of records according to their use purpose, and relative importance.
iii} Preparation of a schedule of retention pericds.

iv) Periodical review of retention and disposal

6.4.2. Disposal of Files

A basic principle of Records Management is that when records become inactive, they
should be destroyed or transferred to reserved storage: Every care should be taken to
see that necessary records are not destroyed. Dut the unwanted or inactive records
must be officially destroyed. Guidelines for the disposal or disposition of unnecessary
files or records may be drawn up for systematic action.

Trausfer of Records

Before disposing of or destroying office records, it may be desirable 1o records for
reserve storage. Records may be transferred, on the expiry of their retention period,
from the filing section to some other appropriate storage space. The records may be

preserved there for a specificd period and then destroyed after due awthorisation.
Transfer of records basically invelves two stages, ¢.e,

1) Moving office records from active to inactive files ahd transfer of inactive files to
a suitable place for storage.

2) Deciding on the dates for destruction of records, that is, final disposition.



Need for Disposal of Files
Disposal of inactive and dead files is necessary for a variety of reasons, e.g.

i) [Lack of storage space,

ii} Increasing cost of filing and storing records.

ii) Increasing volume of records due to expansion of business activities and legal
requirements.

iv) Nced fot quick references prompt managerial decisions in complex situations.

v) Maintenance of proper office environment by removing unnecessary records.

vi) Optimum utilisation of the filing cabinets and equipments.

Storing of records cannot continue indefinitely as filing cquipments become
over-loaded in course of time. Many records outlive their utility or usefuiness,
Therefore periodic elimination of outdated material becomes necessary,

The life-cycle of all records consists of three stages namely :

i} Active Utilisation : Here quick access to the records is important sud needed.

i) Storage Stage : Here the records are stored for its possible uses or references.
iii) Elimination Stage : Here the records no longer of any use are destroyed.
Worthless records should never be stored and filed, records should be reviewed

pericdically to transfer or eliminate less useful or useless records. Unly then can
records maintenance be economical and {acilities ean be utilised to the fuliest

capacity. In other words, maintcnances ol records must give way to the disposition of

records as judged by their usefulness. Records retention also implies disposition of
records and should be coacerned with the storage of those which must be retained
and elimination of those which are or become worthless,

Considerations in Disposing Records

Before the final disposal of records and files, it is necessary that the considerations
should be kept in view by managers taking the decision.

i1 Records must have been classified *live and dead’ categories depending upon
their practical usefulness.

ify Auwvailability of the storage space.

iii} Cost of filing and storing the records.

iv) Fixation of retention periods.

v} Guidelines as given in the filing manual.

vi) Pedodic review of files or inspection of recirds by the sectional heads

¥ii) Procedure laid down for eliminating or destroyans useless records.

Cireck Your Progress B
]

1) Which of the following statements are True and which are False?
i} Loose-leaf index is more flexible than book index.
i) No separate equipment is required for maintaining a book-index.
Uiy Pages cannot be easily taken out or inserted since the loose-leaf index is
fitted with hinges,
Card indexing is less expensive than book-indexing.
A card index can be used by only one person at a time.
2} Fill in the blanks

i} Running account of customers can be maintained only in

iv)
v)

i index.
i} Vowel index is an improvement over __ index.

!u_j index is a variation.of book index

ivi Strip index is a type of indexin

vl

index is most suitable for presentin ecimen
depositors in a bank e B 5p SIETiﬂtl]I’E of

3} Give three reasons to justify the disposal of inactive or dead files.

Filing Equipment
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6.5 OPEN SHELF FILING

It is a method of filing in which open shelves are used for record keeping in folders
or large envelopes. In open shelves folders may be arranged horizontally or vertically,
and any method of classification may be adopted. Open shelves can be ceiling high
(9 feet to 10 feet). Between two rows of shelves, an open space is left for the

movement of staff. Ladders may be provided for the operators for handling files at
higher levels,

Usually with open shelves, lateral filing method is followed in which file are
suspended vertically. However, open shelves may also be used for horizontal filing.
This method has become popular in large organisations in the West, particular in
banking and insurance companies. Such organisations generally adopt numerical
classification since deposit accounts and insurance policies are allotted numbers, Dut
open-shelf filing requires more space and dust frec area for the protection of
documents and records. Open shelf filing has been exhibited in Figure 6.7.

Advantages

Open-shelf filing offers the same benefits as are provided by filing.

i) There is saving in time for reference.
il) There is unlimited scope for expansion.
iii) There is saving in cost of equipments.
iv) It is simple to understand and operate.
v) It has large storage capacity.

vi) It involve very litfle maintenance.
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Eig. 6.7 : Open-shelf filing

Disadvantages
Open-shelf filing suffers from the full-:rwing, draw backs.

i) It requires larger space and hence proves more expensive.
ii) Tt is exposed to dirt and dust unless special precaution is taken to keep the arca
dust free.
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6.6 LOOSE-LEAF BINDERS

In modern offices, loose-leaf binders have proved very useful in filing and indexing,
Large organisation, particularly banks and insurance companies having thousands of
customers’ accounts find loose-leaf binders extremely convenient for maintaining
records, Following are the special features of loose-leaf binder :

i} Large number of pages or sheets can be put in a sinple binder.
iiy Pages or sheets can be inseried or taken out of the binder at any time and in any
position easily and guickly.

There are different types of loose-leaf binder available for use. Let us discuss then. in
detail.

1) Posi Binders : In this type, two or more metal post connect ihe covers in the
binders. These post may be either (i) fixed or (i) flexible. Where the posts are

flexible, they can expand or contract by small sections or telescopically. The
sheets are punched to fit into the posts.

2) Ring Binders : The covers of ring binders are fitted with a spine like bound
books which limits their thickness. Two or more rings are connected to the inside
of the spine. These rings can be opened (o insert or take out pages or sheets
which are punched to fit the rings.

3) Spring Back-Binders : Spring binders have a spine just like the ring hinders, The
spine is fitted with strong springs to hoid the inside edges of the covers. Pages or
sheets are not punched because they can be held together firmly by the springs.

4} Prong Binders : They are similar to ring binders. There are prongs to hold the
papers, but these prongs do not close in pairs to form rings. Thev do not overlap
because they are spaced out on each side,

5} Thong Binders : In this type, two or more round o flat flexible thoug . retch
from cover to cover, hence the name thong binders. These thongs hold the
papers firmly. Pages or sheets are punched to fit these thongs. The cove:s can
hold a number of papers depending on the capacity.

Advantages : There are many advantages of using loose-lesf binders :

1) Easy Insertion : Pages or sheets can be casily inserted into the binders. At the
beginning, only one sheet may be inserted for each subject or account or head of
income or expenses. Additional sheets can be added in correct hozition as and
when necessary upto the maximum capacity of the bindar,

2) Easy Removal : Dead matters can be taken of the binder easily and can be
stored away separately in storage binders.

3) Easy Location : Guide sheets or tabled index can be put into the binders at
different places. They help easy and prompt location of required sheets or pages.

4) Scope of Self-indexing : Classification of record sheets can be done in any
manner and rearranged at any time 1 a new order. They can also be made
self-indexing,

53) Flexibility : Papers can be easily divided and put into two separate binder, where
sheets cannot be contained in a single hinder, This facility gives the loose leaf
binders voruplete flexibility. This is an unique feature because the sequence of
the records are not disturbed, when the numbér of sheets in a binder exceeds its
maximum capacity.

6) Economy : This systemn provides for high speed of referencing. There is also

great facility of making new entries. Hence thece is considerabls saving of time
and labour,

6.7 TICKLER

Indexing with the help of ‘tickler’ refers to a type of card-index which is provided as
with a device to stic up memory. A “tickler’ also refers to a file whick consists of a AOCOM-0185
series of follow-up slops or copies of letters etc. to be attended on a particular day.
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The tickler file is locked up daily, and the first routine operation in the moming is the
delivery to the proper persons of materials indicated by the file. Some offices do this
a day before, so that the next day's work can be planned to include the tickler items.
Some executives may wish tc keep their own ticklers, but the central tickler file
maintained as a routine is more reliable.

All kinds of memoranda wanted on a future date can be placed in the tickler file. The
more general its use throughout the office, the more reliable it is. Private matters may
be placed in scaled envelopes bearing the notation, “Bring up on . (date)” and

signed by the persou who is to receive it

6.8 GUIDES AND SIGNALS

Guides and signals are generzlly used to ensure more rapid location of classified
records or index cards or sheets. These are regarded as important aids to the system
of filing and indexing in a modern office.

6.8.1 Guides and Out Guides

Guides cards or special sheets serve as indicators of the place of a set of records. The
tabs of the guide cards are marked alphabetically or geographically or numerically.
Out-maker or out guidz cards ar also used to record the whéreabouts of papers
issued for use. If the whole fil= is sent for use by a particular officer, the out-guide
card or sheet is placed in the particular section of the drawer, Folders are kept
behind guides in accordunce with the marks on the tabs. Thus if a guide card bears
the number 20 and the next card bears the number 30, it means that each guide card
serves as a guide to ten folders placed behind it.

Utility

i) The principal utility of the puides or out-guides lies in facilivating easier and
quicker location of the papers or records required from time to time.

ii) They save time and efforts required for identifying and locating the papers
needed.

iii} They aid and assist the indexing systera.

6.8.2 Signals

A signal is also a puide to location of papers. It may be in the form of plastic tab or
adhesive material which is aitached to the exposed edge of records. A signal may be
very small in size or large enough to write a brief description of the records to which

it is attached. Some types of signals have space for writing some descriptive matters
100,

The purpose of a signal may be served by its shape, colour or position along the edge
of the folder, card or sheet. The location of a particular folder, record card, ledger
folio, statement of account, etc. becomes easier and quicker by attaching signals. The
signals may also be used to indicate some temporary significance of papers filed. e.g.
certain signals can be attached to the customers’ accounts so as to show the overdues
recoverable or stoppage of the normal credit facility.

Objective of using signals

The main ohjective of using signals are as follows :

i) to facilitate easy and quick reference to the records already filed by locating the
same as and when required;

ii) to draw immediate attention to certain facts recorded on the cards;

iii} to supplement the main classification of records;

iv) to aid and assist visible card indexing.

Advantages

The above mentioned objects of signals are by themselves, the advantages of
signalling, which may be outlined as follows :



i) It provides easy and quick references Filing Equipment
ii) It pinpoints certain facts recorded on the cards e.g. blue cards may indicate the
staff pension accounts, red cards may show the insurance premiums due, etc,
iii) It helps in classifying office records depending upon their relative urgency and
importance,
iv) Itincreases the usefulness of the visible car index.

Types of Signalling
There are two kinds of signalling :

i) Temporary Sigralling.
ii) Permanent Signalling,

¢} Temporary Signalling : Here, the signals, used tempararily, point out the need
for immediate action or caution on the part of the office staff. For instance a red
tignal on a customer's card may indicate as to when the credit is or is to be
stopped, or when his account falls over due, and when it is necessary to initiate
the process of recovery.

ii) Permanent Signalling : Here. the signals attiched permanently to folders or
records, aid and assist the main classification of office records. For instance, the
folders containing sales correspondence may be classified first alphabetically, and
then certain signals may be attached to the folders showing the sales area (in
terms of districts and towns) in which the customers are located.

In short, the extensive application and use of the signals is justified mainly because
they facilitate easier and quicker identification of a particular fact or information as
and when required.

Check Your Progress C

1) Fillin the blanks :
i) Loose-leaf binder can be used for _
ii) Inactive files can either separate or destroyed.
iii) Open-shelf filing has scope for expansion.
iv) In spring-back binder the is fitted with springs to hold the inside
edgesof the
v) Copies of letter or files to be attended on a particular day may be kept in the
i:le as a reminder.

vi}) Sheets are before putting them in the loose-leaf binder fittad with
posts.

2) What is parmanent signalling?

6.9 LET US SUM UP

In every modern office, indexing serves very useful purpose as an aid to filing and
records management. An index serves as a guide to the location of files. An efficient
system of indexing helps in easy and quick location of records needéd and
cross-referencing. By saving time and effort, it also reduces the operating cost of
managing records. A good system of indexing should be simple, economical,
efficient, flexible, and provide for cross-checking and cross-referencing.

There are different types of indexes of which those used In modern offices are :

1) Bound-Book Index, 2) Loose-Leaf Index, 3) Card Index, 4) Visible Card Index,
5) Strip Index, and 6) Wheel Index. Every ricthod of indexing has its own
advantages and limitations, depending on: i) Volume of information, ii) Filing
requirements, iii) Frequency of references, iv) Cost element, v) Space required, and
vi) Organisational goals.

Records retention is necessary in every office for a certain period of time. But all
records cannot be preserved indefinitely. Then, retention schedules need to be ACCOM-01/97
prepared, specifying the limits of storage duration for eact category of record.

Periodic review is also desirable of the old and new office records, so that inactive or 17
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dead records can be officially destroyed or eliminated. Records disposal consticutes
an integral part of records retention. Records disposal economises costs and space,
simplify retrievai of the records, and enable efficient utilisation of the filing
equipments.

Open-shelf filing is a methcd of filing in which open shelves are used for records
keeping folders or files can be arranged horizontally or vertically on ceiling-high
shelves. It requires adequate space and dust free area. But it is simple, cheap, flexible
and economical system of filing. It ensures large sturage capacity and provides scope
for expansion. Open shelves are widely used in all offices — small or big.

Loose leaf binders have proved very useful in filing and indexing. Types of binder
available are : (i) Post binders, (ii) Ring binders, (iii) Prong binders, (iv) Thong
binders, (v) Spring-back binders. Loose leaf binders provide the following
advantages, viz. (i) easy addition and removal of sheets, (ii) quick location of records,
(iii) facility of self-indexing, (iv) flexibility, and (v) ecoromy in time and labour.

Guides and Signals are useful aids to filing and indexing. ‘These are specially marked
zards, clips or tabs attached to the edges of files, folders or papers. They may be of
different sizes, shepes or colours indicating at a glance the reference code of records
placed behind. Signalling may be temporary or permanent.

6.10 KEY WORDS

Boind-Book Index : A type of index maintained in the form of a bound book or
register divided into alphabetical, geographical or numerical sections.

Card Index : A type of index consisting of cards containing necessary particulars,

Guides : Special cards of distinct size, shape and colour indicating the location of a
particular class of folders, papers, eic.

Indexing : The process of providing indicators for a collection of records,

Loose-Leaf Index : A type of book index in which loose pages or sheets are held
iogether by metal hinges.

Records Retention : The process of keeping or retaining official records for possible
Uuses.

Retention Schedule : A schedule designed for records retention with definite time
limits.

Signals : A metal clip, plastic tab, or adhesive material attached to the edges of
records facilitating easy and guick iocation.

Tickler : A file consisting of the pending or follow it matters/papers/cases arranged
in chronological order for the purposes of disposal by the officers.

Visible Card Index : An improved type of card index in which cards are visible,

6.11 ANSWERS TO CHECK YOUK PROGRESS

A) 3) i)Truz ii) False iii) False
iv) True v) False
B) 1) i)True ii)True iii) False w)False v)False
2) i)Card ii) Bound-book iii) Loose-leaf iv) Visible v) Card
C) 1) i)Filing, indexing ii) Preserved/Retained i) Unlimited  iv) Spine,
Covers v) lickler vi) Puncned



Filing Equipment

6.12 TERMINAL QUESTIONS

1)

2)
3)
4)
5)
6)

7)
8)

9)

Explain the mea ing and ohjectives of Indexing. What are the essentials of good
indexing?

What are the merits of Book Index? What are its demerits?

What do you understand by Loose-leaf Index?

In what respect is Zard Index Superior to Loose-leaf index?

State the advantages of Open shelf-filing. What are its disadvantages?

Describe briefly the stages in the life span of office records, In what ways can
inactive records be disposed of?

Mame and explain the various types of Loose-leaf binders available for use.

“Indexing is an integral part of {iling and records management.” Discuse the
importance of Indexing-in the light of the above statement.

Why Disposal of files or records is necessary? What are the important
considerations to be kept in view before disposal of récords?

107y Discuss the nature, purposes, merits and demerits of Card Index.
11} Write Short notes on :

i) Book Index, ii) Loose-Leaf Index, ' iii) Tickler, iv) Signals, v) Vowel
Index, vi) Self-indexing vii) Visible Indexing,

12} Distinguish between :

i) DBound-book Index and Loose-Leaf Index.
ii) Strip Index and Visible Card Index

iii) Metention of files and Disposal of files.

iv} Thong Binders and Ring Binders.

v) Guides and Signals.

Note : These questions and exercises will help you to understand the unit

better. Try to write answers for them. But do not send your answers to
the University. These are for your paactice only.
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UNIT 7 INWARD AND OUTWARD MAIL

Structure

7.0  Objectives
7.1  Introduction
7.2  MNature and Importance of Mail Service
7.3  Organising the Mail Service
7.3.1 Centralisation of Mail Service
7.3.2 Decentralisation of Mail Seivice
7.4  Stages in Handling Inward Mail
7.5  Stages in Handling Qutward Mail
7.5.1 Stages in Making Outward Mail Ready for Dzspatch
7.5.2 Stages in Despatch of Outward Mail
7.6  Equipment for Mail Handling
7.6.1 Letter-Opening Machine
7.6.2 Folding Machine
7.6.3 Addressing Machine
7.6.4 Franking Machine
7.7  Let Us Sum Up
7.8  Key Words
7.9  Answers to Check Your Progress
7.10 Terminal Questions

7.0 OBJECTIVES

After going through this unit, you should be able to :

» explain the nature and importance of mail service in the offics

» distinguish between centralised and decentralited organisation of mailing service
» describe the stages in handling inward and outward mail

» identify and explain the uses of equipments and machines for mail handling worl.

7.1 INTRODUCTION

One of the basic functions of an office is to receive and transmit information relating
to the operations of the organisation. This is particularly important in a business
office. A business concern has to keep regular contact with its customers, creditors,
investors and other organisations in the course of conducting its business operations.
Mail servize plays very important role in the business concern,

In this unit, you will learn the nature and importance of mail service, the
organisational sct-up required to handle the mail and the routine steps involved in
handling inward and outward mail. You will also be acquainted with the equipments
and machines used in a modern office for handling mail.

7.2 NA1URE AND IMPORTANCE OF MAIL
SERVICE

Correspondence received or sent through the post office or through messengers is
called ‘mail’. Mail ma; be classified into three distinct categories : Inward mail,
Outward Mail and Interdepartmental mail. The value and effectiveness of mail to an
organisation depend on the speed and efficiency with which it is handled or dealt
ACCOM-01A00 with Mail service refers to the organisational set-up or arrangement in the office for
dealing with all inward and outward mai!. Every office, large or small, must set up
A0 the necessary mail service for prompt and efficient handling of mail. The importance



of mail service to an organisation should not be underestimated. It is the focal point H-mllin%_r l:ﬂ"min%[a:jlr!
of most business activities. utgoing Mails

An effective and economical mail sérvice enhances the efficicncy of the organisation
in various ways. By helping to improve interbranch and interdepartmental relations,
it ensures better functioning cf the organisation. Mail scrvice is an indispensable and
integral part of office operations. It supplements other office operations like
correspondence, typing and duplicating and record keeping. These operations lose
much of their effectiveness unless their efforts are backed by an efficient mail service.
Promot and correct handling of mail by the mailing department also helps in
reducing the overall cost of office operations by elimirating unnecessary
correspondence. Moreover, it helps in promoting the goodwill of the firm among
customers and the public through prompt and correct handling of mail,

7.3 ORGANISING THE MALIL SERVICE

‘Where people work in a group, their combincd efforts can be productive only when
their individual efforts are organised and coordinated. Organisaticn helps to achieve
the desired objective in the most efficient and economical manner. Like any other
office service, mail service also requires the combined efforts of a number of staff
working as a team. The purpose of organising the mail service is to ensure
performance of mail handling work with maximum efficiency and at minimum cost,

Organising involves bringing together functions, personnel or staff and physical
facilijies (viz., accommodation, layout, working condition and equipment) and
establithing their relationships within a well-planned system. Organising the mail
service involves establishing definite routine for handling mail, assigning the task of
performing these routines to staff possessing the necessary skills, providing the staff
with necessery physical facilities and establishing weli-defined relationships between
them within the system. This helps in controlling and coordinating the work of
individual staff to achieve the desired result. The type of organisation to be set up
will depend on the size and nature of business. It also depends on the volume and
frequency of mail handled each day, the system and routines established and the

degree of mechanization of work. Mail service may be centralised or decentralised.
Let us now discuss them in detail.

7.3.1 Centralisation of Mail Service

‘Centralization’ of mail handling work means physical conceatration of the work in
one section or area of the general office. The central mziling section will be
responsible for handling all inward and outward mail of the functional or operating
departments of the organisation. The main object of cen‘ralisation of mail sérvice is
to achieve greater efficiency and economy through job sub-division and
specialisation. The repeated performance of the same routine operation by the same
worker leads to specialisation and greater efficiency. Routinization and
standarization of the operations also facilitates mechanization resulting in greater
efficicncy and accuracy. Centralisation of mailing work also makes it feasible to

appoint an expert supervisor to coordinate and control the work of individual
workers.

Addvantages : Centralised mail service has several advantages ;

1) Systematization of work : It facilitates setting up of proper systems and routines
in mail handling work. This leads ro elimination of duplication of work and
unnecessary operations, thereby effecting saving in time and expense.

1) Greater efficiency and accuracy : Each routine operation is performed by the
staff having special aptitude and training for such work. This ensures speed,
accuracy and efficiency in operation,

3) Better supervision and coordination : In centralised mail it is feasible to appoint
a qualified supervisor to supervise and coordinate the work of individual ACCOM-01/101
workers. Proper allocation of work, even distribution of work-load and Ce.

continuous supervision ensure better performance. 41
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5)

6)

7

6)

Prompt handling of inward mail : Prompt and careful handling of inward mail
and their proper distribution to the proper departments and individuals ensures
prompt action on the mail. This contributes to greater efficiency of the entire
organisation.

Saving of clerical labour : Duplication of work inherent in departmental mail
service is ellminated leading to saving of clerical labour and office cost.

Congestion of mail avoided : Collection and despatch of outward mail from

different departments may be so staggered that there will be no congestion or
over-load of mail during rush hours.

Better control over postage ;: Wastage and misuse of postage stamps can be
avoided. Better control over use of stamps and proper postage accounting
ENSUres economy in postage expenses.

Economical use of machines : A large volume of mail handled by central

mailing department justifies proper and fullest possible utilisation of mailing
machines. This ensures economy in use of office machines.

Disadvantages : The following are certain disadvantages of centralisation:

1)

2)

3)

4)

Costly : It is a costly arrangement and proves uneconomic for small organisations
with small volume of mail,

Action delayed : Some delay in collection and distribution of departmental mail
is unavoidable in a centralised arrangement. Mail requiring quick action on its
receipt cannot be dealt with quickly.

Confidentiality of mail : Central handling of mail results in loss of

confidentiality of mail. Mail dealing with confidential matters are best handled
departmentally.

Physical location : I the location of the functional departments is scattered
widely, speedy and proper distribution or collection of mail from the
departments becomes difficult and costly.

7.3.2 Decentralisation of Mail Service

Decentralised of Departmenial mail service refers to arrangements whereby all
incoming and outgoing mail pertaining to cach funetional department is handled
within the department by the depaitmental staff. The actual arrangement will depend
on the size of the business and the volume and nature of mail.

Advantages : The advantages of departmental service may be outlined as follows

1)

2)

3)

8

Less costly : It is less costly than centralised mail service and hence can be
adopted suitably by small and medium organisations with small volume of mail.

Quicker disposal of mail : Inward mail is received directly by the departiment
concerned and can be disposed off more quickly than in a centralised

arrangement. Special arrangement can be made for quick despatch of outward
mail of urgent nature,

Secrecy maintained : Secrecy and confidentiality of correspondence can be
better nfaintained in the departmental airangement.

Fosters departmental loyalty : Departmental staff doing the mail handling work
develop a sense of loyalty towards the department which improves the quality of
their work. This enhances the reputation and image of the organisation.

Disadvantages : Certain disadvartages of departmental mail service should be noted:

1)

2)

Loss of el:ltc]mq and accuracy : Job subdivision and specialisation are not
possible under this arrangement to the same extent as in a centralised set-up.
Each departmental worker has to perform several routine operations single
handed. This results in loss of efficiency and accuracy in mail handling work.

Lack of proper supervision : Each department cannot afford to appoint an

expert supervisor to oversee mail handling work. The work cannot be properly
supervised and coordinated.



3} Duplication of work : 'The same operations are performed in different
departments by separate set-of staff. This results in duplication of work and
increased labour cost.

4) Use of machines uneconomical : The volume of departmental mail is not
sufficiently large to justify economical use of mail handling machines.

Check Your Progress A

1) What is meant by centralisation of mail service?
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2) Your organisation has five departments. Each department receives and sends out
hundred letters a day on an average. Mention three principal advantages to be
derived from decentralisation of mail service.

T T R P PP T P T TP PP PP T T

3) Which of the following statements are True and which ure False?

i} Message received by telegram is not mail,

ii) Mail service enhances the goodwill of the organisation.

iii) Centralisation of mail service saves clerical labour.

iv) Economical use of office machines is possible under departmental mail
service.

v} Departmental mail service leads to duplication of work.

vi) Proper supervision is ensured in both centralised and departmental mail
service.

7.4 STAGES IN HANDLING INWARD MAIL

An important phase of planning a mailing service is the establishment of definite
routines for handling inward and outward mail. Inward mail is the logical starting
point of the work of the mail servick of an organisation. Planning and e&tabl;shmmt
of proper inward mail routine is very important. The efficiency in handling inward
mail has a great impact on the efficiency and success of the business as a whole. The
principles underlying the routine stages in handling inward mail re those of speed
and accuracy. The routine stages for handling inward mail tollow the following
pattern in most large organisations.

1) Receiving the mail ; The first stage in the routin : is to receive or collect n_:m.il.
Mail may be delivered by postmen, collected from the post office, or J:emved
through messenger. Ordinary mail is delivered by postmen once or twice a day or
more often, Registered letters and money orders are delivered as and whep they
come. Telegrams and Speed Post letters and parcels are delivered by special
messengers without delay. Some organisations hire post box or post bag at the
nearest post office. In such a case, the mail is collected from the post office by an
employee of the mailing department at regular intervals. This is done tﬂ_ﬂ\’ﬂult
delay in delivery of mail by postmen and also to meintain secrecy of mail. Mail
from local organisations are also hand-delivered by messengers to mm; Postal
delay, particularly when the message is urgent. An employee of the mailing
department is assigned the duty of receiving mail delivered by messengers and
sign receipts or the peon book in acknowledgement.

2) Opening the mail : The morning mail is frequently the heaviest. The work of
opening the mail and sorting them for distribution to concerned departments
should start earlier than normal opening time so that these may receive prompt
attention of the dealing staff. Before opening the envelopes, a preliminary sorting

Handiing Incoming and
Outgoing Mails

ACCOM-01103
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3)

4

3)

of the envelopes and vovers is done to segregate urgent mail from ordinary ones.
Envelopes may be opened by hanil or with the help of machines.

Scrutiny of the mail : The contents of the envelopes have to be scrutinised
carefully to ascurtain their nature, number of enclosures und identity of the
department concerned. Enclosures should be checked with the covering letter to
verify their correctness. In. case of money enclosures like cheques, drafts, postal
orders etc., the amount indicated therein should be checked with the covering
letter. If there is any discrepancy, it should be noted on the letter and initialled
by the handling clerk. Remittances received by money order, registered post or
insured post should be entered in a separate register kept for the purpose.

Date-stamping of mail : It is a common practice to stamp on each piece of
inward mail with the date and time of receipt. This is important for avoiding any
future dispute regarding daie and time of receipt of the mail. A serial number is
also printed on each piece of mail for the purpose of reference.

Date-stamping may be done by hand or mechanically. Rubber stamps provided
with mechanism for changing the date are used for manual date-stamping.
Specially made metal stamps, having devices for stamping date, time and serial
number are also used. Mechanical devices like ‘Date and Time Recorder’ or
“Time Recording’ inachines may be used where the volume of mail is large. It
saves time and leaves no room and error.

Specially designed rubber stamps are used where other patticulars, besides date,
time and serial number, are to be printed, One such stamp includes date and
time of receipt as well as nature of action taken. Look at Figure 7.1 and

Figure 7.2

Figure 7.1 : Specimen Rubber Stamp

Figure 7.2 ; Specimen Rubber Stamp for
for Dale-Stamping

Dat=-Stumping
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Accounts ‘
1

Orders

Recording Inward Mail : Some record of the mail received each day has to be
kept as evidence of mail actually received and action taken on them. Different
tnethods are used for this purpose. Oue such method is to record al! mail
received each day in a register known as ‘Inward Mail Register’ or ‘Letters
Received Book’. The mail is recorded chronologically and serially along with the
name of the sender, nature, subject matter, department to which referred and
action taken. However, this method is time-wasting and expensive and is
becoming less common. A proforma of such a register is given below in

Figure 7.3

Figure 7.3 : Specimea Ruling of Letter Received Book
LETTERS RECEIVED BOOK

Ref, | Name& | Mature of | Particulars | To whom | Drate | Initial

Dat of MNao. address of | Communi- | (Short | referred to | replied of

Receipt Sender cation & Subject) 1o Oifficer
Enciosures

1990 |
Mar. -] T8/c AB.Co. Letter Full Cashier

Lid. (Enclo.: | Payment
Kanpur |Cheque for | against
Rs. 500) Invoire
Ne. 231 |




Another method used is less cumbersome and time-wasting. A Mail Room List

is prepar=d on each batch of mail delivered to a particular department on a
particular day. Separate lists are prepared for each department and these are sent
to the departments along with the mail. Carbon copies of the lists, duly
acknowledged by the receiving department, are filled in the mail room for future
reference. A proforma Mail R.oom List is given below in Figure 7.4.

Figure 7.4 : Specimen of Maill Room List

MAIL ROOM LIST
Letters for ............... Department
Day ccomnine DR ciis  TiMNB40s0inas
Mame of Sender Address

Remarks, if any

It some offices, only letters are recorded or listed and other types of mail like
Orders, Challans, Statements etc., are sent to the dealing departments where they
are recorded and dealt with. Telegrams and messages are treated as mail and
recorded or sent to the dealing departments for action.

6) Sorting and distribution of mail : After date-stamping and recording, the
inward mail has to be sorted out. To ensure correct sorting and distribution, the
work should be assigned to an employee who is thozoughly acquainted with the
ciganisation. To facilitate sorting separate trays, baskets or pigeon holes are used
for each department or individual officer. Where the volume of the mail is large,
hand or electrically operated Mail Sorter machines may be used. The sorted mail
are sent to the respective departments by messengers.

Check Your Progress B
1) What do you mean by date-stamping of mail?

2} Enumerate the routine stages of handling inward mail.

7.5 STAGES IN HANDLING OUTWARD MAIL

Handling outward mail is a much more complex affair than handling inward mail. 1t
requires a thorough understanding of postal regulations and rates, timings of postal
clearance, postal facilities available for despatch of mail etc. Equally important is the

setting up of well-planned system and routine for efficient and economical handling
of outward mail.

7.5.1 Stages in Making Qufward Mail Ready for Despatch

Outward mail handled by the mailing department originate from differen{ funetional
departments. Before the outgoing mail reach the mail room for handling, they have
to pass through three preliminary stages which are performed departmentally. These
are : (1) Production of the outgoing letters (2) Signature on the letters and

(3) Referencing. Let us discuss them briefly

Iandling Incoming and
Oatgolng Malls
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Production : It means drafting of outgoing letters or their dictation to stenographers.
After drafting or dictation, the letters are franscribed and typed in proper form, At
the same time, addresses of the recipients of the letters are also typed or printed on
the respective envelopes.

Signatore : After typing, the outgoing letters have to be signed by someone
authorised to do so. Important letters are signed by heads of departments or
responsible officers.

Referencing : It means putting a reference number on the letter, The reference

number consists of letters and numbers which serve as a code or clue for identifying
and locating the letter in furure.

7.5.2 Stages in Despatch of Outward Mail

‘Despatching’ literally means ‘sending off the mail’, i.e., putting the mail in course of
transmission to its destination by post or through messenger. Several routine steps
have to be taken for collecting the outward mail from the departments, folding and
inserting them in envelopes, sealing and stamping the envelopes, recording the
outward mail and final despatch of the mail by post or mesienger. Let us now discuss
each step in detail.

1) Collection of Outward Mail : The first step is to collect the mail from different
functional departments. A planned schedule of collecting outward mail should be
established to avoid over-loading of mail at any point of time and consequent
delay in handling. An internal messenger service may %¢ maintained to collect
the mail from th= departments 3 or 4 times a day accurding to a fixed time
schedule. The time schedule is s0-arranged as to correspond with the postal
clearing periods.

2) Folding and Inserting : Usually outgoing letters are received from the
departments along with the respective addressed envelopes. The letters and their
enclosures have to be folded and inserted into the envelopes.

Eefore folding, the enclosures of each letter are checked carefully with the letter.
Each letter and its enclosures are then placed one inside the other and properly
folded. Minimum number of folds are used to suit the size of the envelopes.
Where a large aumber of letters have to be folded, hand or electrically operated
‘Folding’ machin~ can be used to save time and labour. Window envelopes may
be used to avoid insertion in wrong envelope.

3} Sealing and Stamping : The next stage is to seal the envelopes and covers with
gum or adhesive. Where sealing is done by hand, special methods are used to
save time and labour. Envelopes of the same size are laid flat with their flaps
averlapping each other. In such position, gum ar adhesive can be applied to the
end of a number of flaps at a time. Registered and Insured covers or articles sent
by ‘Book Post” have to be sealed as per Postal Rules. Where the volume of mail
is large, hand or electrically operated ‘sealing’ machines or ‘Envelope Sealers’
may be used to save time and labour,

Before stamping, the sealed envelopes are sorted out into two groups: those to
be sent by post and those to be despaiched by messengers. Mail to be sent by
post are also sorted into different categories : ordinary mail, registered mail,
speed post mail, book-post articles etc. This facilitates calculation of value of
stamps to be used. The articles in each category are then weighed carefully to
determine the value of stamps to be used as per postzl regulation. ‘Stamping’,
i.e., affixing of postage siamps on envelops and covers may be done by hand or
with the help of machines.

4) Recording in Post Book : Maintenance of a writtzn record of mail despatched is
essential for two reasons : keeping a record of mail actually despatched and
keeping an account of postage expenses. Ouiward mail sent out through
messengers are entered in the Peon Book, which is signed by the addressee in
acknowledgement of receipt. Mail sent by post are recorded in some offices in a
register known as ‘Outward Mail Register’ or ‘Despatch Register’, which records
the particulars of mail despatched each day in detail. However, this method is



being discarded in modern offices as being cumbersome and expensive. A Handling lnmlll!ini;lnlr:
proforma of such a register is given below in Figure 7.5. Duigaing

Figure 7.5 : Specimen Ruling of Outward Mail Register

Sl _ Ref. Mame & Address Subject |Enclo. | Sender | Post | Remark
Mo, | Date | No. of Addressee

A better method of keeping record of outwrad mail is the "Post Book® or ‘Stamp
Book'. It is much more simplz and inexpensive. The Post Book serves as a
record of outward mail as well as a means of controlling postage expenses. It
keeps a check on the stamps in hand and stamps actually used each day. When
maintained on the imprest cystem it reduces chances of misuse or pilferage of
stamps. A proforma of the Post Book is given below in Figure 7.6.

Fig 7.6 : Specimen Ruling of Fost Book

Stamps Stamps
Date Mo, in hand Mame Address used Rrmarks
i Rs. P. Rs. P.
1989
Mar. 5 ) =50 Ag::‘ Kanpur (=50

5) Posting and Delivery : This is the posting stage in the handling of outward mail.
Mail addressed to local addressees, particularly when they are urgent, are
delivered to the addressees by messenger. These are entered in a Peon Book and
the addressee has to sign the book before taking delivery of the mail. Ordinary

mail sent by post are delivered to the nearest Post Office and dropped in the
appropriate post box.

Distribution of despatch work throughout the day also facilitates the work of
both the mailing department and the post office concarned. Special category of
mail, like Registered, Express delivery and Speed Post Letters and parcels havs
to be sent separately to the post office within the prescribed time for posting,

Check Your Progress C
1} Which of the following statements are True and which are False?

i) Despatching means sending out letters by post
ii) Franking machine may be used for affixing postage stamps.
iii) Mails sent by post as well as by messenger pre recorded in the Post Book.

ivt The Mailing Department is not concerned with the reference of outgoing
letters.

2)  Fill up the blanks in the following statements:

B s - envelopes are used to ensure that letters are not inserted in wrong
envelopes.

ii) Post Book servesasa ... of outward muil snd as & check over ...
EXPENSES,

iii) Crutward mail sent out by .......... need no postage stamps.,

ivy TLetters sent by

............... Post have to be delivered at the Post Office ACGCOM-01107
counter., ;
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7.6 EQUIPMENT FOk MAIL HANDLING

Mail room equipments for handling mail consists of simple inexpensive items like
sorting trays, pigeon hole, paper knife, weighing scale, staplers and gum. Where the
volume of work is large, costly mailing machines like Letter-opener, Folding and
Inserting machines, Envelope Sealers and Franking machine may be used. In any

organisation, equipment and machines provided for mail handling depend on factors
like volume of work, number of mail room staff, nature of mail and the systen and

routines establishe 1. Some important types of mailing machines used in modern
offices are :

1) Letter-opening machine

2) Mail-sorter

3) Folding machine

4) Inserting miachinc

5) Mailing machine (Folding, Inserting and Sealing in one operation)
6) Envelope Sealer

7) Addressing Machine or Addressograph

8) Stamp-affixing machine

9) Franking machine

The function, working and advantages of some of these machines are discussed
below.

7.6.1 Letter-opening Machine

Opening envelopes by hand is a laborious, time-wasting and expensive process,
Letter-opening machine can turn out the work much faster and saves labour and
expense. It can be profitably used in large offices with a large volums of inward mail.

Letter-opening machines may be hand-operated or electrically operated. Both are of
the ‘guillotine’ type. The machine has a evolving knife-edge which cuts off a thin
strip from the top end of the envelope. It can be adjusted to accommodate any size of
envelope. The electrical variety can automatically feed, open and stack the envelopes
at high speed. Envelopes can be opened at the rate of 75 to 500 per minute.

The advantages of using this machine are :
1) It saves time and labour leading to saving in labour cost.

2) Sorting and distribution of inward mail is speeded up. This helps the
departmental staff to deal with the mail promptly.

3) It relieves monotony of the staff and enhances their morale and efficiency.

However, this type of machine should be used provided (a) the volume of work is
large enough to justify its cost, (b) regular power supply is available, and (c) repairs
can be arranged quickly when necessary,

7.6.2 Folding Machine

Folding machines are used to speed up the work and to save time, labour and
expense. It may be hand-operated or electrically operated. The machine can fold
papers in one, two or three parallel folds or even in cross folds, according to the size
of the envelope. It can be adjusted to {old papers in different numbers and sizes of
folds. Electrically operated machines can automatically feed the papers into the
machine and fold them in the desired manner at the rate of 10,000 to 15,000 sheets
per hour,

The advantages of using folding machine are ;
1) It car: fold papers at high speed resulting in great saving of time, labour and cost

2) Papers are folded neatly and accurately, which ensures smooth insertion of the
papers inte the envelopes.

3) It relieves monotony of the staff, keeps them happy and contended and enhances
thair efficiency.



Handling Incomiag
As in the case of letter-opening machine, the advantages of using a folding machine . E)mh! M..:;
can be realised only if there is adequatz volume of folding operation to justify its cost.

Besides regular power supply and quick repairs service is essential for electrical
operation:

7.6.3 Addressing Machine

Addressing machine or Addressegraph machine is used to save time and lebour,
Besides printing names and addresses on envelopes etc., the machine can also be put
to various other uses. Machines used with special ‘Form feed’, 'Listing’ and other
attachments are now-a-days used for all types of form-filling, listing and billing work.

It can be used to prepare lists of customers, wage or pay-roll sheets, invoices and
notices etc.

Addressing machines happen to be a developed version of duplicating machine, The
only difference is that, it is designed to duplicate a number of separate names and
addresses once or twice instead of duplicating the same many timss. The machine
may be hand-operated or electriczlly operated. In both types, the machine prints
names and addresses of customers or other data from ‘masters’ fed into the machine,
MNames and addresses are cut on fibre stencils or embossed on metal plates which
serve as ‘masters’. The stencils or plates are arranged in a particular order, indexed
and preserved for repeated use. When fitted with special devices, the machine can
automatically select the masters in the desired order or sequence and feed them into

the printer. The electrically operated machine can print addresses at the rate of 800
to 1000 per hour.

The advantages of addressing machines may be outlined as follows :
1) Tt effects great saving in time, labour and cost.

Z) It eliminates chances of error in printing addresses and saves time and labour for
checking and rechecking required under mapual typing of addresses.

3) The work turned cut is neat and flawless, which enhances the prestige and
goodwill of the concern.,

4) The work can be standardised which helps in measuring staff output.

The disadvantages of addressing machires are :

1) The cost of installing the machine is high which can not be afforded by small
COncems.

2) 1f the addresses of customers change frequently, preparation of new stencils or
plates may tzke time which may hold up work.

3) It requires trained staff to operate. In case of temporary absence of the operator,
it may be difficult to obtain a substitute.

7.6.4 Franking Machine

Stamp-affixing machines arg suitable where the volume of stamping is large. These
machines can accominodate specially made rolls of stamps available from the post
office. When a lever is pressed, a stamp gets aufomatically detached from the Toll,
moistened and affixed on the envelope. The major drawback of the machine is that, it
can take up stamps of only -ne denomination at a time.

Where stamps of different denominations have to be affixed on a large number of

envelopes, Postal Franking machines prove more useful and economical. Introduced

after the International Postal Convention of 1922, franking mach’nes are

internationally recognised. Franking machines are licensed by Post Offices in almost

all countries. The user has to buy the machine and get it registered at the Post Office

on fulfilling the required formalities and payment of necessary licensing fees. The

Post Office allots a registered number to the user. Payment has to be made in

advance to the Post Office for an agreed total value of postage to be used. The Post

Office scts the agreed value on the meter of the machine and seals i When the ACCOM-01/109
machine is used to frunk reacts, the value of stamps uscd gets automatically recorded

on a dial. When the total amount or value of postage sct on the meter Is reached, the 49
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meter gets automatically locked and no further postage can be franked. The machine
has to be taken back to the Post Office for resetting of the meter for postage on
further payment. Franking machine prints an indicia or design on a postage stamp
and a date of cancellation mark. The indicia of the postage stamp indicates the value
of the postage frenked and the country of origin. The date of cancellation mark
indicates the registration number of the user, the post office of registration and

cancellation date. Specimen of indicias printed by the Franking machine are shown
below in Figures 7.7 and 7.8.

"TTH INDIA
RUPEES

Figore 7.7 : Specimen Indicia Figure 7.8 : Specimen Indicia

Advantages : The following are the main advantages of using a Franking machine:
1) It speeds up the work leading to saving of time, labour and cost.

2) Necessity of keeping large stocks of postage stamps of different denominations is
eliminated. Loss due to pilferage and misuse of postage stamps is avoided.

3) Control of expenses on postage becomes easier and [ostage accounting becomes
simpler.

4) Franked mail can be more quickly dealt with at the Post Office.

5) Advertising slogans or special instructions can be printed on the envelopes
without extra cost or labour.

Disadvantages : The disadvantages of Franking machine are :

1} The value of postage that can be franked is limited in range, which sometimes
creates difficulty.

2) The need for frequent adjustment of levers to select different values of postage
slows down specd of franking and results in wastage of time.

3) Chanees of over-stamping and under-stamping cannot be eliminated altogether.

4) Where no Post Book is used, there is scope of misuse of the machine for franking
private mail of the staff.

5) It does not totally eliminate the need for a Post Book.

Check Your Progress D
i1 What is meant by Franking of an envelope?

?) Your central mailing department bandles 200 pieces of outward mail daily.
Name three machines that you consider essentials for such work.

_L} ........... ST T PR e e kcE Vs



Handling Incoming and

7.7 LET US SUM UP Outgoing Mails

Written communication or correspondence of any type received or sent out through

the post office or messengers is known as *Mail", Mail mav be classified as ;

(a) Inward mail, (b) Outward mail, and (¢) Interdepartmental mail. Prompt and
efficient handling of mail is vital for efficient and economical performance of husiness ,
operations and effective functioning of management. Mail service refers to the
organisational set-up established for handling mail. Effective and economical mail
service is essential for the efficient functioning of the organisation.

Mail service may be organised : (1) by centralising mail handling work in a central
mailing department, or (2) by performing the work departmentally, i.e.,
decentralising the work. Both the arrangements have advantages and disadvantages.
But for a large organisation with a large volume of daily mail, centralisation is
desirable. It ensures greater efficiency and accuracy, better supervision and
coordination, better control over postage,quicker handling of inward mail, saving of
clerical labour and economical usc of office machines. Departmental mail service
lacks specialisation and efficiency in performance, lacks proper supervision, involves
duplication of work and makes use of machines uneconomicai.

For efficient handling of both inward and outward mail, a planned system and
definite inward mail are : opening of the mail, scrutiny, date-stamping, recording,
sorting and distribution. Before outward mail can be handled for despatch it passes
through three preliminary stages : production of the mail, signature and referencing.
Routine stages involved in despatching outward mail ave : collection of the mail,
folding and inserting, sealing and stamping, recording, and posting and delivery of
the mail.

Use of proper equipments an! machines ensure speed and accuracy in performance
of mail handling work. Some simple equipments are essential for mailing work even
in small organisations and in departmental arrangement. Costly equipments and
mailing machines can be properly and economically utilised only in large
organisations with large volume of mail and centralised mail service. Some important
types of machines used in the mail room are : Letter-openers, Mail orters, Folding

machines, Inserting machines, Envelope Sealers, ‘Addressing machines and Franking
muchines.

7.8 KEY WORDS

Centralisation : Physical concentration of mail handling work in a central mailing
department.

Deceniralisation : Performance of mail handling work within each depariment by the
departmental staff,

Despatching : Putting the outward mail in course of transmission tovits destination
through the post office or messengers.

Franking : The act of printing indicias of postage stamp and date of cancellation
mirk on envelopes with the help of Franking machine.

Muil Service : Organisational set-up established for handiing mail.

Post Book : A book used for maintaining record of outward mail and account of
postage stamps used. ACCOM-01/111

Referencing : Assigning a code number or symbol on each letter to facilitate future
reference, 51
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7.9 ANSWERS TO CHECK YOUR PROGRESS

A) 3 i)False ii)True iii)True v)False +)True vi)False

B) 2 1)Receiving ii)Opening  iii)Scrutiny  iv)Date-Stamping

v) Recording  vi) Sorting & Distribution

C) 1 i)False ii)True iii) False iv)True
2

i) Window ii) Record Postage  iii) Messenger  iv) Registered

D) 2 i) Folding machine ii) Addressing machine iii} Franking machine

7.10 TERMINAL QUESTIONS

1)
2)

3)
4)

3)
6)

Discuss the nature and importance of mail service.

What do you understand by ‘centralised’ mail service? What are its advantages

and disadvantages?

Outline the rautine stages for handling inward mail.

Draw up 2 routine stages for handling outward mail and name the equipments

used in this connection.

‘What is a “Franking’ machine? Briefly explain its working and advantages.

‘Write expianatory notes on:

a) Departmental Mail Service
b) Inward Mail Register

¢} Stamp-affixing Machine
d) Post Book

Note :These questions and exercises will help you to understand the unit
better. Try to write answers for them. But do not send your answers to
the University. These are for your practice only.




UNIT 8 INTERNAL COMMUNICATION

Structure

8.0  Objectives
B.1 Introduction
8.2  Importance of Office Coramunication
83  Elements and Process of Communication
84  Types of Internal Communication
£.4.1 Formal and Informal Communication
£84.2 Vertical and Horizontal Communication
8.5 Forms of Internal Communication
£.5.1 Oral Communication

£.5.2 Written Compiunication
£.5.3 Choice of Form

B.6  Means of Communication

8.6.1 Means of Oral Communication

86.2 Means of Written Communication

8.6.3 Mechanical Devices for Delivery of Papers

B.6.4 Transmission of messages without Actua! Delivery of Papers
8.7  Characteristics of a Gocd Internal Communication System
8.8 Let Us Sum Up
8.9 Key Words

8.10 Answers to Check Your Progress
8.11 Terminal Questions

8.0 OBJECTIVES

After studying this unit, you should be able to :
 describe the importance of office communication

& explain the elements and process of communication
» describe various types of internal communication

» explain the forms of internal communication

e describe various means of internal communication

e outline the features of a good internal communication system.

8.1 INTRODUCTION

Communication is the process by which information, ideas or op'aions are exchanged
between individuals through a mutually understood la.guage or symbol. It is the life
blood of modern commercial and industrial world. The image, efficiency and success
of a modern business depends on the standard of its communication service.
Formulation of policy decisions by the management as well as day-to-day operating
decisions by the managers depends upon timely availability of accurate and pertinent
information. To be effective, communication must take place at the propc tine
speedily and accurately. In this unit you will learn the importance of communication
system and its types and forms, You will also be acquain‘ed with characteristics of a
good internal communication system and the means by which it 's eff=cted.

8.2 IMPORTANCE OF OFFICE CJIMMUNICATION

Communicaticn is a vital tool of management. Favourable dealings with nutside ACCOM-01/113
business contacts and effective reiationships within an orpanisation depend upon

communication. One of the major functions of the office is to provide efficient and 53



Mecords Maintenance and
Mail Services

ACCOM-01/114
54

effective communication service tc the organisation. Effective communication helps
in maintaining effective leadership. good human relations, high morale and
motivation in the organisation. Followings are the importance of the office
communication.

1) Supply of information to managcrs : The soundness of management decisions
with regard to planning, guiding and conirolling business operations is Inrgely
dependent upon timely availability of aecurate and complete information. It is
the function of office communication service to supply such information to the
management.

2) Communication of management decisions : Policy decisions and directicns of
the top management have to be communicated to different levels of stalf for
implementation. An effective office communication service is essential for such
communication.

3) Effective relationships : The day to day funciioning of the organisation at all
levels requires maintenance of effective relationships among different levels of

staff and executives. This is possible only when there is smooth flow of
communication between them.

4) Proper coordination : Achievement of planned objective of the business
depends on proper coordination of the activities of different departments and
staff of different levels. Office communication service makes it possible by
maintaining the required commnunication link between them.

5) Maintenance of outside contact : Maintenance of favourable relationships with
cutside contacts is vital for the success of any business concern. An clfective
office communication service greatly helps in maintaining this contact and
enhancing the image of the organisation.

8.3 ELEMENTS AND PROCESS OF
COMMUNICATION

Communication cannot occur unless the information, idea or opinion to be
communicated is composed and transmitted and finally understood by the receiver.
The purpose behind every communication is to evoke some action. The
communication process starts with the conception or clarification of the information
or idea to be passed on by the sender and erds with the action taken by the receiver.

The communication process consists of the following sequence of steps :
i) Ideation: Conception of the idea or message to be passed on.

ii) Composition: Framing of the message in appropriate language or symbol and in
proper form which can be readily understood. This is known as encoding.

iii) Transmission: The selection of appropriate channel, means and method for
conveying the message to its destination.

iv) Receiving: The recciving of the message by the intended recipient.

v) Understanding: Interpreting the language or symbol of the message-and
understanding its intended mearing. This is known as decoding,.

vi) Action: The use of the transmitted message for specific action or for storing it
for future action,

The first three steps are the responsibility of the ‘sender’ of the communication. The
last three steps are the responsibility of the ‘receiver’. Hlowever, the communication
process is not a one-way traffic. A reverse flow of communication (respense) may
start from the end of the receiver and reach the sender of the original message. This
is called the ‘feed-back’ process.

The different elements of the process of communication are :

i) the sources and destination of the communication
ii) the contents of the communication



iii) the language or symbol used in communication
iv) the channels of communication
v) the means and method of transmission of communication

Communication has two ends—sending and receiving. The communication originates
with the ‘sender’ of the message and the destination of the communication is the
‘receiver’. The communication is useless unless it is directed to the person who may
understand it and take action on it. The content of ‘he communication has an
important bearing on the understanding and action « f the recipient. Unless the
messape is incaningful, accurate and complete, the receiver may not realise its
significance and thus unabie to take appropriate acti »n on it. An impertant element
of communication is the language or ‘symbol’ used in the message. Usually the
symbols used must be inteligible to both the sender and receiver.

The selection of the proper channel of communication, that is the route or path to be
followed is important. Communication flows along the intended or planned channels.
The flow of communication may be unidirectional or multi-directional, vertical or
horizontal, downward ar upward.

Communicatjon loses much of its effectiveness unless it is transmitted speedily and
accurately. Much will depend on the form, means and method of transmission

adopted — oral,or written, manual or mechanical. The office communication may be
classified as : Internal and External.

Internal communication refers to exchange of information between individuzls and
departments within the organisation. Communication between the head office and
branch offices situated elsewhere are also termed as internal communication.

External communication reters to exchange of information between the organisation
or office and its external contacts. The external contacts may be cudiomers, suppliers,
investors, creditors, other companies, Government or financial agencies, irade unions,
trade associations, professional and service institutions etc.

Check Your Progress A

1) What is the difference between internal and external communication?

G r e E e e R R A e e b e R e R A bR B R R R R R e

2) ~ List the sequence of steps involved in the communication process.
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3) Fill in the blanks with appropriate words.
i) Communication is effective only when it is ........ and .........

iiy The ............ of communication must be intelligible to both the sender and

iii) Soundness of management decision depends on .,........ and ............
information.

iv) Communication has two ends ........... and ...

v) Communication is intended to evoke ............ on the message.

8.4 TYPES OF INTERNAL COMMUNICATION

intemal communication, also known as ‘Inter-communication’, takes place between
departments and individuals within the same organisation. It may be

. Internal Communication
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(i) Intra-departmental, i.e. between the executive and staff of the same department; or
(ii) Inter-departmental, i.e. between staff of cne department and those of other
departments, All office work, whether performed centrally or in a decentralised
mahner, are inter-related and inter-dependent. Effective coordination and efficient
performance of the work are not possible unless there is continuous flow of
communication between departments and between individual staff in each

department. Internal communication system ensures a continuous and speedy flow of
intra-departmental and inter-departmental communication.

Internal communication may be classified into different types according to :

(i) organisational relationships, (ii) the direction of flow, (iii) form or medium of
communication, and (iv} means and methods adopted for transmission, Let us now
discuss some important types of internal communization.

B8.4.1 Formal and Informal Communication

On the basis of relationships in the organisational structure, inter-communication
may be Formal or Infermal.

Formal Communication : Formal relationships are laid down in the organisational
structure through the definition and description of the functions of various positions
and the inter-relationships of the positions. Forma! communication follows the
channels of formal relationships in the organisation such as between superiors and
subordinates. It can be planned to meet the specific needs of the structure and
relationships of the organisation. Formal communication. moves in a vertical flow,
downward or upward, along the channels of authority and responsibility in the
organisational structwe. Communication flows downward from highest levz! of
authority to lower levels, from superiors to subordinates. The vpward flow of
communication, such & feedback information, moves from the lowest level of
subordinates to higher levels of superiors.

Informal Communication : In every organisation, behind the cover of formal
relationships, many informal relationships develop among people with the passage of
time. Managers and supervisors as well as other employees coming in daily contact
with each other in course of their work, or otherwise develop informal relationships
which cut across the lines of formal relationships. In many organisations,
management tries to utilise these informal relationships to strengthen formal
relationships. Informal communication, often celled the grapevine, arises out of the
infortnal relationships. Such communication takes place between persons or groups at
the same or different levels of hierarchy. Information passes informally between such

persons or groups as they discuss their respective problems when they meet in course
of their work or during informal meetings.

Apart from serving social needs of the persons invelved, informal communication
may be helpful also in achieving organisational goals, Managers or supervisors can
utilise the grap=vine as a positive aid in solving particular problems. However,
grapevine cannot always be relied upon to pass genuine information, as such
information may be influenced by gossip, rumour or negative view points of
interested persons. Although not officially recognised by management, it still plays a
vital role.in many organisations.

8.4.2 Vertical,and Horizontal Communication

Internal communication may be unidirectional or multi-directional. Communication
may flow in different directions according to the structure and needs of the
orgenisation. You have already learnt that the formal communication usnally follows
the channels of formal relationships of authority and responsibility. On the basis of ils
direction of flow, formal communication may be classified ax Vertical and
Horizontal. Again vertical communication may be of two types : Downward and
Upward communication. Let us discuss them in detail.

Downward Communication : The lines of authority in any organisation flow down
vertically from higher to lower levels. Following the lines of authority, flow of
communication moves downward from superiors to suberdinates at differcnt levels of
organisation. Downward communication heips to pass on the decisions and directions
of higher authority of superiors to subordinates at lower levels for implemention.



Upweard Communication : Responsibility or accountability in an.organisatica flows
vertically upward from subordinates to superiors. As subordinates are accountable
for their actions, they have to repert to their immediate superiors on their
performance through reports, suggestions, complairts etc. Communication of such
information moves upward from the lowest level of subordinates to superiors at
higher levels. This is also known as ‘feedback’ information. Feedback information is
vital for success of the control function of management.

Horizontal Commuaication : This type of communication flows laterally along
horizontal lines or channels, between managers and executives on the same level of
the organisation. It helps the managers to coordinate their activities and handle
matters without referring all matters to the superiors. This speeds up action and at
the same time relieves the superiors of unnecessary workload.

8.5 FORMS OF INTERNAL COMMUNICATION

The two principal forms of internal communication are ; Oral and Written
communication. Both these forms have advantages and drawbacks, but both are used
in every organisation to suit particulat needs of communication. Another form of
internal communication is nonverbal communication, i.e. communication by gestures
or signs. Sometimes ‘silent’ language is more eloguent than words and also more
economical. However, it has limited range of usefulness and cannot serve the needs

of complex situations faced in the modern business world. Let us now discuss them in
detail.

8.5.1 Oral Communication

‘Oral or verbal communication is the simplest and most commonly used form of
communication. It takes place between persons through the use of spoken words.
Oral communication may occur through face-to-face conversation or through some
mechanical device like telephone. Following are the advantages of oral
communication.

1) Oral communication is direct and involves personalised interaction which is very
effective in getting across messages forcefully.

2) It provides an opportunity for the receiver to respond immediately to the
communication.

3) It ensures spéedy action by staff and executives.

4) It helps to maintain the secrecy of the communication.

Following are the disadvantapes of the oral communication,

1} Oral communication is not suitable for conveying messages requiring lengthy
explanation.

2y It requires the simultaneous physical presence of both the parties to the
communication, which is not always feasible,

3) It sometimes leads to idle or unnecessary talk resolting in wastage of time.

#4) It does not provide a written recor@ of the communication, except where special
arrangement is.made fo record the deliberations.

8.5.2 Written Communication

Communication through written media is the most important form of internal
communication. Internal communication through written media involves distribution,
and delivery of papers and documents within a department and between different
departments, The communication may take the. form of letters, reports and

memorandum, formal documents like orders invoices, etc. or instruction notes,
notices and circulars.

In the normal course of office work, executives and staff of each department have o
deal with matters which require frequent exchange of information among themselves
as purt of the procedure. Similarly, exchange of written messages and documents take
place between different departments regarding intér-connected matters of common
concern. AlPthese result in a large volume of departmental communication.

Internal Communication
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Vritten communication may be distributed or delivered internally through some
human agency or with the help of mechanical devices.

The two district methods used are :

a) Actual delivery of the papers (i) through msssenger service, or (ii) with the help
of some mechanical device.

b) Transmission of the message with the help of some mechanical device without
actual delivery of papers,

Advantages: The advantages of written communication are as follows :

1) Written communication conveys the message in more exact terms than oral
communication.

2) It allows forethought in the composition of message. This ensures precision and
accuracy of the message.

3) The length and form of the message can be easily adapted to the subject matter
and requirements of the situation,

4) It provides a written record of the communication which can be preserved as
evidence and for future reference.

Disadvantages : Following are the disadvantages of written communication.

1) Written communication takes time to produce and deliver, thereby delaying
action.

2) It does not allow the sender an opportunity to get an immediate response to the
communication.

3) Secrecy of the inessage cannot be maintained easily.

4) Being formal, it lacks the personal approach in communication,

8.5.3 Choice of Form

The choice of form of internal communication to be used depends on various factors,
Management has to decide which form and method of communication — otal or
written, manual or mechanical will be proper for meeting particular types of
organisational needs. Management must assess and determine which of the message
should be transmitted through written raedia and which must be transmitted orally,

where to take the help of mechaniczl devices and which form will be more economic
in the long run.

In selecting the form of communication to be used for a particular purpose, the
following factors should be considered :

1) Speed : Whether speed of delivery is the most important consideration. 1 so,
whether the additional cost is warranted by the need for greater speed,

2) Cost : Whether cost is more important than speed of delivery of the
communication.

4) Record : Whether it is important to maintain written record of the
communication as evidence and for future reference.

5} Accuoracy : Whether it is important to avoid possibility of error and
misunderstanding in communication,

6) Equipment : Whether use of costly equipment is ncecessary and, if so whether it
will be cconomical in-the long run.

Chetk Your Progress B

13 What is inter-communication?



2)  Which of the following statements are True and which are False?
i) Upward communication moves from supervisors to subordinates
ii) Feedback communication of follows the channels of responsibility.
iii} External communication follows the lines of authority.
iv) Horizontal communication takes plac3e between managers at the same level
of hierarchy.
v} Oral communication ensures speedy action in the office.

8.6 MEANS OF COMMUNICATION

A while variety of means and devices are available for oral and written
communication. This has become possible because of the remarkable advance in
recent years in the fields of communication technology and equipment. The selection
of means to be adopted and equipments to be used for internal communication
depends on various factors. These include frequency of the communication, urgency
of the situation, speed and accuracy to be ensured, need for secrecy and cost
involved. However, the aim should always be to adopt the means which will ensure
transmission of messages quickly, accurately and economicaly. Let us now discuss
different means of communication.

8.6.1 Means of Oral Commumcation

Oral communication on takes place between the persons through the use of spoken
words. Following are the important means of oral communication.

Fact -to-face Communication : Face-to-face communication is the easiest and most
natural means of oral communication. In the normal course of daily work, oral
communication takes place frequently between executives and staff in the course of
giving and taking of instructions, consultations, etc. In addition, periodical meetings
of managers and executives are also held to discuss organizational plans and
problems.

Dhirect oral communication is very effective in conveying the urgency or importance
of a message more forcefully than written communication. Ideas can be expressed by
words as well as gestures and expressions, which is not possible in written
communication. Moreover, it enables the recipient to respond instantly and to
express his viewpoint also. The main difficulty is that it needs physical presence and
movement of staff to take part in the communicatign which leads to disruption of
work and wastage of time. It does not provide any record of the communication.
Moreover, it is not suitable where the message has to be conveyed to different
pwrsons at the same time. Telephone is one of themost important means of oral
communication.

Telephones: The telephones is thhe most widely used mechanical device for oral
communication both internal and external. Many modern improvementw in

telephone service and instrument hve made this the most useful and effective means
of oral communication. The telephone service in most countries is run by government
or semi-government agencies, In our country it is a nationalised service under the
control of the Telecommunications Department. Let us now discuss different types of
telephone facilities available for internal communication.

Direct Exchange Lines : All telephone subscribers are connected with the nearest
Central or Zontal Telephone Exchange by direct lines. Each central exchange has a
code number and each subscriber 15 also allotted a number. A subscniber can get
direct connection with any other subscriber through the central exchange by dialling
the required number. A large organisation can subscribe to several direct exchange
lines.

Internal External Extension Lines : In a large organisation it is not possible to
provide direct exchange lines for all the departments or executives, nor is it
economical. In such a case, one or more diret lines can be connected with the
departments and executives by means of Internal Extension lines. The direct line
instruments as well as the extension line instruments can be used or both internal

Internei Commuonication
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and external communication. External Extension lines, connecting the head office
with branch offices up to a limited distance, are also provided by the
Telecommunication department on payment of additional charge.

Private Branch Exchange (PBX) : Where the number of internal external lines is
large, a private Branch Exchange or PBX system is instelled to facilitate operation
and control. Permission to instal such a system has to be cbtained from the
Telephone authorities on payment of a special charge. Under this system, the direct
exchange lines and all the internal/ extension lines arc connected to a private
exchang~ switchboard. Any department or executive on an extension line cin ger
connected with 2 direct line or any other internal extension line through the PBX
switchboard without going through the central exchange. The PBX switchboard is
operated manually by an operatcr emplayed by the office.

Private Automatic Branch Exchange (PABX) : This is an improvement over the
PBX system and is fast replacing the manually onerated PBX in large
organisations. A true PABX system is fully automatic and is used only for
intercommunication purposcs. However, in most offices the PABX system combines
autcraatic and manual operation and is used both for internal and external
communication.

Under this system, the direct exchange lines and all internal extension lines are
connected with the PABX switchboard. All interoffice calls arid outgoing external
calls are operated automatically through the PABX switZhboard without the help of
any operator. Only incoming external calls are handled.by a madual operator. The
user of any extension line can get any other internal extension line by dialling the
particular code number. To get a2 outside connection through the direct line, he has
to dial a special code number whi h gives direct access to the central exchange.

Private Wires/Exchange : Privale wires are telephone lines riot connected with any

central exchange. The wires connect the instrumeénts of internal teléphone users and
is meant only for internal communication. Private Exchange (PX) system is ideal for
large organisations with extensive internal communication.

Other special devices : Special types of telephorie instruments and ancillary
quipm&uuhwchmdﬂdmdmdiheymumdmmﬁvdyinmmydwﬂoped
countries. Some such devices are : Cordless telephone, Key-master system,
Computer programmed telephone system, Telephone Answering and
Answer-recording machines, Ampliphone or Loud-speaker system, Automatic
Dialling devices, etc.

Intercommunication Systems

Intercommunication system, also known as ‘Intercom’ system, is a completely private
system not connected with any public telephone exchange. It can be installed
privately by any organisation, big or small. All departments of an organisation and
selected

officials can be connected by Intercom system. It is used only for internal
communication.

In this system, all instruments are interconnected by multicore cable. Each instrument
is provided with mouthpiece receivers and microphones and push-buttons for calling
any other instrurnent on the system. Any call can be made by pressing a push-button
which is announced at the recsiving station by lights and buzzers. 5 to 40 extension
lines can be connected by Intercom system. Some systems provide conference
facilities. By pressing a number of push-buttons at a time, simultaneous canection

can be established with several executives for intercommunication as in a conference.
A computerised version, known as ‘Intellicom’, can be expanded to connect up to
100 stations and can be programmed to perform different functions automatically,
like holding and transferring of calls.

Executive System : It is.an improvement of the Intercom system and is also known as
House Telephone. It facilitates internal communication between executives and their
subordinates. In this system, a number of extension lines radiate from a central
instrument. An executive can have direct and simultaneous connection with several



extension lines énd speak with other executives cr with his subordinates as in a Internal Communication
conference. The connection can be made by pressing the required buttons without

going through a switchboard. Some executive systems are fitted with microphone and

speaker device which allow the executive to speak or listen without having to lift a

‘receiver’.

Paging Systems : In large organisations, it is often necessary to call or find an
executive or a member of the staff quickly. Paging or Staff-location system is vsed for
this purpose. The age-old system of paging through messenger boys or use of bells,
buzzers and other signals to call a messenger or staff are still used by some
crganisations, These days it is inadequate and costly in terms of Hime and labour,
Their place is being taken by Electric or Wireless Paging systems.

Electric, Paging System : This is useful in large organisations for locating executives
who move about the office in course of their work. The system operates through the
telephone switchboard. Each important executive is allotted a particular number.
When a particular executive is urgently wanted for some message, the operator of the
switchboard makes the necessary signal on the telephone which sounds throughout
the office. On hearing the signal, the execrtive picks up the nearest phone and
contacts the operator for the message: In another system, loudspeakers are used to
call the attention of the executive.

Wireless Paging System : In this system, each executive or important staff is allotted
a portable transistor receiver which can be carried in the pocket. When a particular
executive or staff is wanted, a central closed-circuit transmitting station sends a
wireless signal on a particular frequency. Each receiver only picks up its own’
particular frequency and makes a bleeping scund. On hearing the bleep the person
concerned picks up the nearest phone and contacts the telephone operator to enquire
where and why he is wanted.

8.6.2 Means of Written Communication

Internal written communication may be trensmitted throngh messengers or
mechanical devices. Actual delivery of papers to departments or desks can be
effected by organising a messenger service. Messages can be transmitted with ot
without actual delivery of papers with the help of mechanical devices like conveyors,
chutes, lifts or pneumatic tubes or with the help of electric/electronic devices like

teleprinter, telewriter, facsimile transmitters, television, etc. Some of these are bricfly
discussed below,

Messenger Service : The old system of employing a number of messenger boys to
carry and deliver written messages-and papers from desk to desk or from one
department to another is still used by some organisations. But this system is
necessarily expensive in terms of time, labour and cost. In large modern organisations

this system has been replaced by a superior system known as Internal Mail Service or
Interoffice Mail Service.

Internal Mail Service : This system operates on the same principles as postal mail
service. A regular igternal mail service is set up to collect and deliver internal mail
from and to different d=partments or desks at regular intervals. Messengers visit all
departments or desks or both at periodic intervals to deliver messages or papers
meant for therh and pick up messages and papers for delivery to others, Each
departmentor desk keeps its outward miail ready t6 be picked by the messengers on
their periodic rounds. This §ystém saves much labour and time as it eliminates the
necessity of émploying separate'messenger boys in éach department for moving
papers. The internal mail service should be well-planned and organised if it is to be
clfective and economical. The time-schedule for delivery and collection of papers
should be fixed according to need. At least two to three deliveries should be made
every hour. Delivery and collection of papers should be from desk to desk and not
department wise. This will save duplication of work. Mcssengers should be instructed
to follow & definite planned routg according to the time schedule for delivery of
papers. Special messengers may be used to make unschedule trips to deliver urgent
papers or messages. AOCOM-01/121
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8.6.3 Mechanical Devices for Delivery of Papers

Mechanical devices for delivery of papers internally include Conveyor systems,
Chutes, Lifts, and Pneumatic Tubes. All these are costly to install and operate, These
are suitable only for offices with a large velume of internal communication.

Conveyor systems : Conveyors of varicus types are used for carrying papers and
documents from one desk to another. They work on the same principles as conveyor
belts in factories. Motor driven canvas-or belt, rollers, chains or wire are used to carry

the papers horizontally or vertically. The belt or canvas may have single or multiple

channel for carrying one set or several sets of papers at a time. Guides, clips or
sandwich devices are used to hold the papers in position and guide the papers around
corners or over aisles and railings. Where Roller or Wire Conveyors are used, papers
are placed in containers which are fixed on the rollers or chains or wires. Horizontal
and Wire Conveyors are used for moving papers on the same floor or level, while the

Vertical Conveyor is used for moving papers from a lower to a higher floor and vice
versa,

Chutes : These are metal or wood pipes or channels of wide diameter which run in a
downward slope from an upper to a lower floor or level. Papers are placed in a

contziner and dropped down the chute. This device is used when papers have to be
transmitted in bulk from a higher level to a lower level.

Lifts : Where papers or fa=ssages have to be moved continuously between two or
more floors a small lift cat be used conveniently. The lift may be operated manually
or it may be electrically or hydraulicaliy operated. Papers are placed in a tray and put
on the lift for upward or ¢ownward transmission.

Pneumatic Tube : This device is suitable where papers and documents have to be
transmitted continuously and delivered at different points or work stations. A hollow
metal tube runs continuously connecting different departments on the same floor or
on different floors. Papers to-be transmitted are placed in plastic cylinders and
inserted in the tube at selected pu{nts The cylinders are carried along the tube by air
pressure and delivered at the receiving end.

8.6.4 Transmission of Messages Without Actual Delivery of Papers

A large part. of the internal written communication in any office consist of messages
which do not need the actual delivery of papers or documents. It is enough if the
message contained in the paper i$ transmitted to its proper destination speedily and
accurately. In such cases wire transmitters of various types are used. They facilitate
accurate and high-speed transmission of written messages. Devices have also been
developed for transmitting exact facsimile of typed or handwritten messages at high
speed.

Although the wire transmitters are usually meant for use in external communication,
in recent years they are finding wide use in internal communication also, These may
be used conveniently for the transmission of messages to hranch offices situated at a
distance. However, wire transmitters are costly to install and maintain and can be
used economicaily anly in large organisations where the volume-of internal
communication is large.

Some of the cornmonly used varieties of wire transmitters are the Teleprinter
(Teletypewriter), Telewriter (Teleavtograph), Telefax and closed-circuit television.
The function and working of somc of these devices are briefly discussed here.

Teleprinter : It is also known as Tele-1vpewriter. It consestsof a machine with
standard typewriter key-board. Each machine can send as well as receive messages.
Any message typed on the sending machine gets simultaneously and automatically
typed on the receiving machine. Automatic teleprinters provide for automatic typing
of messages from a punched tape. Teleprinter scrvice operated by the
Telecommunication Department is known as Telex. A telex subscriber can send
messages to any other telex subscriber through the central Telex Exchange.
Telewriter also known as Teleautograph, is a wire transmitter used for transmission
of hand-written messages. The papet with the hand-written message is wrapped



around a metal drum on the machine. When the machine is switched on, the message Iniernal Communiesiion
is exactly reproduced on paper on the receiving machine.

Telefax : This is a transmitter which transmits the facsimile of written documents. An
exact duplicate of anything written, typed or drawn on paper is automatically
reproduced on the receiving machine at high speed. In one type of facsimile machine
known as Desk-Fax or Fax, a scanner passes over the surface of the paper and
converts the light and dark areas into impulses, At the receiving machine these
impulses activate a marking device which ‘burns’ the exact image on a specially
prepared paper. :

Television : Closed circuit television can also be used for internal communication, A
written document placed before a TV cumera can transmit an exact image of the
document which can be viewed on the screen of the receiving set. Simultaneous
transmission of the same image to several master viewers is also possible. It facilitates
transmission of statistical or accounting data, documents and deeds, pages of bound
books and registers, specimen signatures etc. from one department or branch to

another. It improves customer service, reduces errors in transmission and saves time
and labour,

8.7 CHARACTERISTICS OF A GOOD INTERNAL
COMMUNICATION SYSTEM

Selting up of a good internal communication system is a major task of the office
manager. A good communication system is one which helps to meet the
communication needs of the organisation fully and effectively with maximum speed,

accuracy and economy. Following are the characteristic of a good communicetion
system,

1} Simplicity : The system should be simple-to install and manage. The staff should
be able to understand and operate the system without difficulty.

2) Suitability : The system should be suitable for the organisation for which it is
meant. It should be capable of meeting the communication needs of the
organisation adequately, effectively and economically.

3) Speed : The system must ensure speedy transmission of both oral and written
cominunication. However, speed should not be achieved at the cost of ACCUrAcy.

4) Accuracy : The system should be able to ensure accuracy in transmission of both
oral and written communication of all types. The very purpose of communication
will be frustrated if inaccuracies develop due to any fault'in the system,

5) Safety : The system should ensure that messages transmitted are not lost or
miscarried in course of transit.

6) Secrecy : Not all communications are secret or confidential. But the system

should have inbuilt mechanism for ensuring secrecy of confidential
communication.

7) Flexibility : The system should be well-defined but not too rigid. It should be
capable of being adapted to changes in the structure of the organisation.

8) Econmomy : The cost of organising and managing the system must not be too
high.

Check Your Progress C
Iy What is Telefax ?

.................................................................................

ACCOM-01M123

(%]



ACCOM-01/124

64

-,

2y What is the differences between PABX and PBX?

2) State whether the following statements are True or False?
1) Paging system is a substitute for inter communication system.
ii) PABX is used only for internal communication.
1ii) Conveyon system is used for carrying papers horizontally and vertically.
iv) Face to face communication is nore effective than telephonic
communication.

v) Telewrite is used for transmitting typed messages,

8.8 LET US SUM UP

Communication is the process by which information-or ideas are exchanged between
individuals through a mutually understood language or symbol. Operating units and
individuals;in an organisation depend on timely supply of information for taking
operating decisions. Also policy decisions of management are dependent on timely
supply of pertinent information. To be effective, communication must occur timely,
speedily and sccurately.

Communication cannot occur unless the information, idea or opinion to be
communicated is composed and trarismitted and finally understood by the recipient,
The process of communication consists of the following sequence of steps: ideatfon,
composition, transmission, receiving, understanding and action. The different
elements involved in communication are : the source of the communication or the
sender, the destination or the receiver, the content of the communication, the
language used in communication, the channels of communication and the means and
methods adopted for transmission. Communication may be Internal, i.e, betwee.
individuals and departments of the same organisation, and External, i.e. between the
ofganisation and its external contacts,

Internal communication may be classified into (i) Formal and Informal (ii) Vertical
and Horizontal (jii) Downward and Upward. The two principal forms of
communication are Oral and Written. Oral communication takes place between
individuals through face to face conversation or through mechanical devices like
telephone, intercom, executive systems, paging systems etc. Wiitten communication
involves distribution and delivery of intra departmental and interdepartmental papers
and messages. It can be effected through human agency or mechanically, by actual
delivery of papers or transmission of messages without actual delivery of papers.

The choice of form of communication depends on consideration of factors like speed
and cost of communication, need for record, accuracy and thie necessity of using
costly equipment. The means adopted for oral communication are : Face to face
communication, Telephones, Intercom, Executive systems, Paging systems, Diczating
machinss, television etc. whereas the means adopted for written communication are :
internal mail service conveyor systems, chutes, lifts and pneumatic tubes.
Transmission of written messages without actual delivery of papers can be effected
with the help of various types of wire transmitters like Teleprinter, Telewriter,
Facsimile systems (Telefax) and closed circuit Television. Setting up of a good
internal communication system is a major task of the office manager. The
characteristic features-of a good internal communication system are Simplicity,
Suitability. Speed, Accuracy, Safety Secrecy, Flexibility and Economy.

8.9 KEY WORDS

Conveyor systems: Mechanical devices used for conveying written communication to
different departments or desks within 1he office.



External Communication: Exchange of infc mation and messages etween the Internal Communication
organisation and its outside contacts.

Formal Communication: Internal communicarc'on which follows (. ¢ channels of
formal relationships in the organisation structu.z.

Horizontal Communication: Communication L xtween managers and executives on
the same level of hierarchy in the grganisation.

Informal Communication: Internal communic.tion which takes place between
individuals and groups on the'basis of informal relationships

Internal Communication: Exchange of informa ion and messages between
individuals and departments within the organisation,

iuternal Mail Service: A service set up within the organisation for collection and
delivery of internal mail through messengers.

Cral Communication: Communication between individuals through the use of
spokenwords.

P'aging System: System used in offices for locating or finding a members of the staff
quickly.

Verlical Communication: Downward or upward communication between different
levels of executives and staff within the organisation,

Wire Transmitters: Telegraphic machines used for speedy transmission of written
messages without actual delivery of the papers.

Written Communication: Communication between individuals and departments
through written media.

.10 ANSWERS TO CHECK YOUR PROGRESS

A) 3 i)timely, accurate ii) language iii) accurate, complete iv) sending,
receiving  v) actiom

B) 2 i)False ii)True iii)False iv)True v)True
C) 3 i)False ii)False iii)True iv)True v)False

8.11 TERMINAL QUESTIONS

1) What do you understand by ‘communication’ ? How does it help in performance
of the management functions ?

2) Mention the sequence of steps envisaged in the process of comm +'cation. What
are the elements involved in the process ?

3) Explain the significance of internal office communication. Mention the types of
inter-communication found in a modern office.

4) “Informal communication may be helpful in achieving organisational goals,”
Explain.

5) Explain the advantages of oral communication over written communication.
Mention at least four mechanical devices used for oral communication.

6) “The means adopted for transmission of written communication are of two

types.” What are these? What methods and mechanical devices are used for this
purpose 7

) What are the characteristics of a good internal communication system?
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i) PABX i) Wireless paging
iii) Facsimile transmission

Mote: These questions and exercises will help you to understand the unit
better. Try to write answers for them, But do not send your answers to

the University. These are for your practice only.
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UNIT 9 EXTERNAL COWUNICA'HON

Structure
9.0  Objectives
9.1 Introduction

9.2  Need for External Communication
9.3 Types of External Communication
9.3,1 Oral Communication
9.3.2 Written Communjcation
9.4  Forms of Written Communication

9.5  Production of Correspondence
g ;..i Dn.ﬂ:ln; of Donupondum
953 lerlhﬁd vs Dmmmliwd Curreupondmu
9.6 Methods of External Communication
9.6.1 Methods of Oral External Communication
9.6.2 Methods of Written External Communication
9.7 ° LetUsSum Up
0.8 Key Words
9.9  Answers to Check Your Progress
7.10 Terminal Questions

9.0 OBJECTIVES

Adfter studying this unit, you should be able to :

» explain the need for external communication

« distinguish between, different types of external communication
 identify the forms of external communication

» outline the stages in production of mﬂmdmm

s familiarise yourself with the methods of externgl communication.

9.1 INTRODUCTION

In the previous unit you have become familiar with various aspects of internal
communication, External communication is the process of exchange of message and
information with persons outside the organisation. [t enables the management of a
business to keep in touch with external persons and organisations, which is essential
for suceessful conduet of business. In this you will leapt the need, types and forms of
external communication. You will also be acquainted with stages in produetion of
correspondence and the methods of external communication.

9.2 NEED FOR EXTERNAL COMMUNICATION

Communication is a vital tool of management. It helps in maintaining favourable
relationships with outside contacts. The need for external communication arises from
the necessity of keeping in regular touch with outsiders in order to carry on its
business activities successfully. It has to enter into numerous transactions with outside
persons and organisations in connection with sales, purchase, finance, marketing,
collection of bills, ete. It must also be in touch with vanous external sources to secure
information about market conditions, prospects of raising finance, changes in laws
and rules affecting business operations and otper related matters. Abowve all, it has to
project a good image among the customers, investors and the public in general
through publicity in order to promote business and goodwill. All these necessitate a
continuous flow of external commumication.
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Efftcti‘v: éxternal cumm:n]:annn Tlulicir

i) l-u'md m amo.g its investors, customers, suppliers and the general

pubuc. Neatly produoed and promptly delivered communication invariably
creates a favourable impression and enhances goodwi’.

i) Improved public relations by keeping the public, including its investors, well
informed about its activities, This helps in securing their understanding about the
enterprise and its activities.

iii) Improved business by creating t’avourablt relationships with customers, suppliers
and the public in general.

9.3 TYPES OF EXTERNAL COMMUNICATION

External comm.nication may be of two types : Oral and Written. You have already
learnt in the previous unit the advantages and disadvantages of cral and written
internal communisation. Oval and written external communication have elso similar
advantages and disadvantages. However, all business concerns use both the types of
communication in varying degrees depending on the nature of business and needs of
particular circumstances,

9.3.1 - Oral Comsaunication

Oral external communication may be conducted in two ways : (a) Persnnal visits for

face-to-face communication, and (b) tzlephm.ic communication, These are briefly
discussed lizre,

a) Face-to-face communication: Personal visits for face-to-face conversation is an
-effective means of external communicetion. The greatest advantage of
face-to-face communication is its effectiveness in getting quick results. The
personal apwroach I:u:lpu both sides to come to & speedy decision on any matter,
It also helps in removing misunderstandings and resolving disputes. A business
deal which may take weeks to finalise through written communication may be
concluded through-a single personal visit. However, it is costly and time
mnmmmg.hlmwer.ltdnﬂnmmﬁdeamtcnmmrdmch may be
necessary as wﬁdmu,

b) Tllqleﬂeo_liﬂﬁul The telephone is the workhorse of the modem
- communication system. It is widely used for oral communication, both internal
and external. The telephone can be used for oral communication with any
outside person provided he is connected by tejephone.' Recent improvements in
the telephone sexvices and introduction of highly sophisticated télephone
m:hmmuhnwhthnmhanwdmmfulm

The test advantage of telephope as a means of oral commuuication is its
spoja:ﬂ effectiveness, Ji saves overseas time as personal visits for oral
communiction are not necessa. . However, it has also some drawbacks.
Telephone calls to distant places or to overseas contacts are very expensive.
Moreover, it does not provide any written recorii of the communication.

9.3.2 Written Communication

Externdl communication through written media is the most effective means of -
maintaining favourable relationships with external busincss contacts. It constitutes the
principal means of communication in any business office. Most of the business
transsctions of an enterprise are initiated, conducted and concluded through some
form of written communication. Even transactions initiated or concluded orally have
to be confirmed by written record of some type.

External written communication may take the form of letters, eirculars, notices,
memoranda or reports. It may also be in the fornof formalised documents like
orders, invoices, bills etc. The generic term correspondence is used to caver wriiten
communication of all types including letters.



The main advantage of written communication is that it provides a written record of
the communication which can be preserved as evidence and for future reference, In
order to ensure accuracy of the information transmitted, the message should be
pre-planned. However, written communication also suffers from some drawbacks. It
takes time to produce and deliver, which involves delay in getting results. It lacks the
personal touch of face-to-face or telephonic communication, which is essential for
getting quick results and solving complicated matters. Above all, the cost of
prodiiction and delivery of written communication is comparatively higher.

Check Your Progress A
1) Distinguish betwesn Oral and Written commuaication ?

S o L M BB 5 8 B B BB BB R R AR &

2) Which of the following statements are True and which are False.
i} External communication helps in projecting a gc >d image of the enterprise,
ii) Face-to-face communication provides a written record of the conversation.
iif) The greatest advantage of telephonic comniunication is that it is inexpensive.
iv) Written communication is most effective in maintaining external
relationships.
v) Written communication may be in the form of orders and bills.

9.4 FORMS OF WRITTEN COMMUNICATION

Written communication may be in various forms. The most common and widely used
form is the individually written letter. Other forms of written communication are
notices, circulars, reports, memoranda etc. It can also take the form of stereotyped
‘farm’ letters and other formalised documents like orders, invoices, bills ate. Broadly
speaking the term ‘correspondence’ includes all forms of written communization
including letters. But in a harrow sense, it commonly refers to individually written
letters only.

The various forms of written communication have evolved in course of time to fulfil
different needs and purposes. Individually written letters are needed to convey in
precise and complete detail information or message relating to business matters. On
the ofner hand, the purpose of a notice is to not'fy some information of general
interest to customers, suppliers, investors etc. .\ circular letter serves the purpoge of
conveying some information or message of special interest 1o a large number of
persons, viz., custothers, inves*ors and the pablic in general. A report is prepared to
present some facts relating to a specific subject or problem, “vith or without the
conclusion and recommendation of the writer.

Written communication through forphlised documents like ‘form letter, order,
invoice rtc, are used when the purpose is to*merely convey some routine message
or information in a brief and precise manner. These are written according to some
well-established form and arrangement commonly accepted in the business world,
Let us now discuss the nature, form and contents of some important types of writte
communication.

MNotices : A ‘notice’ is a written communication used for conveying some
information of general interest to a particular class of external individuals, viz.
customers, investors etc. or-the general public. Its purpose is to make the pefsons
particular class aware of some important information, briefly and clearly. A notice
usually written in the form of an impersonal communication containing the message
or information. in clear, definite and unambiguous terms. There is rio scope for
personal solicitation or appeal in a formal notice, It is issued in general terms without
addressing any individual by name,
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The contents of a notice may vary according to the nature of the information or
message 10 be conveyed. The different circumstances which necessitates the writing
of a notice are : information to customers or suppliers about change in business
arrangement or policy, convening mesting of shareholders, making calls on shares,
declaration of dividend etc.

Circulars : A circular is a written communicatior. conveying some message to a
large mamber of persons, like customers, suppliere, investors or the general public ,
Its purpose is to circulate the same message to a large number of persons. The object
of writing & business circular is not merely to convey some message or information,
but also to arouse the interest of the recipient and invoke action or to promote
business and goodwill. Consequently, it contains a personal appeal or solicitation and
is somewhat more lengthy than a notice or an ordinary letter. Circulars are usually
duplicated in large numbers to reduce the cost of productiorn. But to impart a
personal touch, the typewritten name and address of each recipient is inserted by

typewritten and the facsimile signature of the writer July stamped or printed on each
circular letter.

The contents of a circular letter vary according to the nature of the message and the
purpose for which it iz written. The message or information intended to be conveyed
through a circular may be some change in business arrangement or policy (viz.
change in address or management structure or personnel, change in nature of

products, change in prices gtc.) or marketing of a new product or issue of new shares
etc.

Reporis: A report is a written communication in which, according to the nature and
purpose of the report, the writer presents a collection of facts or a number of
alternative propositions, states his conclusions and (if called upon to do so) submits
his recommendations for action. The writer of a report may be an individual or a
group of individuals {(committee or sub-committee or board). It may be written at
regular intesvals as part of routine office activity or on special occasions at the
instruction of a superior executive or body. Some statutory bodies like companies,
cooperative societies ete. are required to prepare reports for submission according to
provisions of law.

~ Reports may be of two types : Formal and Informal. Formal reports are prepared at

periodic intersds as a routipe activity and presented to a higher body or authority
according to the established procedure. Routine reports are prepared by different
departments of a business on sales, purchase, finance etc. and submitted to the
general manager. informal reports are prepared by an individual or body on special
eccasions on the basis of facts and information gathered through inquiry or
investigation into some specific subject or problem. These reports are presented to
the superior body with the conclusions and recommendations of the writer.

Formal reportis are prepared in the preseribed or recognised form. An organisation
may prescribe the form in which its formal routine reports are to be prepared.
Sometimes, the report is presented in a commonly recognised form. Stalutory reports
are prepar=d in the form prescribed by law. Informal reports are usually prepared in
the formn of a memorandum or a person to person communication. It may even be set
up in the form of a letter.

Formal routine reports prepared by departments or executive of an organisation are
meant for internal use and so form part of the internal communication. Informal

reports prepared. by the secretary of an executive or by a committee or
sub-committee appointed by the management to study some specific problem are
also part of the internal communication of the organisation. These are required by
the management for making policy decisions. I lowever, report may also form part of
its external communication when outsids agencies are involved. Formal statutory

" reports like the Annual Report of Directors and Author’s Report are prepared by a

company for submission to the Registrar of Compmes and for the information of
outside contacts like the shareholders and the public. Reports of important meetings
are usually prepared for publication in newspapers for the information of investors
and the public. Sometimes, the management of an organisation may engage some
outside agency or expert to inguire into some technical matter and require them to



Correspondence ;: Broadly speaking, the term ‘correspondence’ covers many types of
written communication ljke letters, circulars, memoranda, reports, telegrams etc. But
the term is commonly used to meaa :ommunication through letters. Letters form the
most widely used media of external business communication, The main function of
business correspondence is to open up and maintain external relationships, as well as
to initiate, conduct and conclude business transactions of all types. It is sometimes
called the life-blood of modern trade and comnierce,

Letters are composed in the form of person to person communication. The format of
a business letter has evolved in course of time out of customt and convenience and is

now universally accepted, It usually consists of the inside address (i.e. name and
address of the recipient), the opening salutation (viz. Sir or Dear Sir etc.), the body

of the letter (i.e. the message), complimentary close (iLe. Yours faiihfully etc.) and
the signature and designation of the writer.

The contents of business letters may vary according to the nature of the message or
information to be conveyed. These may be simple letters of routine nature like lztters
of acknowledgement or.greetiilg, or may deal with more complicated subjects like
inquiries, orders, complaints and their adjustment, collection letters etc.

.Chadi“'t'w?mgrwpﬂ é
1) What is mean? by a report ?

2) What is the difference between Notice & Circular 7
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1) State whether the following statements are True or False.
i) A notice is written in the form of a person to person communication.

ii) The purpose of a circular is to convey the same message to a large number

of persons.

iii) Informal reports are prepared on the basis of facts collected by independent

inquiry or investigation.

iv) The term correspondence refers to reports and circulars only.

v) A report may be prepared with or without any recommendation of the
writer.

9.5 PRODUCTION OF CORPRESPONDENCE

Correspondence is the most important form of external communication. Because of
its many advantages, correspondence has become the chief means of written
communication between a business concern and its outside contacts. The reputation
and success of a business depends to a great extent, on the quality of its
correspondence.

Apart from providing a written record of the message correspondence is the most
efféctive means of maintaining favourable relationships with outside contacts, It
allows information and messages to be conveyed clearly and accurately, This creates
n positive image of the business and improves its prospects. The main purpose of
office correspondence or business letters is to convey some information or message
accurately and effectively and to evoke action. To achieve this purpose, the letter
must not only be of good and effective quality, but it must also be produced neatly
and promptly at an economical cost. One of the major tasks of the office manager is
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to set up an efficient organisation and an effective system for production of
corresponidence.

The two principal interrelated stages in production of correspondence are :
(a) drafting of the correspondence, and (b) transcription (i.e. typing and duplicating)
of the drafted correspondence. Let us discuss them in detail.

9.5.1 Drafting of Correspondence

How-or by whom the correspondence will be drafted or composed will depend on
the nature and importance of the message, volume of correspondence work, the type
of organisation set up to do the work and the degree of mechanisation adopted.
Different methods may be used by different offices for drdfting correspondence.

Methods of drafting : Some of the usual methods of drafting used in modern offices
are discussed below :

1) Manual drafting : This method is adopted for drafting difficult or complicated
letters and those of confidential nature. This methed is still used in some of those
offices where the volume of correspondence work is small. However, in large
organisations manual drafting is being gradually replaced by dictation, as manual
drafting is both cumbersome and time-consumirig.

2) Dictation : This method is used by managers and higher executives who find
little time to draft letters by hand. Drafting of correspondence by dictation needs
considerable expertise on the part of both the dictation and the shorthand writer
or typist.

3) Verbal or written notes : Sometimes, busy managers or executives only dictate
or write down the outline or poinis to be covered in the letter. The actual
drafting is done by the secretary or somie other correspondent. Printed forms or
pmtmdsn&thm:htqummusedformcpurpme,Amhupmde&tm
even a junior clerk can easily fill up the ‘form’ letter with variable particulars. It
results in saving of time and cost in correspondence.

4) Standard paragraphs : Where the letter deals with standard situations of
repetitive nature, like non-delivery of goods, inquiry from suppliers etc., a set of
standard paragraphs prepared beforehand can be used to draft the
correspondence. The paragraphs are serially némbered and the correspondent or
dictator has merely to select the required peragraphs, and add the variable
particulars to complete the drafting.

Methods of dictation

The four methods of dictation commonly used by busy executives for drafting of
correspondence are : (i) dictation to a shorthand writer or stenographer; (ii) dictation
to a machine-writing stenographer; (iii) dictation to a dictating machine; and

(iv) dictation directly to a typist.

i) Dictation to a shorthand writer : This is the conventional method of dictation
and still used in many offices. The executive dictates the letter and the shorthand
writer or stenographer takes it down in shorthand, that is in phonetic symbols.
Later he transcribes and types the letter in final form. The main disadvantage of
this method is that it requires the simultaneous presence of the dictator and the
stenographer in onc place. This may not always be possible or convenient. Also
it is expensive, as sufficient number of stenographers will have to be appointed to
ensure that each executive gets exclusive service. However, this dilficulty can be
partly solved by having a Stenographic Pool.

Steuographic Pool : Under this arrangement, there is common ‘Pool’ of
steographers under an expert supervisor. All stenographers in the pool sit in a
separate department. When a particular executive wants the services of a
stenoerapher, anyone in the pool not otherwise busy attends the executive.
Sometimes, an executive may like to have the services of a particular
stenographer to do special or confidential nature of work. In that case, each
executive may be given the first call on his particular stenographer. When not

thus engaged, the stenographer may attend to other excutives. The pool



arrangement reduces the cost, as the workload is evenly distributed and fewer External Communication
number of stenographers are required to do the work of the entire office.

ii) Dictation to a machine-writing stenographer : In this method, the dictation by
an executive is taken down by the stenographer with the help of a machine
instead of by hand. A portable stenographic machine, known as *Stensiype’ is
used for the purposz. The machine has keys like a typewriter, but it prints
phonetic symbols instead of alphabets. The transcription and typing is done by
the stenographer in the usual way. This method also requires the simultaneous

physical presence of the dictator and stenographer in one place and so suffers
from the same disadvantage.

iii) Dictation to a dictating machine : In this method, the execative dictates the

letter to a dictating machine instead of to a shorthand writer, The machine
records the dictated matter on a cylinder or disc. When played back, the machine
reproduces the dictated matter in the same voice and the stenographer or typist

. can Iype the letter in final form, Now a days, electronic recording machines using
magnetic tapes or wire or discs are used for the same purpose. A single spool of
tape or a disc can accommodate several lettess and when the recorded matter is
erased, the spool or disc is ready for fresh recording. The greatest advantage of
this method is that, it does not need the simultaneous physical presence of the
dictator and stenographer. The executive can dictate letters at his convenience,
and the stenographer or typist can type the letter when he is free.

In large offices, where it is not possible or economic to provide a separate
dictating machine to each executive, the Remote Dictating System is used. The
telephone of each executive is connected to one or mote recording machines
kept in a central place. An executive can dictate ietters through his t=lephone
which is recorded directly in the central machine. Later, a stenographer or typist
in the central pool can playback the machine and type the letters in final form.

iv) Dictation directly to a typist : In this method, the executive dictates the letter
dircetly to the typist whﬂrunuhanmusly types the letter in draft or final form.'
Where the simultaneous presence of the dictator and the typist in one place is
not possible, the executive can dictate the letter directly to the typist through the
teiephone. Using specially made head-phone or ear-phone, the typist can follow -
the dictation and type the letter in draft or final form. This method offers the

advantage of direct transcription where the work is urgent, and results in saving
of time and cost.

9.5.2 Transcription of Correspondence

Transeription of correspondence means converting the manually drafted or dictated
letter into final form by typing and/or duplicition. Correspondence of all types have
to be typed or duplicated before they are despatched to outside contacts. Meatly
preduced correspondence not only reflects the efficiency of the office, but also
enhanees the image of the organisation by creating a lasting impression on the

recipients, A well-planned organisation: and system of transcription can help in
achieving this objective.

Typing and Duplicating

Correspondence (letiers, circulars, reports etc.) drafted or dictated by the executives
are sent to the typists for typing or duplicating before they are made ready for

despatch. The typiug or duplicating work may be performed depanmentally or may
be centralised in a pool.

Usually two or more copies of each document have (o be l}'pcd. An ordinary
standlard typewriter can produce up to ten legible copies by using carbon paper. An
electric typewriter can produce up to thirty legible copies with carbon paper. Where
larger number of copies of-the same document are required, duplicating machines ari
used. A duplicating machine can produce up to 200 good copies from the same

original or master. For still larger number of copics, some form of printing machine

may be used for greater economy. ACCOM-01133
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Organisation of Typing Work

“There are two ways of organising typing work in a large organisation :

(a) Decentralised or Department ng; and (b) Central Pool for Typing. Let us
discuss them in detail.

2) Departmental Typing : It means pcrforming the typing work of each department
within the department itself by its own set of typists. This arrangement has the
following advantages and disadvantages.

Advaniages :

1)} The work can be done efficiently as the typists are familiar with nature of

departmental work.

2) Saves time as the typists car readily refer any discrepancy or error in the draft to
departmental executive for rectification.

3) Typing of urgent Jetters can be done on priority basis according to necessity.
Hence delay is eliminated.

4) Departmental typists develop a sense of loyalty which improves their morale and
efficiency.

Disadvantages:

1) Workload is unevenly distributed within the office. Typists in some departments
may be overloaded with work while those in some olher departments may not
have sufficient work. .

2) Departmental typing is uneconomic as more typists have to be appointed than
are justified by the total workload of the office.

3) Nois . created by typing disturbs the work of other staff in the department.

b) Centralised Typing Pool : Under this arrangement, all typists of the office are
" brought together in & ‘Pool’ and accommodated in a separate department or
space. Typing work of all departments is sent to the pool. A qualified supervisor
or senior typist is given the responsibility of allocating and checking the work of
the pool typist.. After typing, the typed documents are sent back to the
departments concerned for signature.

Advantages : The centralised pool arrangement has the following advantages :

1) It ensures even and fair distribution of workload among typists.

2) It results ir overall economy in office cost.

3) [t ensures better supervision by a qualified supervisor.

4) Pool typists being accommodated in a separate room there is no disturbance in
departmental work due to noise.

Disadvantages : The pool arrangement also suffers from the following disadvantages:
1) Pool typists do not have any touch with departmental staff or work.
Consequently they loss personal interest in the work which may affect their
morale and efficiency.
2) 1f the work is of a too technical or specialised nature, the pool typists may face
- difficulties in coping with the work. It frequently delays work as typists have to
refer errors or discrepancies in the draft to the departments for rectification.

Mechanical Aids to Transcription Work

Transcription of corréspondence, i.e., typing and duplicating is done with the help of
various types of mechanical devices. Tjrpcwnlcrs and Duplicating machines of
improved types have been developed to sl:eed up transcription work at reduced cost.

-Some of the more iraportant devices are discussed below.

Typewriter

The typewriter is the most commonly used machine for typing correspondence of all

types. There are four main types of typewriters in use: i) Portable typewriter

ii) Standard Manual typewriter iii) Standard Electric typewriter iv) Automatic

typewriter.

i) Portable typewriters are light and compact machines of small size. They
incorporate the main features of the standard typewriter excepting the facility [ur



iv)

tabulation, These are commonly used by executives for typing letters of personal Exteral Comnunication
or confidential nature.

Standard manual typewriters are of bigger size having carriages of different
iengths for doing different types of work. The keyboard usually has 45 keys
giving 90 characters, both alphabets and figures, It has tabulating facility necded
for typing invoices, statistics etc, As the name implies, the typing is done by
hand. The original and up to 10 good copies can be produced in this machine
with carbon paper. A variation of the ordinary standard typewriter is the
Variable Typewriter, It enables typing to be done in various styles and sizes of
typefaces. Instead of types carried on fixed bars, this machine uses
inter-changeable circular blocks (known as ‘golfballs") bearing different sizes and
styles of types. These machines are used for typing sales letters, statistical reports
etc.

Electric typewriters are standard machinus operated by electricity, Typing is
done manually to activate the keys. The keys produce uniformly perfect
im-pressions at high speed. The movement of the carriage and margin settings are
controlled automatically. Up to 30 good copies of the original can be produced
by using carbon paper. It has the advantage of high speed typing with minimum
fatigue to the typist.

A utomatic typewriters can type documents autematically from a punched or
recorded matter. It operates on the same principle as an automatic player piano.
The master is prepared by punching coded text of the letter on paper tapes or
stencils or recorded on magnetic tapes or discs. When the master is placed on the
machine and it is switched con, the letter is automatically typed on paper at high
speed. Typing at high speed results in saving of manpower and cost.

Duplicators

Duplicating is a substitute for printing. It has the advantage of producing multiple
copies of a text, speedily and economically.

Yarious types of duplicating processes and machines are commonly used in modern
nlfices. The two main types of duplicating processes are : i) Spirit duplicating, and

ii} Stencil duplicating. Other types of reprographic processes and machines used are
Multigraph, Letterpress Printing Duplicator, Offset Lithography etc,

The Spirit duplicating and Stencil duplicating processes are discussed below,

f)

i)

Spirit duplication : This process is also known as hectographic process. Itis a
cheap and quick process and can be used by the staff with little training. In this
process, the master is prepared by typing or writing on a sheet of glossy paper
backed with a hectographic carbon. This produces a reverse impression of the
text on the back of the paper. When the r .uster is brought in contact under
pressure with duplicating paper moistened with spirit, the carbon impression_on
the master dissolves and leaves an imprint on paper. 300 to 450 copies can be
obtained from a single master,

Hectographic duplicating rhachine: is usually of the rotary type. It can also be
Flat-bed type. In the Rotary machine, the master is fixed on a drum or cylinder
50 that the carbon impression is on the outside. When the drum rotates, paper
gets automatically fed and moistened with spirit and the impression is made on
copy paper. The machine can be operated manually or electrically. It can
produce 60 to 150 copies per minute,

In the Flat-bed process, the original text is written on paper with hectographic
ink or tvped with hectographic ribbon or earbon. The paper is then pressad
against a flat gelating surface which receives the impression and becomes the

master. Sheets of copy paper ddmpened in spirit are pressed on the gelatine hed
to obtain copies.

Stencil duplicating : In this process, the master is cut on a stencil by typewriter
{with the ribbon removed) or by hand using a steel pen. The stencil is made of ACCOM-01/135
fibrous material coated with plastic. The stencil is placed on the inked drum of
the machine. When the drum rotates, copy paper is fed between the drum and
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the pressure roller and so receives the impression. One master stencil is good for
producing 500 to several thousand copies. It can also be preserved for future use.

Stencil duplicator or Mimeograph machine can be operated manually or
electrically. It has self-inking device and paper is fed automatically. It can

produce 60 to 200 good copies per minute depending on the type of machine
used.

9.5.3 Centralised vs. Decentralised Correspondence

The principal objective of organising correspondence work is to set up an efficient
system which will produce letters which arz of zood quality and effective at economic
cost. In organising correspondence work, the main question before the office
manager of a large organsation is whether to centralise or decentralise the
correspondence work, Let us discuss them in detail,

Centralised Correspondence : In a centralised plan, drafting of correspondence is
done in a central correspondence department by trained staff under the supervision
of a qualified supervisor. Depaitments are relieved of all correspondence work
except those requiring special atiention of departmental executives.

Advantages : Centralised correspondence has the following advantages:

i) Trained staff provide uniform and high quality correspondence work.

ii) It increases the output of work.

iii) Continuity nf policy and approach towards customers can be maintained in all
correspondence emerging from the office. This results in better relationships with
customers and improves goodwill.

iv) All correspondence being drafted by the same set of staff help in maintaining a
uniformly high standard in correspondencs of the entire organisation.

Disadvantages : Centralised correspondence also suffers from the following
disadvantages :

i) Staff attached to the central department have frequently to interrupt the work of
departmental staff to elicit, check or verify information. This creates disturbance
in departmental work.

ii) Drafts of letters prepared by the centrelised staff are based on secondhand
information from departments. This may result in weak and inaccurate letters,

iii) The need for referring drafts to concerned departments for necessary
adjustments cause unnecessary delay, and may also necessitate lengthy
correspondence with customers.

Decentralised or Departmentzl Correspondence : Where the correspondence is of
specialised nature, decentralised or departmental correspondence is more convenient.
In the decentralised plan, all correspondence work of each functional department are
performed within the department by its own staff. The correspondence work is done
under the control and supervision of departmental manager and executives.

Advantages : Decentralised correspondence has the following advantages.

i) The letters drafted by departmental staff are based on first hand information
and, therefore, are more accuiate and effective.

ii) Information needed for drafting is available within the department itself and
there is no need to refer the matter to other departments. This eliminates
unnecessary delay and work is speeded up.

iy Departmental loyalty enhances the morale and efficiency of the clerical staff of
the department.

Disadvantages : The main disadvantages of departmental correspondence are as
follows.

i) Departmental clerks lack the specialisation which is essential for drafting high
quality and eff=ctive letters. The output of work is also lower.

ii) Lack of expert supervision often results in dralts of poor quality or full of errors
and inaccuracies.



iii) Letters emerging from different departments vary widely in quality and approach
which reflect a poor image of the organisation.

Check Youw Progress C
I} What is Stenographic Pool?

3y Fill up the blank spaces in the following stateinents

i} Manual drafting is used in the case of .......... and ... correspondence,
it) ‘Form’ letters are used for conveying ........ information and messagzs,

[Ty [ — machines are used by ............... for drafting letters.

iv) Transcription means .............. and ............ correspondence,

v} In.... correspondence plan, all letters are drafted ................ in a central

department.

9.6 METHODS OF EXTERNAL COMMUNICATION

Different methods and means are used for external communication, both oral and
written. For oral external communication, the principal means used is the telephone,

The methods commonly adopted for transportation and transmission of writter
exiernal communication aie of the following types :

i) For actual delivery or transportation of the written communication the methods
used are the postal mail, messengers, courier service, etc,

ii) For transmission of the written message without actual delivery of the document,

the methods usually adopted are telegraph service, teleprinter, telefax or fax,
teleautograph, etc.

Some of the more important methods of external communication are discussed here,

9.6.1 Methods of Oral External Cnmmuniu;ﬁnn

The principal method adopted for oral external communication is the telephone.
- Different types of telephone instruments used in modern offices are discussed below.

Telephonre

The telephone is the most common and useful method of oral communication
because of the speed and facility of direct personal contact. 'The development of

telephone services and invention of improved types of telephone mstruments have
increased its usefulness tremendously,

A large organisation usually installs a number of indirect telephone lines through
Telephone exchange for conducting external communication, These lines are
connected with the internal exchange lines through the PBX or PABX switchboard.
Any department or executive of the organisation can communicate with any outsids
party by dialling a direct exchange line through the PBX switchboard,

The telephone services offer various facilities to telephone subscribers for making
calls to individuvals situated anywhere, within or outside the country. According to the
distance involved, telephone calls are of three types : Local, Toll and Trunk or
Long-distance. Charges for telephone calls are made according to the type of call.

External Communication

ACCOM-01137
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Trunk or Long-distance calls may be Inland (i.e. with persons within the country), or
International (i.e. with persons outside the country). Long-distance calls can be made
either by booking calls throngh the Telephone Exchange or by direct dialling by
using the Subsecriber Trunk Dialling (STD) or International Trunk Dialling (I"D)
facilities. Business offices can also aveil of various special facilities offered by the
telephone services for making inland trunk calls. Some of these facilities like Trunk
calls from Public Telephones, Reversed Charge Calls, Fixed Time Calls, etc. are very
helpful in external communication.

In advanced countries, improved varietie; of telephone instruments and equipments
have been introduced which have vastly increased the utility of telephone as a means
of external comniunication. Some of these are: Cordless telephone, Answering and
Aunswer Recording equipments, Automatic Dialling Device, etr.,

9.6.2 Methods of Written External Communication

The methods adopted for transmission of written communication are of two types :

i) methods adopted for trantsmission with actual delivery of the documents, and ii)

methoas adopted for transmission without actual delivery of the documents, Let us

discuss them in detail.

i) Transmisslon with sctual delivery of documents : The usual methods adopted
for this purpose are the Postal Mail Service, Messengers and Courier service.

Postal Mail : Postal mail is the most widely used method for delivering written
communication to any destination within or outside the country. It is the
cheapest and safest method of transmission of written messages of any types.
Even money remittances by cash, cheque or bank dra‘t can be sent safely
through the postal mail service.

Postal mail service offers varicus facilities for cheap transportation of postal
articles of all kinds, viz. letters, parcels, books, patterns and samples. Money
remittances can be sent by urdinary money order, telegraphic money order,
postal order etc. to any address within the country. For safe and guaranteed
delivery of postal articles, various facilities like Recorded Delivery, Registered
Post, Insured Post, ctc. are available at relatively cheap cost, Speed Post service
ensures fast transportation of letters and parcels. Some othier facilities offered by
postal main service are meant exclusively for business concerns. Some of these
facilities are : Value Paysble Post, Book Post, Patterns or Sample Packets,
Post Box and Bag, Business Reply Card and Envelope etc.

Messengers : Wrilten communication can also be delivered to external contacts
through messengers employed by the office. Besides the messcngers engaged in
the internal mail service, a few messengers can be engaged to carry Wwritten
communications to outside parties and organisations situated within the city.

All outgoing mail collected by internal messengers from different departments
are delivered to the central Mailing Department. The staff in the maifing
department sort out the mail which is to be sent by messengers. These are then
entered in a Peon Book with particulars like date, serial number, name and
address of the recipient, nature of document, etc. The messenger carries the
articles to be delivered along with the Peon Book in acknowledgement of receipt.
The external messenger service should be well-planned and organised to achicve
its purpose with minimum labour and cost. The time-schedule of delivery
through messengers should be fixed according to need, preferably two ar three
times a day. The routes to be followed by the external messengers should be
carefully planncd to avoid unnecessary travel and wastage of time. In case of
urgent messages, delivery can be arranged through special messengers.

Courier service : Postal mail is the cheapest bur not the quickest method of
transportation of writ‘en communication. Air Mail «lclivery is faster, bur it is
comparatively oxpensive and bas other limitations. Delivery of written
communication throbigh office messengers is quicker, but not suitable {or
transportation outside the city or town of origin,



Business firms nowadays prefer to utilise the services of private agencies called bl Gt
Courier Service for quick and safe transportation of written communication,
Courier service can be utilised for fast transportation of all kinds of written
commuhication, including parcels and packages of limited bulk, to any
destination within or outside the country. Some offices even use Courier Service
for delivery of mail within the city to avoid the cost of maintaining a messenger
service of its own.

Courier service is also a kind of messenger service operated by private agencies,
Various methods of transport, including air transport, are used to carry letters,
parcels etc. for delivery within the shoriest possible time. Although it Is
expensive, it is economic in the long run. It is particularly useful where urgent
letters and parcels have to be delivered quickly to external cantacts.

The Speed Post service offered by postal authorities in cur ceuntry is also a form
of courier service. However, it has some limitaticns as letters and parcels gan be
sent by Speed Post only through selected large Post office and selected cities in
the countfy. Delivery is made quickly, but the charges are very high.

Transmission without actual delivery of documents : Various methods are used
for transmission of ‘written communication without actuat delivery of the
document. Some of these methods are the Telegraph service, Teleprinter,
Telefax or Fax, Teleautograph etc.

Telegraph : Telegraph is a well-known and commonly used method of transmission
of written communication. Telegrams are preferred by business firms for sending
urgent messages as they attract immediate attention and evoke prompt action.

As it is rather expensive, it is used selectively for sending short messages in

urgent business situations only. Telegraphic communication can be sent to

telegraph offices of selected post offices which accept telegraphic messages for
onward transmission.

Cablegrams or wireless telegrams are used for transmission of written
communication to foreign countries. With the development of Satellite
Communication System, transmission of message through cablegrams has
become an effective method of speedy transmission of written communication.

The cost of sending telegraphic messages varies with the length of the message,
the distance involved and the class of the telegram. According to urgency of the
message, telegrams are classified into three categories : Urgent, Express and
Ordinary. Sliding rates of charges are made for different classes of

Charges of telegrams also vary according to their length, that is the number of
words contained in the message. The name and address of the recipient is also
charged, but no charge is made for the name and address of the sender.
Sometimes, code words are used in composing the telegraphic message to
economise in cost. Telegraphic codes usually consist of words or combination of
letters, each of which stand for a whole sentence signifying a standard

A business firm may use its own private code or any one of the internationally
accepted telegraphic codes, :

Teleprinter : Written communication can be transmitted to customers and other
outside contacts of a business firm through the Teleprinter network. This is both
a speedy and economic method of transmission of written messages ever. when
the distance involved is long.

The teleprinter, alsc known as Tele-typewriter, is a machire with standard

lypuwriter keyboard which works like a telegraph instrument. Each machine can

both send and receive messages. Any message typed on the sending machine is

received by the receiving machine and typed automatically on paper. In the

Automatic Teleprinter machine, the message is typed automatically from a

punched paper tape and transmitted. The Teleprinter service operated by the

Telecommunication department is known as Telex. Like telephone, all Telex

machines are connected with the central Telex exchange and any Telex

subscriber can send messages to another subscriber through the Telex exchange. 79
A business concern can install its own Teleprinter machine or may get the - =

inessage transmitted through the teleprinter service operated by private agencies. AGCOM-01/133
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Telefax or Fax : It is a facsimile reproduction and transmission system now
being used increasingly for transmission of written messages. Anything written,
typed or drawn on paper can be transmitted by this machine automatically and
reprocduced on the receiving machine. The use of the Fax machine makes it
possible to transmit and reproduce the exact replica of the original document at
the receiving end, speedily and accurately, Like the teleprinter, the Fax machines
are connerted by wire or cable to the telegraph network. Different types of fax
machines are in use. In one type of fax machine, a scanner passes over the
surface of the paper to be transmitted and converts the dark and light areas into
comresponding impulses. At the receiving machine, a marking device activated by
these impluses ‘burns’ an exact image of the writing on a specially prepared
paper.

In India, fax service is provided by the Telecommunication Department. Charges
vary according to the size of the document to be transmitted and the distance
involved. Fax messages ran be sent through the telegraph offices on payment of
the special charges, A business office can install its own Fax machine or may take
the help of private agencies having Faz machine to send messages.

Check Your Progress D
1) What is the difference between Telegraph and Teleprinter ?
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2} What do you understand by Facsimile reproduction ?

T L L e P L e LT LR TEEER]

B EEE A EEEEAE EEEEAT REER A EEES S EE AR ERRT AL B AR R R R R R RS R R R e aad

3) State whether the following statements are True or False.
i) Trunk telephone calls are made to contact only foreign customers.
i) Postal mail is the cheapest method of delivery of written communication.
iii) Telegraphic ccde is used to economise the cost of telegram.
iv) Messengers are used to deliver messages in any part of the country.
v) Telegrams can be sent through telephone and teleprinter.

9.7 LET US SUM UP

External communication is the process of exchange of information and messages with
persons outside the organisation. It enables management to keep i touch with
external contacts for successful conduct of business operations and to project a good
image cf the enterprise. External communication may be oral or written. Oral
communication may be conducted through face-to-face communication or telephonic
communication whereas written communication may be in the form of letters,
circulars, memoranda, reports etc.

Letters are written for the purpose of conveying a message with precise and details.
Notices are meant for notifying some information of general interest, whereas
circulars are meant for circulating some information among large numbers of people
and memoranda tc bring some problem to the notice of some authority. Reports are
prepared to present some facts relating to some specific subject. Correspondence
includes all types of written communication including letters. Different methods used
for drafling correspondence are :manual drafting, dictation, verbal or written notes
for drafting, form letters, standard paragraph ete. The four methods for giving
dictation are : dictation to shorthand writer, dictation to macine-writing
stenographer, dictation to a dictating machinc znd dictation dircetly to a typist.
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Transcription is the method of converting the drafted correspondence into final form
by typing or duplicating,

There are two ways of organising typing work—decentralised or departmental typing
and centralised typing pool. Typewnriter is the most commonly used machine for
typing work. It may be portable, standard manual, star.dard electric and automatic.
Duplicating is a substitute for printing. The two main types of duplicating processes
are spirit duplicating and =*:ncil duplicating.

The organisation of correspondence work may be centralised or decentralised.
Different methods are used for transmission of oral and written external
cammunication. Telephone is the most widely used method for oral communication.
Methods adopted for transmission of written external communication with actual
delivery of documents are posial mail, messengers aud courier service. Courier
service is the most effective method for quick delivery of urgent messages. The
methods adopted for transmission of written communication without actual delivery
of papers ure : Telegraph, Teleprinter, Telefax or Fax etc. Telegraph is a commonly
used method for transmission of written messages over any distance. Whereas
Teleprinter can be used for s >eedy and economic transmission of written messages.
Fax is a facsimile reproducti>n and transinission system, which transmits replica of
any written message at a very aigh speed.

9.3 KEY WORDS

Automatic typewriter : Electric typewriter wmeh automatically types a message from
a pupched tape or stencil or from magnetic tapes/discs.

Circular : A letter which circulates or conveys some message to a large number of
persons of a particular class of the general public,

Correspondence : Broadly it covers all written communications including letters, but
in a narrower sense it refers to letters,

Centralised correspondence : The arrangement for drafting of correspondence by
trained correspondents in a central department vnder the supervision of an expert
supervisor,

Courier service ; Service provided by private specialised agencies for transportation
of letters, parcels ete. on payment of charges.

Dictaphone : Dictating machine used by executives for drafting of letters.

Fax : Facsimile reproduction and transmission system which is used for transmission
of exact replica of written messages over any distance at great speed.

Postal mail : Method of delivery of written extetnal communication through the
agency of Postal servien.

Report : A written communication in which the writer presents some facts or some
alternative propositions, states his conclusions and submits his recommendations, if
required.

Stencil duplicator : A duplicating machine which uses a stencil cut by hand or typing
as master for producing multiple copies or a written message.

Transcription : The act of converting drafted or dictated correspondence into final
form by typing and duplicating.

Typing Pool : A centralised arrangement in which an! typists of the office are brought
together in a central department to perform typing work of the entire office.

9.9 ANSWERS TO CHECK YOUR PROGRESS

A) 2 (i) True (i) False (iii) False (iv) True (v) True
B) 3 (i) False (i) Tme (iii) Troe  (iv) Falie (v) True

External Commuanication
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B2

C) 3 (i) complicated, confidential (i) routine
(iii} Dictating, executives (iv) typing, duplicating
(v) Centralised, correspondence

D) 3 (i) True (ii) True (iii) True (iv) False (v)True

9.10 TERMINAL QUESTIONS

1) What are the different means of oral external communication? What arc their
respective advantages?

2) What arz the purf-oses for which written external communication is conducted ?
What are the advantages of written communication ¥

3) What do you mean by correspondence ? State the advantages and disadvantages
of centralised correspondence.

4) Name and exphain briefy the different methods of drafting eorrespondence
5) Enxplain the cifferent methods of dictation used in offices.

6) What is a Typing Pool ? How coes it differ from deparimental typing 7 What are
the main advantages of Paol arrangement ?

7) Write explanatory notes on :

i) Circular letter, ii) Electrical typewriter;
iii) Spirit duplicator; ivy Courier services;
v) Telegraphic code; vi) Fax

Note: These questions and exercises will help you to understand the unit better.

Try to write answers for them. But do not send your answers to the
University. These are for your practice only.

SOME USEFUL BOOKS

Chopra R.K., 1990, Cffice Management. Himalaya Publishing House, Delhi.

Gupta C.B. 1990. Office Organisation and Management, Sultan Chand & Sons: New
Delhi.

Prasanta K. Ghosh, 1991, Office Management. Sultan Chand & Sons, New Delhi.

Rao V S P and F.S. Narayana, New Edilion, Text Book of Office Management. Tata
Me Graw-Hill Publishing Company Limited, New Delhi.



_ AOCOM - 01
ooy Uttar Pradssh Office Organisation
=== Rajarshi Tandon Open University and Management

Block

3

OFFICE MACHINES AND DATA PROCESSING

UNIT 10
Office Equipmeant and Machines-} 5
UNIT 11
Office Equipment and Machines-I1 19
UNIT 12
Data Processing 30
UNIT 13 o
Use of Computers a4

ACCOM-01/143



Expert Committee

Prof. P.K. Ghosh {Reid.}
Delhi University
Delhi

Prof. R.G. Saxena
NCERT
Mew Delhi

Mr. 5.8. Singh
Institute of Management

Prof, R.K. Grover

School of Management Studies
IGMNOL

Dr, MY, Narasimham

School of Management Studies
IGNOU

M. Nawal Kishore
School of Management Studies

& Secretarial Practice IGNOLU

il Dr. (Mrs.) Madhu Tyagi
Mrs. . Khurana Schoo o Management Studies
YMCA Instituote of Secretarial LGOS
Practice
Mew Delhi

Mr. O.P. Gupta

Institute of Commercinl
Practice

Delhi

Course Preparation Team

Prof. P.K. Ghosh (Editer)
Delhi University
Delhi

Mr, T.N, Chhabra

e TR Dir. M.V, Narasimham
g:;:_l Dayal Upadhyaya College DriMrs.) 5. P, Kamra {Language Edilor)

Faculty Members
Indira Gandhi National Open University

Prof, R.K. Grover (Course Coordinator)

Mr. Anil Yadav
School of Management Siudies
IGNOU

Print Preduction : B. MNatarajan, Copy Editor, SOMS, IGMOL

MNovember 1997 (Reprint)

© Indira Gandkii National Open University, 1994
ISBN-81-7263-324-6

Al rights reserved. No part of this work may be reproduced in any form, by mimec graph
or any other means, without permission in writing from the Indira Gandhi National Open
University.

Further information on the Indira Gandhi National Open University courses may be obtained
from the University's Office at Maidan Garhi, New Delhi - 110 065.

ACCOM-01/144



BLOCK 3 OFFICE MACHINES AND
DATA PROCESSING

Now-u-days it is difflicult to think of un office without machines such as typewriter,
duplicator, calculator. photocopier, ete: In general. machines and equipment are used
in offices to save time and labour, promote accuracy of work, and to perform
repetitive operations which eause monotony. In fact, the modern office manager
looks upon machines and equipment as an useful means of ensuring smooth and
eificient operation .of work in the office. The major problem lics in determining
which and what kind of office machines and appliances should be used. The office
manager has to exercise his judgement while selecting such devices. It may be noted

that once a machine is purchased and it is found not serving the purpose for which it is

bought, it is very diflicult to replace it. Moreover, purchase of a machine means
long term investment of funds. Therefore, care should be taken o purchasc the right
kinds of machines at the right time.

Today organisations of all types maintain records, process data and use it in decision
making. The technology of data processing hus had a quantum leap forward
especially during the last two dezades. Use of computers in the offices is increasing
rapiély for the purposes of data processing and storage, and preparation of letters,
documents, payrolls, price lists, inventory management, ete. In this block we discuss
in detail about the office equipment and machines, dala processing and use of
computers. The block consists of four units,

Unit 10 deals with the definition, objectives and importance of office mechanisation,
factors influencing the decision relating to office mechanisation and broad categorics
of office machines. It also explains the uses of copying and duplication machines,

Unit 11 discusses the working and uses of accounting, tabulating, computing and
communicalion machines.

Unit 12 explains the nature and importance of data and information, need for data
processing, types and sources of data and methods of data presentation.

Unit 13 is concerned with the use of computers in office management. It describes
viarious component units of computers, input and output devices, types of saftwares

used, computer applications in office management, and advantages and limitations of
computerisation of oflice work.
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UNIT 10 OFFICE EQUIPMENT AND
MACHINES-I

Structure

10.0 Obijectives-

0.1 Introduction

102 Mecaning and "mportance of Office Mechanisation
160.3  Obijectives of IMMice Mechanisation

10.4 "Advantages o7 Office Mechanisation -
10L5 Disadvantages of Office Mcchanisation
1.6 Factors Determining Office Mechanisation
10,7 Kinds of Office Machines

108 Typewriters

10,9 Duplicating Machines

[0.10 Photocopying Machines

10,11 Let Us Sum Up

10.12 Key Words .

10,13 Answers to Check Your Progress

{0.14 Terminal Questions

10.0 OBJECTIVES

After studying this unit, you should be able 10

s deline office mechanisation

o explain the importance and objectives of office mechanisation
e outline the factors 'déterminin_g méchun_is_nliun of office work
* classily various types of _éﬂici: machines

e describe the uses of duplicators, photocopiers and different kinds of typewriters,

10.1 INTRODUCTION

Office machines and cquipments happen Lo be the inicgj’n!tp;!!tﬁ of the modern
office. They arc very ofien considered as time and labour saving ‘devices’. A variety
of machines and equipments are available for different operations in the office.

In this unit, you will study the definition, objectives and importance of office
mechanisation, factors governing the decision relating to office mechanisation and
broad categories of office machines. You will also study the uses of different kinds of
typewriters, duplicating machines and photocopiers.

102 MEANING AND IMPORTANCE OF OFFICE
MECHANISATION

Office mechanisation refers to the prc:;tl!-ss of introducing the use of machines and
equipment in place of manual operation of office work with a view to increase

efficiency and output, and reduce office cost. Itmeans the replacement of normal
operations wherever possible and where uscful.

Mechanisation of office is preferred mainly to improve efficiency of work save time.
reduce clerical cost, ensure accuracy, relieve the staff from monotony and to provide
-t safeguard against fraud. Work done by machir::s is ncat and clear, and results in
greater output. Machines are installed not only to facilitate quick handling of work
but also to improve efficiency. Thus the - importance of mechanisation lies in the
benefits which may be expected from it. '
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However, office mechanisation has significant financial implications. Capital is
required for purchasing machines. equipments, accessories, ete. It also involves
additional cost in the form of insurance premium, cost of accommaodation,
stationery, maintenance and repairs, elc. Machines are to be operated by skilled.
operators whose salaries also add to the cost substantially. Highly sophisticated
machines like computers need snecial accommodation which also leads to increase in
cost. Therefore, the cecision 1o mechanise office operation should. be based on cost
considerations.

10.3 OBIJECTIVES OF OFFICE MECHANISATION

The major objectives of introducing machines and equipment in the oflice are as
follows:

1) To increase efficiency: Machines speed up offlice work and save time which can

be utilised for some other operations in the office. Thus, clliciency of office work
is increased.

1) To save labour time: Machines are installed 1o save labour time and clerical
costs, To arrive at such decision, the cost of a machine should be compared with
the estimated savings in labour costs aver the life of that machine. However,
economy in labour cost is not always the deciding criterion. Sometimes,
machines are introduced to get better yuality of work and also to minimise
mistakes and [raud,

3) To achieve accuracy: Mistakes are quite common when office operations are
performed manually, Mechanisation helps in promoting securacy and minimising
mistakes. Many oflices use caléulating and accounting machines o provide a
check over manual work because benefils oblained from accuraie work are far
more valuable than the cost of such machines,

4) To minimise chances of fraud: Office machines may be installed to reduce the
chances of fraud in the organisation. For instance, o cheque writing machine
may be introduced to minimise chances of (raud even though the number of
cheques to be issued everyday may be small.

5) To increase employee morale: Office activities which are repetitive and
monotonous in nature, if carried out manually, will amount 1o drudgery. Use of
machines in such cases eliminates monotony of work. This improves the marale
of employees because machine operations provide considerable relicf to them by
eliminaiing manuai efTorts in repetitive jobs,

Check Your Progress A
1y Deline the term "Office Mechanisation .

2)  List out the objectives of office mechanisation.

3) Which of the following statements arc True and which are False?
i) Office mechanisation does not require additional space in the office.
i} Machine work is introduced in the office just to give it a modern look.
iiiy Office mechanisation requires investment of additional capital.

] Speed of work is not the only objectives of introdueing office machines.
v) Use of some office machines may be beneficial even when the volume of



10.4 ADVANTAGES OF OFFICE'MECHANISATION

The following advantages may be derived by mechanising ihe office operations :

1) Improves quality of werk: Machines do the work neatly and systematically. Thus
mechanisation improves the quality of work done in the office.

1) Economy in operations: Operating costs per hour of work decline with the use of
machines. With the help of machines, employees can do their work with greater
speed. This leads to saving in salavies paid to employees. Moreover, some

machines can perform a number of operations simultaneously which may glso
reduce the cost.

1) Increases efficiency: The speed of work ie greatly increased with the help of
machines. The work that may take hours to finish with manual labour may be
completed in no time with the help of machines. Improved efficiency leads to
greater profitability and at the samc time creates a good i image in the minds of
the people who deal with the organisation.

4) fGreater accuracy: Machines ensure greater accuracy Chances of errors are
almost eliminated. Thus, bottlenecks and delays are minimised and the work
goes on smoothly.

5) Standardisation of routines: Mcchanisation helps to facilitate standardisation of

office routines and procedures, Ultimately it results in better coordination of
work.

6) Facilitates confrol: Machines help the managers in exercising greater degree ol
contral over their subordinates. For instance. time recording machines ensure

presence of stall, Accounting machines minimise fraud and fix responsibility for
various accounting operations.

7)  Relieves monotony: Repetitive work is normally boring and time-consuming.
Mechanisation reduces the monotony ol doing repetitive work. As a result, the

employees enpgaged in performing repetitive jobs are somewhat more contented
then they would be if machines were not used.

10.5 DISADVANTAGES OF OFFICE
MECHANISATIGN

As you know, machines do ensure speedy and accurate performance of office work
and thereby affect saving in clerical cost. But this may not always be possible due 1o
the following disadvantages or limitations:

1) ‘III;h installation costs: Procurement of a machine for the office needs funds
which may not be possible for small firms. For example, duphcntors computers,
addressing machines, etc., are quite costly. Only the big offices can buy such
expensive machines, Moreover, the cperation costs of certain machines are also
high. Computer is an example in fhis regard. Small offices may not be able to
bear the cost of installation and operation of such equipment and machines.

1) Breakdown cost: Breakdown of an office machine may incur heavy losses to the
firm. With the breakdown of a machine, the work will be heldup in the office.
This may also lead to dislocation of work in many departments.*The real cost of
breakdown of a machine is much higher than the cost incurred on its repairs.

3)  Under utilisation: The office devices may not be used to the fullest possible

cupacity because alternatlve uses may not be possible. It may prove
uncconomical to use such machines,

4) Inflexibility of office systems: Use of office machines tends to make the office
sysiem inflexible. Some machines require special skill for their operation. If the

operator is absent or not available, the machine will remain idle and the work
will suffer.

Offiee Equipment and
Machines-1
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5) Training of stafl: Olfice workers need training 10 operate office machines, Wh.cr:
sophisticated machines are involved. the training period may be long and costly
which may not be justified by the usc to which such machines may be put,

6) Employees reshristance: Mechanisation reduces the need of labour, It may create
unemployment problem. For this reason employees' unions always resist
mechanisation of oflice operations. Unless the surplus labour can be grven
alternative employment, it is nol advisable Lo introdice mechunisation.

7) Risk of obsolescence: Many machines have a high degree of obsolescence. They
may become oul of date before the expected utility is derived out of them. In

. order to avoid this risk, it is advisable to use only such machines which have
multiple uses.

8) Miscellaneous problems: Some machines like calculators, typewriters, ete., are
mobile, while other like duplicators, photocopicrs and computers cannot be
easily taken from one department to another. Some machines require more space
for their operation. Noise created by some office devices may distract the
attention. of office skall.

Thus, mechanisation of office should not be attempted to give it a modern look only.
The decision to buy any machine should be taken only afier carelul consideration of
its benefits and limitations.

Check Your Progress B
1) Enumerate the disadvantages of office mechanisation.
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2) Which of-the following statements are True and which are False?
i) Office mechanisation brings about improvement in the quality of work.
ii) Office mechanisation may be desirable even if it increazes the total cost.

“iif) Office machires and equipment may- be uneconomical to use if the volume
of work is not lirge enough.

iv) Employees need training when new machines are introducéd.

10.6 FACTORS DETERMINING OFFICE
MECHANISATION

It is neither possible nor desirable 1o replace all manual operations by machines. The
basic purpose of using machines is to save time and labour of office staff, increase
office efficiency and reduce the cost of office administration. Officc mechanisation
requires due considerationol a number of factors. Now let us understand the basic
principles which shouid be kept in mind while deciding abouc the intfeduction of
office machines and equipment.

1) Usefulness: The basic consideration in deciding upon olfice mechanisation
should be its usefulness in terms of the benefits expected [rom it. If a machine is
really useful, it may be purchased even if it is little costly. On the otner hand, if
a machine i% not useful, it should not be purchased even if it is cheaply available.
Here, both the present and the future utility’ of the machine should be taken into
account, For example, if a particular muchine is required only for a short
period, it may be economical to hire one for the period required.

2) Accuracy: Sometimes accuracy is the major purpose of mechanisation. The
machine which gives accuracy and saves time in checking as well as minimises
the possible annoyance caused by errors should be introduced in the office.

1) Choice of machines: Once mechanisation is decided upon, the office manager
should select those machines which are more suitable. Dilferent types of
machines for the same use are often available in the market. Choice of machines
ought to be made taking into account the following aspects:
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i) Durability: A machine is used by different people under varying conditions. Office Equipment and
Unless it is strong and durable, it would not be a good investment. Muchines-1

ii) Adaptability and multiple use: A machine which is adaptable for various
uses has greater mitivy than a single-purpose machime. A muhipurpose
machine may not remain idle as it may be used for more than one purpose.

A multipurpose machine may be relatively more costlier but may be more
cconomical.

iii) Portability: As far.as possible. preference may be given to a machine which
can be moved from one user to another user, or from one place to another,
in the same work ared. Compactness and easc of handling save time and
energy and increase the use of the machine,

iv} Standardisation: Standardisation means having a few different makcs of
machines as is consistent with guality and guantity of work in the office. It
is desirable to use machines of standard size and model in order to;

a) obtain lower prices through bulk purchascs. b) develop. if necessary,
company’s own service department more economically, ¢} train operators
easily, and d) procure and use office forms to it the makes of the machines.

v} [Easy operstion and training of operations: While buying the oflice machines,
you should prefer those machines which are easy to operate und for which it
is easy to train the operators for handling them. For instance, in the case of
am attouming maching, you shoukd ook for a convenienmt keyvoard, simple
motor bars. proper control keys, uniform action of all the keys and levers,
guict operation, and neat printing.

vi) Availability of repairs and maintenance services: Reliable and continuous
operation demands quick repairs and proper maintenance of machines. A
machine which can be serviced promptly has advantage over the one which
cannol be so serviced. Thus, the availability of service facilities is also an
important consideration. For this purpose, the sincerivy of the manufacturer

and the supplier should be examined before buying a particular brand of
machine,

Continuous utilisation: Qffice machines and equipment should be introduced
anly il the volume of work is adequate to keep them fully wiilised. They should

not remain idle. Beforg. lecting any machine the possibility of ite continuous
use must be explored.

Reduction of monotony: Sometimes the office work is repetitive in nature,

Therefore, it becomes monotonous. In such a case, office machines which reduce
boredom should be introduced.

10.7 KINDS OF OFFICE MACHINES

A lasge vatiety of equipment and machines are wsed in modern offices for

performing different operations. These may be broadly classified into three proups as
[ollows:

1

1)

3)

Copying and duplicating machines: These machines hzlp in getting multiple
copies of a document. The common examples of such machines are typewriters,
duplicators, addressing machines and photocopying machines. You should note
ihat addressing machines have already been discussed in Unit 7.

Accounting, tabulating and computing machines: These machines are used for
doing accounting work, and arranging and tabulating various kinds of data.
They include calculators, adding and listing machines, billing machines,

accounting machines, tabulating machines, cash register, electronic computer,
BAL.

Communication machines: Telephone, inter<communication system, telex and AOCOM-01/15
telefax are widely used by big offices for internal and external communication. s ]

The uses of telephones and intercom system have already been discussed in
Unit 8.
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In this unit, we shall describe the working and uses of various kinds of typewriters
and duplicators. Opcrations and uses of calculators, tabulators, accounting machines.
adding listing machines, cash register, Telex and Fax will be discussed in Unit 11,

10.8 TYPEWRITERS

Typewriter is the most common machine used in almost all offices. A lypewriter can
produce written matter on a piece of paper in types similar to the printer’s type.
Typewritten letters are attractive in appearance as compared with the handwritten
ones. The same matter can be typed in lesser space on writing paper along with
carbon copies. It involves less time and labour of the typist. Thus, use of typewriter
brings about speed and efficiency in office operation. Many otber advantages such as
quick tabulation, storage of data, typing of formulas, etc., may also be obtained by
the use of special purpose typewriters. Moreover, typewriters are also used for
cutting stencils used for getting a large number of copies with the help of
duplicators.

There are a variety of Lypewriters available in the market. Each of them has some

specific features and uses. The details of some conimonly used typewriters are given
below

1) Standard typewriter: 1t is a manually operated machine of standard size and type
faces. To meet the special requirements of the work. it may be modified in many
ways ¢.g., changing the styli- z of the type or increasing the size of the carriage.
Standard typewriters of vari:us makes such as Renungton, Facit, Godrej, ete.,
are available in the market. A standard typewriter can 1ype ten characters to the
inch horizontally and six lines to the inch vertically with single spacing.
Moreover, a number of carbca copies can also be obtained depending upon the

quality of typing and carbon papers used. Look at the typewriter shown in
Figure 10.1.

Figure 10.1: Standard Manoal Typewriters

1) Portable typewriter: Portable typewriters practically have all the features of the
standard typewriters. But the major difference is portability and compactness. As
the portable typewriters are usually supplied in suitable carrying case, they are
often the travelling companions of press reporters, businessmen, executives and
private secretartes. Figure 10.2 presents the picture of a portable typewriter.

3) Noiseless typewriters: Noise is the common problem with the standard
typewriters, Moiseless typewriters are much quieter than the standard typewriters,
These utilise a special type bar to reduce the noise due to the impact of the type

bar upon the paper. These noiseless typewriters are very useful when more
typists work in the same room.



4

5)

&)

Electronic

Figure 10.2: Portable Typewriters

Eleciric typewriters; Electric typewriter is similar to standard typewriter but‘*with
an electronic motor taking the place of the human energy. An electric typewriter
is much faster than the standard model. It can produce up to 20 copics
depending upon the thickness of the paper usec. The slightest touch of fingers
seis the keys in motion and the impressions are unitorm and pecfect. Electric
typewriters are commonly preferred because of the fine ess of their print and the
speed of typing and uniform quality of the print. Electric ypewriter is good for
cutting stencils, typing invoices and preparing material for Frinting. It lessens the
Tatigue of typists and improves the quality of work. However, it is more
expensive than the standard typewriter,

!

Automatie typewriter: It is a power-driven machine and opera es from a ‘player
piano’ type roll which is cut on a standard typewriter. It automatically types a
standard proforma from a previously punched or stencilled master. When the
master is placed on the machine and the machine is switched on, the matter is
automatically typed on the paper at a speed of about 150 words Per minute,
MNon-standard information like names, addresses, etc., may be inserted at
appropriate places by manual typing. Thus, it is suitable when letters or circulars
bearing routine messages have to be reproduced in large numbers.

Electronic typewriter: Advancement in technology has led to the introduction of
the electronic typewriter. It is based on the sophisticated microprocess
technology. It has a ‘memory” or ‘electronic. brain’ which enables it to recall the
whole document at a time and type it automatically at the press of a button. A
small display panel reads out the memory and permits editing, and modification

ol drafts on the typewriter itself prior to final print-out. An electronic typewriter
is shown in Figure 10.3,

Figure 10.3: Electronic Typewriter

Oflee Equipment and
Machines-1
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7} Typewriters with special attachment: Such typewriters facilitate typing work of a
special nature by using various attachments. For 1yping continuous strips of
office forms, a continuous stationery device car be attached to a standard
typewriter. Similarly, the front feed device enable the papers to be inserted into
the machine from the front. Under this arrangement, cheques, receipts, etc., can
be inserted into the typewriter from front and typed. The eard holding
attachment enables small stiff cards or lables to be fed into the machine and
curved round the roller. Even carbon copies can be obtained by using carbon
ribbon attachment on the standard typewriter,

10.9 DUPLICATING MACHINES

Offices frequenily require multipl= copies of various letters and documents. The
simplest method is to make the copies at the same time along with thé original letter
or document. Carbons, carbon-coated sheets or carbonless copy papers are often
used to get a small number of legible copies. A standard typewriter can produce up
to six copiez, whereas an electric typewriter can produce up to 20 copies as
compared to four legible copies by handwriting. But where the number of copics
required is more than 20, a duplicator may be used for the purpose.

Duplicating is a process whereby a master copy is prepared from which a large
number of other copies are obtained with the help of a duplicating mmachine. It is a
substitute for printing. it is used when the number of copies required is more than
the capacity of a typewriter and yet not large enough to justify printing. Various
makes of duplicating inachines are available in the market which can produce 200 to
500 legible copics of letters, circulars, notices, reports, forms, price lists, ete. It may
be noted that duplicating is different from photocopying; in the latter the master is
not created, but copies are made from the original.

Different kinds of duplicators are available in the market. The more important
among them are:

i} Stencil duplicator

2) Electronic steneil duplicator
3) Spirit duplicator

4} Offset litho machine

5) Typeset duplicator

Now let us briefly discuss the working and uses of these duplicating machines one
after the other.

Stencil Duplicator

The stencil duplicator is commonly used in offices where a large number of notices,
circulars, price lists etc., are to be reproduced quite often. Such duplicators can be
manually-operated or power-driven. They-are available in the market under different

Fieure 10.4: Stencil Dunlivator



brand names (c.g. Shaurie Roneo, Gestetner, Kilburn). In the stencil method of
duplication, you have to use a coated fibre sheet (stencil or waxed paper) which is
typed or traced using a stylus with the matter to be duplicated. The stencil (master
copy) is then put on the duplicating machine (also known as thg mimeograph). The
stencil gets ink through the cuts on it and imprints the material on the duplicating
paper which comes in contact with the stencil automatically when the machine is
operated by hand or by electricity. Figure 10.4 shows a stencil duplicator,

Advantages: Stencil duplication is very popular because of the following advantages:

1) This duplicating process is cheaper as ccmpared to printing or other processes.

2) Graphs, diagrams, etc., can be prepared easily on the stencil by using a stylus
pen.

3) Stencil can be altered easily by using correcting fluid.

4) A good number of copies can be obtained within a shost period of time.

5) Photographic reproduction is possible with electronic stencils,

6) Stencils can be stored and used again for more copies when required.

Disadvantages: The disadvantages of stencil duplicators are as under:

1) The main disadvantage of stencil ﬁup]mtmg is-that separate runs are required
for two or more colours. However, :nmpllcated duplmnturs have been developed
for impression in multiple colours simultaneously.

2) Stencil duplicating proves quite costly if only a few copies (say up to 25] are
required.

Electronic Steneil Duplicator

Edectronic stencil duplicators are machin=s with marked improvement over the
ordinary stencil duplicators. Photographic copies (typed or cyclostyled or printed}
can be obtained with an electronically produced stencil. It takes only a few minutes
to produce a stencil, The stencil is made from the original without any photographic
process, The original document which is to be reproduced is put around the roller
and it is electronically scanned to get the exact contents of the document on a
stencil. This stencil is used to get further copies.

Electronic stencil duplicator has all the advantages of an oidinary stencil duplicator.
In addition, it has the advantages of zpeed and accuracy in reproduction. Moreover,
frorm one stencil vou can obtain up to 10,000 copies.

Spirit Duplicator

It is also known as *hectograph’, It uses a high class paper which is backed by
hiectographic carbon sheet as the reproducing medium. When the inatter is written or
typed on such a paper, a reverse image is obtained on the back of the master copy.
Different coloured carbons may be used consecutively in the preparation of the
master yielding a coloured reproduction in one operation. After the preparation of

master, it is clipped at one end of the drum of the Galetine duplicator. The copy
paper is then fed through the machine. The function of the machine is to damp the

copy paper with the solvent in its passage through the machine so that it is
moistened immediately before it comes into contact with the master on the drum.

Advautages: Advantages of spirit duplicators are as follows:

1} Doth carbon and master paper are cheaply available.

2) Master copy can be prepared easily.

3) The process is simple.

4} Good quality paper is used for copies.

5y  Many colours can be duplicated simultaneously.

D¥isndvantages: The disadvantages of spirit duplicating are as follows:

1}  The copies are inferior in quality because the dye tends to spread and ink on the
copies tends to fade with time.

Dffice Equipment and
Maciines-1
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2) The clarity of the image becomes progressively weaker as the copies are rolled
Qut.

3) It is difficult to alter the master copy if there are mistakes in the master.

Offset Litho Machine

Offset lithography is not so much a duplicating process, Under this, masters are
prepared on the metal sheets or specially surfaced paper. They may be typewritten,
handwritten, or drawn by using a special ball pen, or produced by the clectrostatic
copying process. A greasy image is produced on the master, which is then fixed to
the outside of a cylinder. The roller comes in contact with the inked cylinder and
water, and the image is then offset on another roller (known as the rubber), where it
becomes a negative impression. Paper is then fed between this blanket roller and the
impression roller, to receive a positive imprint. Up to 50,000 copies can be obtained
from a metal master and up to 5,000 copies from a paper master. The metal masters
can be stored and revised also.

Advantages: The advantages of offset lithngraphy are as under:

I} The process is well suited to the production of office forms, particularly those
with complex rulings,

2) A very large number of copies can be obtained.

3} Itisacheap form of printing. Compared with normal printing, cost of printing
is lower by 30% to 40% in offset litho printing.

4) The quality of production is much better as compared 1o stenzil duplicators.

5) Master can be stored for an indefinite period. Copies can be obtained with the
help of master whenever required.

Disadvantages: The disadvantages of offset printing are as follows:
I} Separate runs are required for printing in different colours.

2) It can be run only by trained operators.

3} It is costlier than other duplicating machines.

4} It requires suflicient office space for storing chemicals, plates, and paper, etc.

Typesel Guplicator

It 15 a smail printing machine which employs’letter press type. Individual types for
each letter are set.up round the outside drum and printing takes place usually by
inked ribbon. The process of setting up the type is slow and it reguires skijl. Once
the matter to be printed has been set up, long runs of high quality work are possible,
This process is relatively expensive and setting the type up is rather slow and

laborious. However, raised type printing is often of better quality than offset litho
printing.

Typeset duplicator is not so pupular as the offset litho machine. It is relatively slow
and laborious. It is expensive also. However, it is more suitable for printing cards.

10.10 PHOTOCOPYING MACHINES

Photocopying machines produce an exact photographic copy of the original. A
variety of such machines which operate on photographic principle are available in
the inarket. It takes only a few seconds to get a copy of the original with the help of
such a machine. Thus, photographic copies of documents can be obtained quickly
whenever required. Moreover, when a photographic copy is obtained, say of an
invoice, it contains all the details such as the letter heading, the telephone number,
the signature of the writer and all other information contained in the original. This
eliminates the need for checking which is necessary in most other copying methods.
Photocopying machine is shown in Figure 10.5.

Advantages: The advantages ef photocopying process are as below:
(i) It is very fast as ccopy can be obtained in a few seconds. There is no wastage of



Figure 10.5: Photocopylug Machine
2) It reproduces the original in its finest details, It gives an exact copy of the
original.

3) It can reproduce copies of sketches, diagrams, graphs, pictures, etc., whick may
be otherwise difficult to reproduce in the ordinary course.

4) It avoids human errors. There is no need for checking the copy as photocopy is
the exact replica of the original.

Disadvantages: Photocopying machines suffer from the following disadvantages:

1) Only a limited number of copies can be obtained. This process is very expensive
if a large number of copies are lo be obtained as it takes a long time. However,
this method is economical where the number of copies required is small.

2) The paper used for photocopy is coated with chemical emulsion because of

which a photocopy curls up instead of lying flat. Because of the chemical
coating, paper is costly.

Methods of Photocopying

Reflex system: By this method, a negative copy is produced on photographic paper.
After wet processing and drying,.this is used in turn to produce one or more positive
copies by further exposure and developing.

Diffusion transfer: Under this method, the first exposure is made on to a negative
which is processed in the machine together with a sheet of a non light sensitive paper
to produce an immediately readable copy. The negative can be used several times,
and up to 15 copies can be produced from the same negative,

Dye-line (ozalid or diazo) or blue printing: This method requires a translucent sheet
on which the original is transferred. The original is brought in contact with the
special dye-line paper and then subjected to bright light. The positive copy is
developed by soakirg in three or four solutions and then dyring. This process is
simple and quick. It does not require a camera to reproduce a copy. It is very useful,
particularly, in preparing charts, buildi 2 plans and machine drawings. But only a
few copies can be obtained by this method.

Electrostatic copying or xerography: Modern photocopying machines help in getting
exact copies of the original at a very fast speed. These days electrostatic copying
machkine or Xerography hns gained wide acceptance. The term *xerography’ means
dry pictures. Thus, this process completely eliminates wetness. It is a process of
clectrical photography which uses ordinary paper and does not require any chemical
treatment. Under this, the surface of coated plate is sensitised by an electrically
charged grid which moves ucross it. The coating of the plate is then fully charged
with electricity. The original document is projected on the coated plate through a
lens system. Positive charges disappear in areas charged to light. A pattern of
charges is leflt on the coat=d plate of exactly the same shape as the dark part of the
original document. Afer this. a negativelv charged ink powder is dusted over the
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plate which adheres to the positively charged image. A shect of paper is placed over
the plate to -=ceive a positive charge. The positively charged paper attracts powder
from the plate forming a direct image. The-print is madc permanently by exposing to
heat.

Modern Xerographic machines have been developed to a stage where all that is
necessary to do is to set the dial on the machine for the number of copies required
and push the print button. The copies are then printed automatically. Xerographic
copying is preferred to other pliotocopying processes because of its speed and
versatility. Copies of diagrams, illustrations, drawings, elc., can also be used for
preparing matters for offset litho printing. However, only big offices can instal such

equipment as it is very costly. Its repair and maintenance cost are also higher as
compared to the duplicators,

Check Your Progress C

17 List the various kinds of typewriters used in offices.

2) Have you ever seen the portable typewriter? If yes, please state the basic
difference between a portable typewriter and the standard typewriter,

D L R T T R T I
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3) What is the difference between photocopying and duplicating?

4) State whether the following statements are True or False,

i} Typewritten letter is preferred 1o handwritten one because of good
appearance and legibility.

i1} Standard manual typewriter is costlier than electronic typewriter.
iti} Stencils used in duplicators can be prepared with the aid of typewriters only.
iv) Duplicating is economical if the number of copies required is less than 20,

v) There is no need of checking xerox copies if the original is accurate.

10.11 LET US SUM UP

Office mechanisation refers to the process of introducing the use of machines and

equipments in place of manual opzration of office work wherever possible and
useful.

The main objectives of office mechanisation are to: 1) increase efficiency of office
work, 2) save labour time and clerical costs, 3) achieve accuracy and eliminate
chances of error, 4) minimise chances of fraud, and 5) improve emplovee morale by
reducing moaotony.

The advantages of mechanisation of office work are as follows: 1) improved quality
of work, 2) reduction in operating costs, 3) higher efficiency of performance,

4) greater accuracy of work, 5) standardisation of office routines and procedures,

6) better control and supervision by managers, and 7) reduction of monotony.
Limitations of office mechanisation are: 1) heavy installation cost, 2) dislocation of
work and cost of breakdown, 3) possibility of undequtilisation, 4) inflexibility of
office systems 3) cost of training operators, 6) emplovee res:slunc:, T} risk of
obsolescence, and 8) other problems of space noise etc.



The decision to mechanise office work requires due consideration of a number of
factors, such as its usefulness, time and cost saving potential, desired accuracy of
work, adequacy of work, full utilisation of capacity, scope of reducing monotony,
etc. Choice of the type and brand of machines should be made taking into account
the following aspects: 1) durability, 2) adaptability for multiple use, 3) portability,
4) necessity of standardisation, 5) easy operation and training of operators,

6) availability of repairs and maintenance service,

Office machines and equipment may be broadly classified into three categorics:

1) copying and duplicating machines, 2j acccunting, tabulating and computing
machines, and 3) communication machines. In this unit we have studied about the
copying and duplicating machines only.

Typewriters are the most commonly used copying machines. They produce written
matler on paper in type similar to the printer’s type, along with carbon copies. There
are different kinds of typewriters with different features. Some of the commonly used
types are: |) standard typewriter, 2) portable typewriter 3) noiseless typewriter,

4) electric typewriter, 5) automatic typewriter, 6) electronic lypewriter, and

7) typewriter with special attachments.

Duplicating is a process whereby large number of copies can be obtained from a
master copy with the help of a duplicating machine. Duplicating machine is used
when the number of copies required is more than the capacity of a typewriter and
yet not large enough to justify printing. Various makes of duplicating machines are
available which can produce 200 to 500 legiblc copies from the same master copy.
Some of the importart kinds of duplicating machines used are: 1) stencil duplicator
2) electronic stencii duplicator, 3) spirit duplicator, 4) offset litho machine, and

5) typeset duplicator.

Photocopying machines, as distinguished from duplicating machines, produce exact
photographic copy of the eriginal document in a few seconds. The copy is an exact
replica of the original. There are several methods of photocopying. They are: reflet
system, diffusion transfer, blue printing and the modern method of electrostatic
copying or xercgraphy.

10.12 KEY WORDS

Duplicetor: A duplicating machine which produces a number of copies from a
master impression. It is used for turning out circulars, price lists/ forms, rzports, eic.

Electric Typewriter: Typewriter operated with the help of an electric motor and

capabale of much faster typing than the manual typewriter. It also makes perfect
impression uniformly.

Electronic Typewriter: Typaewriter based -on microprocessor technology. It is power-
driven and has an electronic brain which enables it to remember the document, A

small display panel reads out the memory and permits editing and alteration of
stored information.

Office Mechanisation: Refers to the process by wiich machines and equipment are
introduced with a view to speeding up office operation.

Phologopier or Elecirostat Machine: A machine which uses ordinary papers for

producing exact replica of the original documents through the process of electrical
photography.

Tortable Typewriter: Compact and light-weight typewriter of smaller size. They are

ides) for personal use by sales representatives, journalists and executives who often
s0 on fours.

Stencil Duplicator: Duplicating machine used for reproducing the exact copies of
written work as well as maps, charts, etc., with the help of 1 coated fibre sheet

(stencil or waxed paper) which has been typed or traced with the matter 1o be
duplicated.

Typewriter: Typewriters with a standard keyboard and type which may be manually
operated or power-driven and may be modified to meet special requirements.
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Data Processing 10.13 ANSWERS TO CHECK YOUR PROGRESS
A 3 1) False i) False i} True iv) True v) True
B 23 i) True i) False iil) True iv) True
C 4 i) True i} False iiij False ivl Fulse vl True

10.14 TERMINAL QUESTIONS

1) *The trend among business enterprises is to mechanise their offjces." Cormment.

2) What factors will you consider while introducing time and labour saving ollice
devices? Discuss.

3) Briefly discuss the factors to be conssdered while deciding on office
mechanisation.

4) Name the important labour saving devices used by business houses and give a
short description of any two of them.

5) “One of the common faults of office management is unwanted mechanisation.”
Discuss.

6) As the office manager of a company, vou are required Lo purchase some
equipment and appliances for the office. What factors should you take into
congideration wnile making the selection of a brand for purchase?

7) Comment on the desirability of using labour saving devices. Point out and
explain the principles governing the introduction of oiflice machines and
equipments.

8) Discuss the reldtive merits and demerits of mechanisation of an office.

9) What are the objectives of mechanisation in the office? How would you
determine whether a particular machine is needed in the office or not?

10) Discuss the utility of typewriters to a business office. Dricfly explain the various
kinds of typewriters available in the office,

[1) Suppose you are appointed as office manager, will you recommend
mechanisation of the office? Why?

12) “Machines and equipments are introduced in the office just to give it a modern
look.” Do you agree? Give reasons,

Mote : These questions will help you to understand the unit better. Try to write
answers for them. But do not submit your answers to the university for
assessment These arc for your practice only.
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11.0 OBJECTIVES

Alter studying this unit, you should be able to:

* enumerate difierent kinds ol calculators and explain their uses
» describe the [eatures of adding and listing machines

® state the uses of billing, accounting and tabulating machines

* deflinz an electronic computer

# cxplain the working and uses of telex.

11.1 INTRODUCTION

In unit 10 you have studied that the office machines can be categorised into three
broud groups: 1) copying and duplicating machines, 2) accounting, tabulating and
computing machines, and 3) communication machines. You are already familiar with
the first category of office machiner in Unit 10. In this unit we will discuss the
working and uses of various office machines coming under the remaining two
categories. Particularly we discuss about calculating machines, adding machines,
billinz machines, accounting machines, tabulating machines, computers, cash
registers, telex and telefax.

11.2 CALCULATING MACHINES

Calevlating machines contribute greatly to efficiency by eliminating routine and
repetitive arithmetical caleulations, They perform xll basic arithmetical oprations

like gddition, subtraction. multiplication and division. Calculations involving integers
er decimal fractions of various units of measurment can be made accurately with
these machines. Calulating machines can compute percentages, squarcs, SquUAre
roots, logarithms, etc. They are particularly suited to calculate rates and amounts of
interest, discount, commission, ete. Most standard calculating machines are

ACCOM-01/161
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g'l'l:- Machines snd nonlisting, have a full keyboard and show the results on a dial. The sizes of

machines range from the small pocket calculatonto the big desk ealenlator. Look at
the caleulators shown in Fipure 11.1.

Figure 11.1: Electronic Caleulators

The calculating machines may be used lor the following purpuses:
1) Interest calculation

2) Discount and commission calculation
3) Invoicing

4) Inventory checking

5 Freight.hill preparation

6) Costing of products

7) Payroll alculations

The main advantages of various calculating machines -are their long life,
dependability, simplicity of operation and portability. The ease with which they can
be moved [rom one desk to another enhznces their utility in office considerably.
Such machines bring about efficiency in operations and reduce the monotony in
repetitive work. It should be noted that some of the calculating machines are very
costly. The choice of any machine for office use will depend upon the types of

calcvlations to be done, speed required, volume and frequency of calculations, degree
of accuracy required, etc.

Types of Calculators

Several types of caiculating machines are available in the market. Let us discuss
about some of them.

1) Key-driven Calculator: It has a full-bank keyboard. When keys are pressed, the
numbers are shown or the dial. Multiplications are made by repeated additions
and similarly divisions are made by repeated subtractions. For instance, to
multiply 3 by 3 is pressed three times.

2) Rotary Caleulator: This machine may be operated manually or electrically. It
requires the number to be entered on the keyboard by pressing the key and
operating the lever to record the number on the dial. The results are obtained by

turning the respective crank-handle clockwise for addition or muliiplication, and
anti~clockwise for subtraction or division.

3) Electronic Calculator: 1t is a miniature desk-size computer operated
electronically with the aid of valves or transistors. It operates at a very fast speed
and does not make any noise. An electronic calculator can be operated by

ACCOM-01MB2 #lectricity or battery and it may be a full-bank or ten-key type. It displays the

figures, of the calculations on a small screen which is aclivated by a cathode-ray
tube similar to that used in & TV set,



5) Printing Calculaior: 1t looks like an adding/ listing machine and may have a fuli- Office Equipusent und
bank keyboard or ten-key board. It is very easy to operate. The keys are pressed MackheRl
to register the figures for calculation. Then the symbol key (for multiplication,
addition, ete.) is pressell and the answer is obtained by a pressing device which
stores the desired figures until required, and then it can be added or subtracted.
Transfers can also be made to the memory register and vice versa.

11.3 ADDING MACHINES

Preparation of invoices, payrolls, ete., involves a lot of calculation work and adding
is a basic operation in most of such work. Operations invelving sitaple additions
may be done by the adding machine which may be operated manually or electrically.

Various kinds of adding machines inélude (1) full-bank machines used for adding
ledger balances, checking invoices, etc., (2) ten-key adding machines used mainly for
addition, though other calculations can also be done, and (3) key driven calculators
used for addition, multiplication, subtraction and division, which may be electricaily
or maoually operated.

Adding machines may be either listing or nonlisting machmcs The listing machines
enable the preparation of a prin-ed record of the items added and the total along
with the operation. For instance, it is quite useful to have a list of cheques raceived
by post and the total amount th reof. This record is on a surip of paper roll called
the tally roll which also serves as a record of operations for visual comparison.
Many such machines are capable of subtraction also.. Nonlisting machines, on the
other hand, do not print the ite.ns fed into it or their total. The results or totals are
read from the dials. Since all additions do not requirc printed list, nonlisting

machine may serve the purpose equally well. Look at the adding machine shown in
Fipura 11.2,

Figure 11.2: Adding Machines

Adding machines are normally used for clerical operations requiring addition and
subtraction. These operations include:

1} Pre-listing of invoices

2) Preparation of trial balance

J) Listing of cheques

4) Preparation of payrolls

5) Preparation of income tax statement

i} Checking of customers account

The adding listing machine offers several advantages. It gives a printed records of
amount fed into the machine, Figures in the machine can be compared easily with ACQCOM-0111863
book figures. The operation is very simple and avoids chances of mistake. It can be

used for checking additions done byclerks in the ledgers or payrolls. 21
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114 BILLING MACHINES

Billing machines arc used for typing orders, mvoices, bills of lading, cash memo for
goods sold, and so o, It s generally a combination of a typewriter and a calculator
The machine does all calculations of discountl, commizsion additions. subtractions,
totals, ete. These machines are worth installing enly il the volume of wark is large.

11.5 ACCOUNTING MACHINES

Accounting and book-keeping machines may well be compared with typewriters used
on a flat bed. These machines arz used for the purposes oft 1) posting in journals,
cash books, ledgers, etc., 2) preparation of cheques, payrolls, cash received and
payment sheets, 3) preparation of copies of ledger accounts along with posting, and
4) calculating and computing figures and drawing ledger or cash book balances, cte.

The advantages of accounting machines are as follows:
1}y They save labour and time in posting entries in the books of account,
2}  Accuracy is ensured,

3) The books of accounis can be balanced promptly and sccounts can be kept up
to date.

4) They provide uselul data to the management for purposes of control.

The accounting machines are very expensive and may be useful only to large
concerns where the volume of work is large and cannot be done efficiently by office
assistants. Moreover, skiiled operators arc reguired to run such machines.

11.6 TABULATING MACHINES

These machines combine two processes: 1) sorting information into classes, and
2)adding up. the totals for each class. For tabulating statistical information by this
r'cchine, the cards are punched with the help of punch-card machines and then
sorted. Then the tabulation 15 done and printed on paper in columns and rows, In an
office, if a large amount of information is to be handled daily, automatic tabulating
and.sorting machines can be adopted.

11.7 ELECTRONIC COMPUTER

In big organisations, a large volume of data is generated every day. This data cannot
be used in its raw form. [t must be processed and presented in suitable form to
enable management to take important husiness decisions and to perform other
fuactions. The data may be transferred into tables or reports. The translormation of
raw data inio a meaningful form is known as data processing. When data processing
is done by clectronic machine, it is known as electronic data processing. Electronic
computers are now widely uscd in offices for data processing.

An electronic computer is a general, purpose machine capable of performing various
operations at high specd. It is an electronic device by which data is processed and
printed. It can high whole systems of operations and change automatically from
one operation to another in a desired sequence. As a matter of fact, computer is a
replica of human brain. it can perform several function such as arithmetical

operations, storage of information, arranging and tabulating data, analysis of data,
ele.

As you know, computers have been in use in educational and research institutions,
railways, airlines, industrial enterprises and other big organisations. The uses and
advantages of computers shall be discussed in greater detail in Unit 13



11.8 CASH REGISTERS

Cash registers are used by big retajl stores to record payments received [rom
dilferent customers against daily cash sales. Cash registers simultancously record
cash transactions on a tape, produce printed slips and operate cash drawer. They
also keep running totals of the transactions as they take place. Some models can
prepare receipts to be tssued to the customers while others can simply add the
amount and show the total on the meter. Look at Figure 11.3 which presents the
cash register, - :

Fieure 11.3: Cash Register

Retail stores and railway booking agencies use coin haidling machines which record,
sori out, store and return coins of different denominations to customers, Coin
handling machines return the correct amount to the custemers and all cash receipts
are recorded by the cash register. The machine record is kept under lock and key. It
forms a complete unalterable record of cash sales. 1t is a kev set and electrically
operated machine. Cash reristers are normally used by the following organisations:

1} Dcpartmental stores

2) Super barars

3} Hotels and restaurants

4) Haospitals

3)  Electricity supply undertakings

Check Your Progress A
I} Give any five uses of calculating machines.

2)  Have you ever seen a cash register? If so, please state the name of the
organisation.

3} Which of the foilowing statements are True and which are Flase?
i} Cash registers are used in retail stores.

ii) Calculators are used for calculating interest, discount, commission, etc.
iii) Accounting machines are meant for recording cash transactions only.
iv) Adding/listing machine provides a record of the items.

v} Pocket calculators and desk calculators serve the same purpose.
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11.9 COMMUNICATION MACHINES

As you know, communication is one of the important functions in any office.
Communication is the process of conveying information from one p2rson to another.
It can be written or oral, Written communication may take place in the form of
letters, memaoranda, reports, orders, invoices, circulars, catalogues, etc. These written
messages may be delivered personally (or through a messenger) or through certain
mechanical devices like telex, teletex, facsimile, =tc. Similarly oral communication
can take place face-to-face or through some mechanical devices such as telephune,

dictaphone, etc. Now let us discuss the major mechanical devices used in office
communication.

11.9.1 Dictaphone

Dictating machines are used for dictating replies to correspondence or any other
matter to be recorded. It works on the same principles as those of a gramophone,
The office, intending to dictate a letier, a message or document will speak through a
mouthpiece. His words are recorded on a revolving wax cylinder. At present
magnetic tapes, plastic discs or plastic belts are also used for recording words. Look
at the dictaphone shown in Figure 11.4.

SR (S | S

Figure 11.4: Diagramat ic Presentation of INciaphone

When the typist wants to type the contents of the dictation, he places the cylinder or
tape on the transcribing machine and with the help of ear phones can listen to the
dictation al convenlent speed. He can replay the machine if he wants to hear the

words again.and again. Once the matter is typed, the words can be erased, with the
help of another device called SHAVER.

Advantages of dictating machines are as follows:.

1) The dictating officer can dictate letters at his convenience and the typist can type

them at his convenience. The stenographer need not report to the officer every
time there is a dictation.

2) Knowledge of shorthand is not necessary on the part of the typist.

3) Even telephone messages can be recorded by special devices. The recorded tape
can be sent anywhere by post.

iIts only disadvantage is that personal contact between the officer and the typist
will be lost when the dictaphone is used.

11.9.2 Telephone

Every modern office uses a telephone. 1t helps us Lo speak personally with people

who are away from us at a distance. Un a telgphone a business execulive can get in
touch with people anywhere in the world.



i icati ecisions have 1o be Office Equipment and
A telephone is a ready means of communication when urgent d Qs )

taken. It replaces the paper correspondence which takes l'u_m-. 1t is however necessary
that all important matters discussed on telephone are confirmed by letters. In tng
offices a separate telephone reception room is arranged. The person in-charge of
such a room will be directing the incoming messages to the ripht person by _
connecting him to the central system. Similarly he will also be routing the out-going
messages.

Some offices instal internal telephone systems. This helps one execul?vc io sp:-ea]u: with
another, of a different department. Figure |1.5 shows the boss speaking to his
subordinate over internal felephone system.

o X -k
Figure 11.5: Instructing Subordinate
Ower Internal Telephone

11.9.3  Telex and Teletex

Telex: 1t is one of the most established means of communicating textual information
within the country and across the countries. The traditional telex terminal has a
typewriter style kevboard and punches images on the paper tapes. The message is
checked, adjusted (if required) and transmitted by feeding the paper tape into a
paper tape reader and sending the message over the telex lines, When it reaches the
destination, the receiving terminal sends a code at the sending end to verify thai it
has arrived at the correct place and received. Telex operates at very low spesd of 50
bits per second (approximately 66 words per minute), Further it uses a 5-hit internal
code to represent symbols and hence a very limited character set is available viz,
upper case letters, numbers, space and 13 special characters. Moreover, failure rate
on connections is relatively high in telex service making it less reliable. While telex
can be considered as an elementary form of electronic mailing, it is not a true
document distribution equipment since it cannot handle graphics and pictures as the
character set is very limited. Figure 11.6 shows the telex machine.

ACCOM-01167
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Teletex: It is a high speed desk to desk message service which became popular in
advanced countries, This service allows users to type and edit lctters and transmit
them over telephone line to their destinatjon. The service permits the setting up,
sending and recciving of calls automatically with facilities for storage of incoming
and outgoing messages. Teletex offers a much higher transmission rate at 2.4 K bits
per sccond which is equivalent to transmitting a typical A4 page in less than 10
seconds Another major difference in teletex is the use of 8-bit character code
permitting up to 256 characters to be sent across. This service is vet to become
popular in our country. The following table compares telex and teletex services:

Teble 11.1 : Dilference between Telex and Teletex

Telex Teletex
Medium Dedicated low grade Metwork independent
network {can use any available

communication and net-
work facilities using
appropriate interfaces)

Rate of Transmission 50 bits) second 1200-2400 bits/ second
Character code and set 5 bit code 8 bil code
(about 50 different (over 200 charncters)
charncters)

11.9.4 Facsimile (Fax)

Facsimile (or FAX) has established itse!f as an eifective means of rapid transmission
of images such as pictures and drawings. Fax mvolves scanning of graphic
information, converting it into signal waves and then taking these signals to the
destination and produce a copy of the image at the destination. The signal waves are

transmifted in any of the communication media like telephone lines, radio, sateliites,
etc.

Till recently Fax has been considered a specialist service used primarily in newspaper
industry to transmit composed pages between locations. Availability of desk top
inexpensive Fax machires during the last few years has totally revolutionised office
communication scene. Today it is possible to send any document like letters,
agreements, invoices, purchase orders, etc. rapidly and economically to anybody in
the world instantly. The capability of processing image and pictures provides a new
dimension to the applications to which this technology can be put to use.

Modern fax machines provide several additional facilities some of which are listed
below:

1) Resolution and speed selection to improve quality of message reproduction

2) Paper size selection

3) Automatic dialling and answering

4)  Automatic document feed

5) Encryption facility to allow the transmission to be encrypted (deciphered or
encoded) for security purposes

6) Some Fax machines can be used as photocopiers

7} Fax machine can transmit and receive simultaneously

8) Time and date stamp for accounting

9) Jumping cver white space to reduce the time of Fax operation

We notice that Fax machines are becoming popular in cur country on account of
availability of reliable equipment at allordable prices and also significant
improvements in the commumeation facilities available today. Fax machine operates
using normal telephone lines, and improvements in STD (Subseriber Trunk Dialling)
and ISTD (International Subscriber Trunk Dialling) services permit very convenient
and reliable transmission across cities and different countries. In many situations,
these are expected to replace telex services gradually. Look at Fipure 11.7 which
present the fucsimile machine.
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Figure 11.7: Fax Machine
The merits of fax service are as under:

1) All types of drawings, documents, cte., which may pe handwritten, typed or
printed may be transmitted through the telefax system.

2) Transmission over long disiances is possible,

1) The copy produced by the telefax receiving machine may be used immediately.

11.10 OFFICE OF THE FUTURE

Over the years information technology has advanced at a relentless pace. This
drought about a sweeping change in the office enviranment. The offices in the near
future will be hnked with the rest of the world via a modern link plugged into the
telecommunication network Fuarthermoie the most recent trend points toward the
‘mobile office’ which will be portable and battery-operated. The mobile office will
run from a van equipped with telephones, hand free intercoms, a mobile fax
machine, a remote control television, a video-recorder and so on. It is also expected
that a new generation of portable computers, printers and copies will further
revolutionise the office operations. There will be Irequent use of electronic computers
to collect, arrange and process data. Computers will also help application of
guantitative te¢hnique to*resolve management problems,

Check Your Progress B
1) Name three organisations you know which use telex service.
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2) List three advantages of telefax service.
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3 How dictaphone is different from telephone in terms of usage in the office?
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4) State whether the following statements are True or False.
i} The stock brokers make use of telex service.
i) It is possible to use weleprinter for internal communication.
iii) It is necessary to instal teleprinters at both ends to transmit telex message.
iv) Diagrams can be transmitted through the telex service.
v} Picture can be transmitted _Ell'nllgh telex.

11.11 LET US SUM UP

Besides copying machines (typewriters) and duplicating machines, there are several
other types of machines used in modern offices. Calculating machines perform all
hasic arithme! :al caleulations involving integers, decimal fractions and various units
of measurement. They are particularly useful in calculating rates, amounts of
interest, discount, commission, etc., invoicing, inveatery checking, freight billing,
costing and payroll calculations.

Adding machines are used [or operations involving simple additions, These may bc
manually or electrically operated. Such machines may be listing or nonlisting type.
The billing machine combines a typewriter and a calculator. It may be used for
typing orders, preparing invoices, bills of lading, cash memo, ete.

Accounting and book-keeping machines are like typewrsiters on flat bed, These
machines can-he used for various purposes like postings in the books of accounts.

_preparing payroll, cheques, copies of ledger accounts, drawing account balances, etc.

‘Tabulating machines are used for classifying, sorting tabulating and printing
statistical information in columns and rows.

Electronic computer is a general purpose machine which can perform a variety of
functions including mathematical operations, storage of information, arranging and
tabulating data, and analysis of data. Cash Regis‘ers simultancously record cash
transactions on a tape, produce printed slips, keep running total of dealings and
operate cash drawer. Besides recording cash receipts, coin-handling machines sort
out, store and return coins of different denominations (o customers.

‘Teleprinters are machines used for direct transmission of written messages from one
place Lo another. Telex and facsimile {or FAX) systems of communication are useful
devices for transmitting messages instantancously to distant places. Fax is used 1o
transmit the exact replica of drawings, sketches, diagrams, formulae, etc., which are
drawn on electro-sensitive papers and inserted into the facsimile mackine. The
modern trend points Lowards the ‘mobile office’ which will be portable.and battery-
operated and fitted with t=lephone hand-operated inlercams, a mobile fax machine, a
remote control television, a video-recorder, and so on.

11.12 KEY WORDS

Accounting Machine: A machine used for repetitive accounting jobs in the office. It

is specially designed for posting of ledgers, preparing payrolls, costing abstracts,
invoices, etc.

Adding Machines: Machines used lor guick totalling of a number oi amounts,

Billing Machine: A machine which is a combination of a roller type typewriter and a
calculator. It can be used for preparing invoices, bills, cash memos. ete

Caleulating Machines: A machine used for operations such as subtracting,
multiplying, dividing, percentage, cte.

Cash Register: A machine used to maintain accounts of cash sales.

Electronic Computer: A replica of human brain. It can perform complex
mathematical operations at a very fast speed and has memory 1o store data



Facsimile. Also callea fax or telefax, telegraphy, is an iinprovement over telex. It Office Equipmient snil
assists in transmitting drawings, sketches, diagrams, formulas, etc., over the Machlnés-11
teleprinter.

Telex: It makes use of teleprinters at the points of transmitting and receiving the
message.

11.13 ANSWERS TO CHECK YOUR PROGRESS

A 2) 0 True ii) True iii} False iv) True v) True
B 4) i) True i) True iii) True iv) False v} False

11.14 TERMINAL QUESTIONS

1} Explain the working and uses of calculating machines in modern offices,

2) Diiscuss the various types of calculating machines used by modern organisations
for the computation work, What are their common advantages?

3) Enumerate the broad features of adding machines. Discuss the utility of these
machines.

4)  What is a cash register? Which type of organisations can use this machine Tor
elfective recording of cash receipts?

5) 'Write brief notes on the following:

i) Dilling machine

ii) Accounting machine
iii) Electronic computer
iv) Cash register

6) ‘What do you understand by telex? How do businessmen make use of this
service?

7} Explain the working of telefax. What ar¢ its mnerits?

#) Explain various machines used for communication in the offices.

Note : These questions will help you to understand the unit better. Try to write
answers for them. Dut do not submit your answers te the university for
assessiment. These are for your practice only.
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UNIT 12 DATA PROCESSING

Structure
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12.1  Introduction _
i2;2 Meaning of Data and Information
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12.2.3 Distinction betweén Data and Information
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12.i2 Key Words
12.13 Answers Lo Check Your Progress
12.14 Terminal Questions

12.0 OBJECTIVES

After studying this unit, you-should be able to:

® siate the nature and importance of data and information in modern organisations
@ distinguish between data and information

o explmn the meaning of data life-cycle

® identily different methods of data collection and data processing to produce
information

® recognisc what determines the value of information

e describe the methods of presentation of data.

12.1 INTRODUCTION

Since the beginning of civilisation, people have required information to aid them in
making personal decisions as well as in managing organisations. Recording
information became necessary in course of time with the growth of social activities
and organisations. Historians have traced some type of record keeping and data
processing back to about 3500 B.C., when merchants in Babylonia were known fo
have kept records on clay tablets. At abolt, the same time, the ancient Egyptians
made a great improvement in regord keeping when they started using papyrus (the
forerunner of paper) and a sharp pointed pen called *Calmus’. Today orpanisations
of all types keep. records affd process data. but the technology of data processing has
had a quantum leap forward especially during the last two decades. The world has
gone through the agricultural revolution, industrial revolution and now is.in the
midst of what may be called information revolution.

In this unit, we shall discussthe nature and importance of data and information in a
modern organisation, necessity ol data processing, types and sources of data and

methods of dala presentation.

12.2 MEANING OF DATA AND INFORMATION

The terms ‘data’ and ‘irformation” are often used in the same sensc. Howaver, there

is a dilference which must be noted so as to appreciate the significance of data and
information. '



12.2.1 What is Data? Data Processing

In short, the term data’ may be defined as a collection of facts and figures or a set
of numbers. For instance, data may consist of figures of income and expenses
recorded in the books of accounts, or quantities of goods sold contained in the
invoices, or amount of wages and salaries paid to employees contained in the
monthly payroll, and so on. Data may also consist of estimated demand for a
product in different regions determined on the basis of market survay, or estimated
exports and imperts of cominodities, or targets of imports and exports to be
achicved during the five year plan period. These and various other types of data may
be of interest to business enterprises for various purposes.

12.2.2 What is Information?

The mass of data in its raw form may not be useful as such. But to be useful in a
particular context, the relevant data must be put across in a meaningful form, This
may involve certain calculations, classifications of items, tabulation and presentation
of figures in a form useful for the purpose in view. Conversion of raw data to make
it informative in a specific context is known as data processing. When facts and
figures have been processed they become information, and can be ysed as a basis for
decision-making or action. Information may, therefore, be reparded as the result of
data processing. Information is derived through the processing of data, i.=.,
conversion of data into meaningful form. Fer example, sales invoicas put together in
a file may contain data relating to goods sold during a period. But these figures will
not serve as information to the sales manager until the sales figures have been added
upon monthly or weekly bagis and put up to him in the form of a proper statemernt

Information is the processed data or meaningful data. it becomes information only
to the extent it is uselul and adds to the knowledge of the recipient. The same
information may be useful in varying degree to different persons depending on the
iature of their respective needs. Information relating fo manufacturing costs will
surely be more useful to th: production manager than to the personnel manager.
Again, a set of figures after processing may become useful information in one
situation, but it may still be regarded as data if it needs furthe: processing to serve as
information for someone else. Thus, what is information in-one case may be datg in
another. For example, data from sales invoices added up and presented as a monthly
snles statement is information to the sales manager. But the same information has to
be processed further showing, region-wise monthly sales. so as to be useful as
informAtion for sales supervisors in different market regions.

12.2.3 Distinetion between Data and Information

We have discussed the meanings of data and information in detail separately. Many

peaple quite often use these ierms synonymously. Now let us study the difference
between these two terms.

As you know, data refers to a set of isolated raw facts, figures and statistics which
are unrelated and uninterpreted. Thus, data is defined as a collection of numbers,

@ INFORMATION

Figure 12.1: Conversion of Data into Information,
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letters or symbols that can be processed, maintained or produced. Data may not be
organised, may not add to our knowledge and may not surprise us. Organisational
activities like sales, production, billing, collecting amounts due, etc., are examples of
activities for which data can be availabie. Data have value only if they are useful in
the performance of organisational activities. A bunch of cards relating to sales
invoices, by itsell, may have little use to the concerned stall. However, many reports
can be prepared using the various data processing systems and made avaiaole to the
concerned stafl.

As stated earlier, information is the result or product of processing data, as shown in
Figure 12.1,

Informatinn provides knowledge. It contains an element -of surprise, reduces
uncertainty and triggers off action. Information may convey an occurrence or a set
of occurrences which carry messages which, when perceived by the rcc:p:cntc through
any of the senses, increases their state of knowledge.

Data becomes information when it is processed and placed in some context. in fact,
the relation of data to information is that of raw material to finished product.
Information for one person may be the raw material for another. Information is now
considered a resource which supplements the existing resource by introducing
messages and causing action.

Realistically, information communicates the state of a situation, but the perception
can differ significantly between users. Information containing the same message in
content and quantity communicated in the same way and at the same time, does not
mean that it will be used similarly by all the receivers. Usage of information for
various receivers would depend largely upon the perception. background and
prejudice of the users.

Information is information only to ihe extent it serves the needs of the manager, It is
significant for a manager only if it can add to his knowledge in planning the
operations and help him in discharging his managerial responsibility. Only properly
organised data enable managers to react to the same otherwise data becomes useless,

Check Your Progress A
[} What is data?

2} What 5 information?

3} Distinguish between data and information.

4) State v.h:thr:r the I'nllnwlng may be called data or information from the
viewpoint of the manager of a company.
i) Profit and Loss slatement for the year.
i) Salary statements of cach employee presented in one file.
iii) Statewise details of targets and sales of the company product.

iv) Statement showing the cost per unit for ihe products produced by the
company,

v) List of employees of the company.



123 IMPORTANCE OF DATA AND INFORMATION Bala PIANE

Intormation is now regarded as one of the basic components of managerial decision
making. It is as valuable as the human, material and financial resources. That is
mainly because without information the firm cannot ensure proper use of the other
tangible resources. The growth in size and increasing compieaity of business
enterprises has made it difficult for any one individual to manage various activities
without necessary data and information. Efficient management always depends on
the use of reliable data and information for planning, coordination and control. For
decision-making and problem-solving, necessary data and information must be made
available to managers at all levels of the organisation. Modern enterprises involve
huge investment of capital, which includes capital contributed by-owners as well ag
borrowed funds. Hence, owners and investors also need information about the
performance and progress of ithe firm and its financial position at periodic intervals,

Executives of not only business enterprises but also other organisations such as
government departments, municipal corporations, educational institutions, etc.,
require correct information to make correct decisions with regard to planning,
coordination and controlling various activities. Their success depends. largely on the
adequacy of information on which the decisions are based.

The importance of data and information ha grown rapidly in recent years due to the
application of scientific methods in the management of organisations. Indeed
management today is no longer based on rule of thumb or intuition. 1t involves use
of scientific techniques for which availability of data is a must. Arising out of the
increasing use of quantitative techniques in management, there has been a
corresponding development in the methods of recording, processing and storage of
data with the help of electronic devices like computers. Thus, it is possible now to
handle massive data and information within a short time. One of the major functions
of the office manager today is to continuously supply information required by
executives as well as public.

12.4 CLASSIFICATION OF DATA

Data represent events and occurrences of various kinds. Data generated by business

[irms and available to business firms from various sources may be broadly classified
as follows:

1} Classification based on the nature of the data
i) Financial data
11} Meonfinancial data

2} Classification based on the sources of the data
i} Internal data
ii) External data

3) Classification based on the origin of the data
i) Primary data
i1}  Sccondary data

Let us study these classificmions in detail

Financial Data and Nonfinancial Data

Financial data consist pf figures expressed in monetary units, such as rupees, dollars
pound sterling, etc. Figures of income and expenditure, captal invested, value of
opening and closing stocks, annual financial statements (Profit & Loss Account and
Balance Sheet) include the figures in summarised form. Financial data relating to the
national economy, like gross domestic product,per capital income. value of imports
and exports, loans and advances made by linancial institutions, capital issues by
companies, ete., are published periodically by governinent departments and other
arganisations.

Nonfinancial data refers to facts and figures expressed in other than monetary units. ACGCOM-01175
Such data may be subdivided into two types as a) quantitative data, and b) non-

gquantitative data. 13
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Quantitative data include facts and figures expressed in numbers or other standard
units of measurement of units or by weight (e.g. tonnes of cement, barrels of oil,
bales of cotton, and the like) arc some examples of quantitative data. Similarly,
number of wotkers employed, number employed on daily wages, etc.. are personnel
data expressed in numbers. Facts are sometimes recorded in the form ol opinions or
preferences expressed by people, or ranks or grades assigned to different objects.
Thesc are generally referred to as nonquantitative data. For instance, data may be
generated through market survey representing consumer preferences of different
brands of a product, or opinions may be sought [rom customers regarding rclative
importance of different teatures of a particular product. Similarly, opinions about
effectiveness of advertisements through different media may be expressed by persons
as—'very effective’, ‘moderately efflective’, ineffective’, and so en.

Internal Data and External Data

On the basis of sources of data, distinction may be made between [)internal data,
and 2) external data. Facis and figures which are available as a result of activities

within an organisation are referred to as internal data, Such data may be collected
from the books of accounts, payroll, personnel records, inventory records, files and

documents of the organisation or the results of experiments and tests of product
quality.

External data consist of data obtained from sources outside the organisation. Such
data may by available from the records and reports of the Cormnany Law Roard,
Keserve Bank of India, industry and trade associations, private institutions, Union
and State Governments, United Nations and other International organisations,
professional journals and periodicals, cte.

Primary Data and Secondary Data

The data which is collected for the first time for vour own use is-known as primary
data. The source happens to be primary if the data is collected for the first time by
you as original data. On the other hand, if you are using data which has been
collected, classified and analysed by someone else, then such data is known as
secondary data. For instance, national income data collected by the Government in a
country is primary data for that Government. But the same data becomes secondar
for those who use it later. We mav thus, state that primary data 15 in the shape of
raw materials to which statistical methods are applied for analysis. At the same time
iecondary data s in the shape of finished products since it has already been treated
in some form or the other by statistical methods.

In case you hve decidea to collect primary data, vou have to identify the sources
from which you can collect that data. If you have fecided to use secondary data, it is
necessary for you to edit-and scrutinise such data. Otherwise it may not have the
desired level of accuracy or it may not be suitable or adequate for your purpose, If
you do nol edit and scrutinise the secondary data before you use it, the results of
your investigation may aot be fully correct. Therefore, secondary data should always
be used with great caution. Bowley wries “it is never to tale published statistics at
their face value without knowing their meaning and limitations.”

12.5 CLASSIFICATION OF INFORMATION

Information gencrated and used in an organisation may be classified into five Eroups
as follows,

1) Action versus nonaction information: Nonaction inlormation is synonymous
with data. 1t does not indicate or provide the basis of any action Information

on the basis of which its recipient is expected to do something is known as
action informatien.

2) Recurriag ‘'versus nonrecurring information: Recurring information consists of
information generated at regular intetvals such as periodic factual reports.
Nonrecurring information is typified by a report on studies to facilitate
management deciSion making. This is of a non-repetitive type.



3)

4

5)

Documentary versus nondocumentary information: Documentary information
refers to information which is preserved in some written form, or available on
microfilms, punch cards, magnetic tapes, floppy disks, accounting reports, etc.
Information which is transmitted orally based on individual observation is
known as nondocumentary information,

Internal versus external information: All information gencrated within an
organisation and directly arising out of the activities of the organisation and its
dealings with other entities constitutes internal information. External
information consists of all information originating outside the organisation and
relating to ils external environment.

Historical information versus future projections: Information relatiag to past
events or activilies is known as historical information. Information based on
forecasts or projections and relating to the future are known as projected
information.

Cherk Your Progress B

1)

2)

3}

4)

Distinguish between primary data and secondary dzta,

Give one illustration for each of the following,

i} Action information

State whether the lollowing statements are True or False,

i) In the modern large-scale enterprises decisions are taken by the manager on
intuition.

ii) In a business enterprise decisions are always taken based on financial data.

iti) Facts and figures based on the activities within the organisation are called
internal data.

iv) Primary data is always collected firm internal sources.

vl Information available in the balance sheet of the company may be called
nondocumentary information,

12.6 DATA LIFE-CYCLE

We can think of data hawing their own life-cycle, starting with data generation and
followed by cala manipulanon and transmission of data {and communication of
information) as wel! as storing, retrieving and reproduction of data.

Data Processing

AOCOM-01177
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The generation of data could take place internally and/ or externally. Data generated
need to be captured by recording facts and figures relating to occurrences in some
form such as sales slips, personnel forms, purchase orders, etc.

The captured data may bé stored either in human memory, or in a document or in a
mechanical/electronic device (like microfilm, punched cards, tapes, etc.) or through
some suitable device vefore they are utilised.

Stored data would have to be retrieved from the medium where it is stored by
searching oul and gaining access to specific data elements,

Retrieved data muy be converted or reproduced in a differcnt form of storage or
presentation format like documents, reports, ete. After the transfer of data-to storoge
from the source, next step is data processing. The processed form of data is then
passed on to the user, who again returns it to storage after use.

HKandomly accumulated data have to be stored and classified to reveal appropriate
information. For example, sales data can be classified product-wise, territory-wise
salesperson-wise, eic. Such a classification will give the sales data more meaning.

Sometimes aggregation or synthesis of many pieces of data may be required to
structure a meaningful whole or complete report.

Processing of data might entail quite a bit of maaipulation and calculations
involving addition, subtraction, multiplication, division, etc., based on certain
formulae. Computations may be necessary for deriving employee’s pay, customer’s
bill-financial ratios, etc. Operational research models may be used fer determining
optimal product mix, aggregate planning and determination of econdmic order
quantity.

Data stored must be utilised on some occasion by somzone. Otherwise there is no

point in storing it. When data is finally put in a usable form it can be retrieved and
turned into information at appropriate time.

Some type of a continuous verilication ard evalvation of data ought to be
undertaken. Therefore, data files should be continuously monitored to climinate
useless data. For example, very old data files which have lost their significance
should be discarded. It is important to destroy data following its evaluation or use.
Destruction of data records may be on a purely routine basis following one time use,
or periodical review of old records. Destruction is the terminal stage or the end of
the data life-cycle. The data life-cycle is depicted in Figure 12.2;

H
&
-1
3
g

General F———- Evaluate *  Manipulate #  Utilize
[] [ 3
)
Destroy #  Synthesize 4 |

Figore 12.1: Duta Life Cycle

12.7 INFORMATION ECONOMICS

Yalue of Information

To be of *valug’ there are certain desirable characteristics or attributes of information.
Information must primarily possess attribates of relevance, availability, timeliness,



objectivity, sensitivity, comparability, concisenses, and completeness. Quantifiability
is desired o the maxunum extent possible. The quality attribute reters to the
jpresence or absence of ambiguities in information. Measures of quality are validity,
accuracy and precision. These aspects of quality are especially important and are
applicable to quantified information. Perfect quality is very costly and perhaps
impossible to ensure. Low quality information has an adverse effect on
organisational performance. The applicability of data is relative to the needs of
primary and secondary uscrs, operations personnel, control personnel, maintenance
personnel, etc. The quality of information is determined by how it motivates human
action and contributes to effective decision-making. Information may be evaluated in
terms of ‘utilities’ which may facilitate or retard its use. These ‘utilities’ are explained
below:

1) Form utility: If the information is presented in the sume form as required by the
user, its value increases. For instance, if the manager is looking for a graph
depicting the sales history, he appreciates receiving the information in the
graphical form rather than i1 a abular form.

2) Time utility: Information has grealer value to the decision-maker if it is available
when needed. IF it is made avadable well ahead of time, the recipient might
forget about it. On the other hand. availability after the due time might have no
relevance, Therefore, information should be provided to the decision-makers in
the oflice at the appropriate time. The main problem here is that the decision-
maker may not be kncw'ng when he requires various information. In such cases
information should be provided within the shortest time possible.

3) Place utility (accessibility): Information has greater value if it is accessible or
delivered easily. On-line systems maximise both time and place utilities, 1t is very
important te have the information available at the place desired.

4) Possession utility (organisation loeation): The possessor of information
determines its value by controlling its dissemination to other. Information is
power, or rather one who has information has the power.

Though it is dilficult to guantify the utility of information, one aspect worth
considering is information satisfaction which means the degree 1o which the decision-
maker is satisfied with output of the formal icformation system,

Bias and Errors

Managers have a strong bias towards guality of infotmation. It is possible to
estimate the bias of the decisien-maker and provide him suitably adjusted
information.

Here you should also know about errors in information. Errors, a more serious
problem, may result due to the following reasons;

1} Incorrect data measurement and collection methods

2) Failure to follow correct processing procedure

3) Loss or non-processing of data

4) Wrong recording of data

5) Inaccurate history (master) file (or use of wrong history file)
i) Mistake in processing procedures

7 Deliberate falsification.

In most information systems, the receiver of information might have-no knowledge
of cither bias &1 errors affecting its quality, The difficulties with errors may be
overcome by internal controls to detect errors, internal and external auditing, higher
levels of *confidence limits' to data, and user instruction in measurement and
processing procedures so that user can evaluate possible errors. The first two
methods attempt to reduce the uncertainty about the data and therefore increase the
information content. The last two remedi=s provide the user with confidence limits.

Value of Perfect Information

In the decision,framework, there could be decision-making under tertainty where we
assume existence of perfect information regarding outcomes. In decision-making
under uncertainty. we assume only a knowledge of possible outcomes but no
information as to probabilities. In decision theory, the value of information is the

ACCOM-01173
7



OfMce Mathines and value of the change in decision behaviour caused because of avaifability of

Data Procrssing information less the cost of obtaining the information. Given a set of possible
decisions, a decision-maker will sclect one on the basis of the. information ar famd,
However, il a new set of information changes the decision, then the value of the new
information is the difference in value between the outcome of the ald decision and
that of the new decison, less the cost of obtaining the new information. The value of
perfect information can be computed as the difference between the ‘aptital’ palicy
without perfect information and the ‘ideal optimal’ policy with perfect information.

The concept of the value of perfect information is useful because it demonstrates
how information may influence or change decision. However, decision are usually
made without the right and appropriate information because the needed information
iy usvally not available, or the effort to acquire the information may be too great
and too costly, or there is no knovlsdge of the availability of information, or the
information is not available in the form necded.

Check Your Progress C
1) What is data life-cycle?

1) Differentiate between bias and error in data,

3} State whether the following statements are True or False,
i) Timeliness is an important airibute of infermation.

i) kf the information is provided in the samme form as reguired by the user, it
may be referred to as ume utility.

iiiy Failure 1o follow perreet proeessing procedure results in errors in data,

ivi Given a set of pestible decisions, o decision-maker will select one on the
basis of the information at hand.

12.8 DATA COLLECTION METHODS

Jn many cases the data needed may cxist in an accessiblz form and you have to
merely identily the source, As discussed carlier, this kind of data is calied secondry
gxa. It may be available within the organisation in internal records or from external
sourceg sweh as advertising agencies, professional associations, government agericies,
trade public. » .5, stc. If the data are available from such secondary sources, the
rescarcher has saved time and money. However, he must be careful to evaluzte
secondary data, sinc: they were coliected for a variety of purposes and under a
varicty of cot..itions that may limit the:r usefulness. Secondary data should be
checked fcr impartiality, validity and reliability.

When satisfactory secondary data are not available, you have to collect the data
from primary sources. Primary data also may be Tound in internal sources or
external sources or both. Now let us briefly study the methods of collecting primary
data as well as secondary daia.

Methods of collecting Primary Data

There are several methods which one can use for the collection of primary data, The
important methods are: 1) observation, 2 interviews, 3} questionnaire, and
4) schedule. Let us briefly study these methods:

1) Observations: In this cass you have to collect the information through personal
18 abservation and intensive study of the phenomenon when it actually oecurs.

ACCOM-01/180



1) Interview: The desired information is obiained by inteiviewing those persons Data Procemlng
who are supposed to have knowledge about the problem under investigation.

3) Questionnaire: In this method, the information is collected from various sources
by mailing the questionnaire containing a list of questions relating to the
problem under investigation. The questionnaire is mailed to the persons
concerned and the respondents are requested to answer the questions and return
the questionnaire.

4) Schedule: In the case of schedule method, the questionnaires are sent through
enumerators. These enumerators personally contact the respondents, ask the
questions listed in the schedule and fill the answers themselves.

Sources of Secondary Data

Secondary data can be collected from two sources: 1) published sources, and

2) unpublished sources. The sources of published data arc usually the official
publications of the Government, governments of {oreign countries, international
bodies (e.g. United Nations Organisation, World Bank, ete ), trade associations,
chambers of commerce, banks, stock exchanges, technical and trade journals, books,
newspapers, magazines etc. The sources of unpublished data are varied and such
material may be found with scholars, research workers, trade associztions, ete,

12.9 DATA PROCESSING METHODS

‘In every organisation, a certain amount of paper work is required for data
processing. It can be done in a varicty of ways. In the past, data processing consisted
of manual operations with the aid of pencil, paper, slide rule, ete, Then carae the
electro-mechanical method which involved operations with the help of machines, The
usc of typewriters, cash registers, time clocks, ete, followed in succession.

The punch card equipinent came into use along with the “unit record system’
whereby data were punched (recorded) on a card. A number ot ca.ds placed logically
and sequentially in a deck was termed as *file’. There was considerable reduction in
the manual efforts with the introduction of punch card equipment. Howcever, it was
only after the development of the electronic computer that machine became capable
of performing most of the operatiops without intermittent human intervention.

Today data processing is generally associated with a computer or electronic data
processing (EDP).

The computer essentially consists of input device, a central processing unit CPU)
and output device. Data fed into computer can be retained, stored and processed as
per instructions and the results obtained in print; and can ilso be retrieved from its
memery whenever needed. A computer executes the instructions given to it and

performs various operations at very high speed. It is particularly suited for highly
repetitive type of calculations.

Significant technological development in recent years (especially in the field of
electronics) has reduced the cost and size of the computer to such an extent that
organisations of almost any size can benefit from computer data processing.

12.10 PRESENTATION OF DATA

To be of any use for decision-making and action, data must be presented in a proper
form so as to convey the relevent information meaningfully. Too often managers are
swamped with raw computer printouts, neatly bound to imnress them. They are
routinely fed reports which serve littie purpose when operations are progressing

smoothly. But when a ¢risis does occur, a day or more is required to get the relevant
information.

Processed data (information) may be required by managers for problem-solving as ACCOM-01/181
well planning, coordination and control of ongoing activities. Depending on the
purpose in view, data may be presented in the form of tables, diagrams, charts, 39
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graphs, descriptive and wnalytical reports which ure discussed briefly in the
subsequent portion.

Tabular Presentation

This is a technique of arranging data in an orderly monnerin rows and columns.
Horizontal arrangement of data 1s called rows and the vertical arrangement is known
as columns. Tavular presentation facilitates comparison of data, helps in identifying
the desired values, provides a basis for analysis, and exhibits the trend of data,

Diagrammatic Presentation

Besides tabular form, data can also be presented in the form of diagrams and graphs
having a grater visual impact. Visual presentation of data eliminates the dullness of
numerical data, makes the comparison of data simpler, helps in locating various
statistical measure, and establishes trends of past performance. A diagram should
have a concis and self-explantory title. Colours and shades may alzo be used to

exhibit various comdone and in it The available space should be aptimally utilised to
make the diagram signification.

Diagrams may be classified into three catapories:

13 One dimensional diagrams, 2% two dimensional dagrams, and ) three dimensional
diagrams.

In the one dimensional diagrams, values are indicated only by the length of lines or
bars, The length of each bar is proporticnate to the magnitude of given data.
WNegative values can also be shown in these diagrams and the bars can either be
prepared horizonally or vertically,

One dimensional diagrams may agins be of different types, e.g., [) Simple.bar
diagrams, 2) multiple bar diagrams,3) subdjvided bar diagrams, and 4) percentage
subdivided bar diagrams. A simple bar diagram represents one value whereas the
multiple bar diagram represents more than one value. A subdivided bar diagram
represents different components of a given variable. When a subdivided bar diagram
is prepared on percentage basis, it is called percentage,

Two dimensional diagrams are prepared on the basis of length and width. These
diagrams signify.area. Two dimensionai diagrams arc classified as: |) rectangles,

2) subdivided rectangles 3) squares and circies, and 4) pie diagrams. For preparing a
rectangle, its length and width ave to be determined. A rectangle can also be
subdivided and the subdivided rectangles also represcini area. For preparing squares
the square roots of the given data is to pe calculated to determine the side of the
square. Similarly, the radius is determined to draw the circle dingram. A pie diagram
iz a segmented circle, where the sizes of the various segments are in the proportion of
the values of differeni components to the total.

Graphic Presentation

Presentation of data on a graph paper is known as graphic presentation. It renders
comparison of data easier, helps in establishing trends of past performance and
makes it possible to determine positional averages. Graphs are prepared on the basis
of coordinated system of plotting peints and joining them by lines. Graphs are of
two types: 1) graphs of time series, and 2) graphs of frequency distribution.

Graphs of time series, alsu called Historigram, depict chronological data. Time,
being the independent variable, is always taken on X-axis and the dependent variable
is taken on Y-axis. This type of graph can either be prepared for one dependent
variable or more than one dependent variable. A historigram can also be prepared
for negative values. In case two dependent variables are given with two different
units of measurement, the data can be represenied by means of mixed graphs. Two
vertical axes are taken in this case and two curves are drawn on the bases of these
axes for the two variables. Another type of historigram is a range graph which is
prepared to show the range of data. This graph is prepared to show how the extreme
values (i.e., maximum and minimum values) of a dependent variable are changing
with time.

Graphs of frequency distribution represent the data of frequency distribution. In this
type of graph, the value of a variable is taken on X-axis and the values derived from



frequencies on Y-axis. The graphs of [requency distribution are classified as:
1) histogram, 2) frequency polygon, 3) frequency curve and 4) ogive.

A histogram is a series of rectangles which are proportionate in width to the
magnitude of class intervals and proportionate in area tc the frequency pertaining to
that class interval. When class intervals are all equal, the height of the rectangles will
also be numerically proportionate to the frequency. In case the clzss intervals are
unequal, the height will be proportional to frequency density, A frequency polygon is
constructed by plotting the density of frequencies against the mid points of classes. It
can also be prepared first by preparing a histogram and then by putting dots against
the mid points and then joining these dots by straight lines. It is extended.on both
the sides of histogram. The area under a histogram and a frequency polygon is
always the same. A frequency curve is prepared by free liand to smoothen the
frequency polygon. 1t is a generalisation of frequency polygon.

An ogive or a cemulative frequency graph depicts cumulative frequencies. We can
either prepare a “less then” ogive when cumulative frequencies are in ascending
order, or a “more than" ogive, when cumulative frequencies are in descending order.
An ogive helps us to locate median and other partition values,

To know the procedures of preparing tables, diagrams and graphs read unit 7-9 of
ECO-07 Elements of Statistics (Elective Course in Commerce)

Check Your Progress Id
1} Differentiate between guestionnaire method and schedule method of data
collection,

2  Differentiate between diagrammatic presentation and graphic presentation of
information.

3) Match the following:

Hem A Item B

i) Investigator watched the a) Questionnaire methoo
incident and noted details,

n) Respondent himseli has b) Observatica method

wrillen the answers for a
series of questions.

iii) lnvestigator asked some ¢} Schedule method
questions and noted the
ANSWers.

iv) Investigator asked some d} Interview method

questions which are written
on a paper and noted the
responses on the same paper.

12.11 LET US SUM UP

Over the years with the growing complexities and volume of activities of any
organisation. the importance of information has increased manifold. The term data refers

Diata Proceaslng
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to a collection ol facts and figures or a set of numbers which are unrelated and
uninterpreted. In the present day business environment, information is regarded as one of
the basic components of managerial decision-making.

Data may be classified in many ways. Based on the nature of data, it may be
classified as financial data and nonfinancial data. Depending on the source, data is
classified as internal data and exterral data. It can also be classified as primary data
and secondary data on the basis of its origin. Similarly, information may be
classified as: 1) action and nonaction information, 2) recurring and NONTECUrring
information, 3} documentary and nondocumentary information, 4) internal and
external information, and 5) historical and future projections,

Data also has its own life-cycle starting with data generation, followed by data
manipulation, transmission, storing, retrieving and reproduction,

The value of utility of information increases depending on circumstances. It is quite
difficult to quantify the desirable characteristics of information. There are {our basic
methods of collecting primary data: 1) observation, 2} interview, 1) questionnaire,
and 4) schedule. Initially data processing was done manuaily, With the technological
development, a number of mechamical devices such as typewriters, cash registers,
time clocks, punch card equipment, computers, erc.. arc introduced for the purposes
of data processing. Presentation of information in a useful form is very important.
Information may be provided in the forms of tables, diagrams and graphs.

12.12 KEY WORDS

Dats: Raw facts and figures which when suitably processed, pive ys information.

Diagrammatic and Graphic presentation: Presentation of data in the form of
diagrams and graphs.

Information: End product obtained by processing raw data for a particulay
requirement.

Tabular presentation: A technique of arranging data in an orderly manner in rows
and columns. Horizontal arrangement of data is called rows and the vertical
arrangemant is known as columns.

12.13 ANSWERS TO CHECK YOUR PROGRESS

A 4) i) Information i) Data i) Information
iv) Information vl Data
B 4 i) False i) False i) True
iv) False v] False
C 3 1) True 1) False i) True
iv) True
D3 i) b i) a ii) d
iv) ¢

12.14 TERMINAL QUESTIONS

I} Explain the major reasons for the cver increasing need for data processing.

2) What impact would i) the technological revolution, ii) research and development,
iii) product changes and iv) the information explosions have on the need for
information by management in a light commercial vehicle manufacturing company,
a health care delivery system and an engineering college?

3) Describe the importance of data and information in modern organisations.

4) Define the terms ‘data’ and ‘information’. Discuss the differences between these
two terms with appropriate examples,



5y “Tuke any siuation in an organisation and illustrate how 2 data life-cycle works Datx Processing
in such a context

) Find a user of information in any organisation of your choice and identily some
important reporis that he or she receives. Ascertain or estimate the cost of this
report and its value.

71 Write explanatory notes on the following:

a) Data analysis
b) Data life-cycle
c) Data processing.

Note : These questions will help you to understand the unit better. Try to write
answers for them. But do not submit your answers to the university for
assessment. These are for your practice only.
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UNIT 13 USE OF COMPUTERS
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13.0 OBJECTIVES

After studying this unit, you should be able to:
® explain the use of computers for efficient affice management

® ecvaluate the role advantages and limitations of computer-aided decision-making in
office management

outline the nature and uses of the common types of software used for application
on computers,

13.1 INTRODUCTION

In unit ii you nave briefly learnt about the use of computers for data processing in
office management. In this unit you will study in more detail about the computer,
You will learn about the various component units of a computer, input and output

devices, types of software used, computer applications, and advantages and
limitations of computers.

13.2 EVOLUTION OF COMPUTERS

An account of the development of computer technology is the story of a revolution
that began in the 1940s. The first commercial computer was large cnough to fill up a
big room. It was so expensivz that only a US Government department could afford
it. One had to be a mathematical wizard 1o operate it. Compare this with the present
desk top Personal Computer: Its speed, processing power and versatility is far
superior to this early machine. Even a child can operate it effectively and its price is
well within the reach of an average person. All this progress has taken place in the
incredibly short span of about 45 years, There is no other form of technology or
branch of science that matches the phenomenal progress of computer technology.

The phases of evolution of computers are commonly termed as ‘generations”.
Usually, an important technological breakthrough or conceptual reorientation in the
field of hardware or software, trigger the birth of a new generation, pushing the
earlier generation into obsolescence. You may find a twenty year old car or 15 years
old radio, bt seldom you come across anyons using a vintage computer system. The
economics and operational advantage of switching over to a new system weigh
heavily against continuation with an older machine. You must also remember that
the main thrust of technological progress in computers is towards producing smaller,



faster, cheaper and more user-friendly machines. In recent times, however, generation Use of Computers
changes have become both defused and controversial. There are so many parallel

developments in every facet of computer technology, that it has become almost

impossible to pinpoint a pacticular year or event as the beginning of a new generation,

Even now, there is a lot of debate on whether we are at the end of the fourth or at the

beginning of the fifth gengration. For all practical purposes, however, you may safely

assume that we are somewhere in the grey zone between the fourth and the fifth

generation,

Today, computer technology has permeated every sphers of existence of modern
man. From railway reservations to medical diagnosis, from TV programmes lo
satellite launching, from match-making to criminal catching—everywhere we witness
the elegance, sophistication and efficiency possibiec only with the help of computers,

The introduction of this technology to enhance the efficiency of typical office
functions, however, has been an offshoot of its recent development. It was only made
possible when the price of a computer came down to the affordable limits of a
common office and it could be operated by an average office worker.

The growth and development of this technology, nowever, has largely by passed
India. In spite of some promising attempts at fundamental research during the fifties,
by and large, this technology has not had the desired impact on our country.

13.3 COMPONENTS OF COMPUTERS

A computer has four major componcents as follows:
1) The memory to hold data and results of calculations,
2) The processor, where the calculations are performed,

3} The puses to transfer the data back and forth between the memory and
processor.

4) The input and output units to read data and write results.

The machines which help the inputjoutput, storage of information, and the
processor are collectively known as the ‘Hardware’. Thus, the physical units of a
computer system constitute the compuier hardware. When you look at a computer
system, you are actually looking at the computer hardware, These hardware units are
directed through instructions to achieve an objective. The instructions to the
computer ¢an be grouped together to form programmes, and a set of programmes
which aim at performing a task, is known as *‘Software",

A computer, like the human brain, receives information, stores it, processes it, and
displays results. A computer receives information from input devices, stores it in the
memory, processes this information in the central processing unit and displays the
resulls of processing in a useful form through output devices. The memory of the
computer like the human memory is limited. lence, it stores most eritica!
information in its main memory and less critical, less frequently used, and more
voluminous information 1n its secondary memory.

The Central Processing Unit is composed of the Arithmetic Logic Unit (ALU) which
computes the mathematical functions like addition, subtraction, division and
multiplication. It has also a memory (like the human brain) where data to be
processed can be stored. There is also a control unit which handles the job of

controlling the entire working system of the computer comprising the input, CPU
memory, ALU, and the output devices,

The functions and component units of the computer are summarized in Figure 13.1.
ACCOM-01187
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Classification of Computers

C.pru.
(Procossar)

Input Devices

. Punched
cards
. Punched
paper tapc
3. Magnetic
tape
4, Key Board
5. Magnetic
Ink Character
reader
G, Optical
scanners
7. Cathode
Ray tube
8. Others.

[

Arithmatic Logic Unit

_______ Output Devices
Performs mathematical e A T
calculations . Punched
cards.
Primary Memory 2. Punched
paper tape
Acts like the memory or 3. Maognetic
the brain of the computer, Lpe
. Printer
5. Ciuthode
» Ray tube
Control Unit 6. Plotters
— o —— T. Others.
L. Dineets and controlbs
the activities of
e computer
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Figure 13.7: Diagrammatic Representation of
a Comouier.

The main criteria for classifying the computers are speed, cost, capability and size.
Dasically, computers are divided into four categories: 1) Microcomputers,
2) Minicomputers, 3} Mainframe computers, and 4) Super computers.

Microcomputers: These microcomputers are on the lowest end of the scale. They are
normally single-microprocessor, single-user systems designed for performing basic
applications like work processing, educatioral training, clementary database
manipulations and playing games. They are mainly used in offices, homes and
schools. According to their usage, microcomputers are [urther classified as home
computers, personal computers, desktop computers, portable computers, ete. Look at
Figure 13.2 to get the idea of a microcemputer.

Figure 13.2: Micro Computer
Minicomputers: Compared with microcomputers, these minicomputers arc more
powerful in terms of processing power. Minicomputers are bigger in size and many
users can 1 - one simultaneously. They have greater storage capacity. They are
mainly used in banks, colleges and medium sized organisations.

Mainframe computers: These computers tackle huge volumes of data. They are very
big in size and more than hundred users can use onc simultaneously. They are very
fast end have immene= amount of storage capacity. They are used by bigger.




organisations such as nirlines, rail ticket reservations, scientific institutions, etc. They

are very expensive. The cost can range from a few lakhs to a few crores. Look at the
mainf{rame computer shown in Figure 13.3.

Super eomputers: These are the most powerful of all computers. Each computer has
several processors running together giving it immense speed and power. It can handle
huge amounts of caleulations which are beyond human capabilities. Super computers
are used for applications such as weather forccasting, nuclear science research,
aerodynamic modelling and powe - ul simulations in physics and chemistry. India has
only one super computer which is used for weather prediction. They are very
expensive, costing several crores,

13.4 INPUT AND OUTPUT DEVICES

The various input and output devices are briefly described below:

It is a card having 80 columns and 10 rows, on which holes are punched st the
appropriate place to represent character and numbers, It is the most ancient (few
decades old) input medium. Instruction and data punched on cards were input into a
computer through a eard reader. A printed card survived a number of decades
because of its simplicity, but is on its way out now. Punched cards are being

replaced by keyboards which provided direct data entry. Look at the punched card
presented in Figure 3.4
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Figure 13.4: Penched Card
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Magnetic Tape

A magnetic tape is a very compact medium for storing a large amount of data. A
standard tape reel is 2400 feet long, 1/2 inch wide and stores up to anywhere from
20MB to 150MB depending on the recording density it permits. Magnetic tape is

mounted on a iape drive which has a read/write head. Look at the magnetic tape
shown in Figure 13.5:

Figure 13.5: Magnelic 1ape

The density of a magnetic tape refers to the amount of information stored in one
inch of its tape length and is measured in bits per inch (bpi). Standard tapes come
with 80D bpi or 1600 bpi, even though tapes with 6250 bpi are also common. A text-
book of 600 pages with 50 lines per page and 40 letters per line can be

accommodated in less than 20 feet of tape of density 6250 bpi. Imagine how much
data can be stored in a 2400 fect tape?

One of the major advantages of a tape is its economic storage of large volumes of
data, However, it has a raajor disadvanige too. It permits only serial access of data.
This is because the read/write head is fixed or immovable, As a result the tape has

to be moved physically over the read/write head till we come to the desired location
to access the required data.

Keyboard

it is one of the most common input devices. lts operations are similar to
conventional typewriters. The layout of the keyboard is also like that of the.
traditional typewriter, although there are some extra command and function keys
provided. Substantial development has taken place in the keyboard design to
minimise operator’s strain. In a multi-language environmer:t like in India, special
keyboards have been designed to provide character set in different languages. Look
at Figure 13.6 for the picture of keyboard:

ACCOM-01/190
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Terminal

Terminals have become very pupular interactive input and output units. A terminal,
when connected to a CPLU, sends data and instructions direcily into the computer.
Terminals can be classified into two types, namely hard copy terminats and soft copy
terminals, A hard copy terminal provides a print-out on paper whereas a soft copy
terminal provides visual display on a screen. A sott copy terminal is also known as a
CRT (Cathode Ray Tube) terminal. Terminals are also classified as dumb terminals
or intelligent terminals depending upon provision lor any intelligence or otherwise ai
the terminal. Current technolegy has brought about a low price differential between
intelligent and dumb terminals. This-encourages increasing use of intelligent
terminals. A graphic display terminal displays information in both character and
graphic forms. These are extensively used for CAD/CAM (Computer Aided
Design/Computer Aided Manufacture) applications. Terminal is shown in

Figure 13.7:

Figure 13.7: Terminal

Pointing Devices

As you know, the keyboard provides facility to input da . and commands to a
computer in text form. But, while working with a display based computer system, we
find that we are mostly pointing to same area in the display to select a menu option,
and then move across on the sereen to select subsequent options. The keyboard
provides cursor keys for this purpose, but these tend to be cumbersome and slow
where we have to manipulate the keys to effect both horizontal and vertical
movements on the screen. There are several pointing and drawing devices which
facilitate this operation, such as the mouse, light pen, trackballs, joy-stick, ete. These

are commonly in use with computer systems. Look at the mouse (pointing device)
shown in Figure 13.8:

Figure 13.8: Mouse (Pginting Device)

Use of Computers
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Printer

The main disadvantage of a display screen is th_a: in_fnrmmiun dis!'.-layed an it is lost
from view when new information is displayed. A printer §nlw_s this pruhlcm._ It
provides a permanent record of the results of processing in printed form on paper.
This is called the hard-copy output. There are HWI.!!IIW of printers used on
computer based systems. Look at the printers shown in Figure 13.9:

Figure 13.9: Printers

The choice of piinter is related to the needs of a particular application. There is a
considerable variation in cost, speed, quality of print, ete. The most commonly used
printers with microcomputers are dot matriz printer. These are generally low cost as
compared to line printers or page printers. These arc slow, but usually adequate for
small volume output. The quality of the print of a dot matrix printer is not as good
as that of a daisy wheel printer, a fine printer or & page printer, Daisy whee! printers
produce better quality output. However. they have a limitation as regards the
character set available, A change in font/size of the character involves a change in
the daisy wheel itsell. For high speed operation line printers may be used, These
may produce 100 to 300 lines per minute compaced with around 50 lines per minute
by a character printer, Lina printers are usually used where large volumes of printed
output are required. Even higher speeds of 1000 lives or more per minute are
possible by using page printers. Page printers are usually the most expensive printers,

These are quieter as compared Lo line or character printer, and offer specialised
facilities.

A printer can take paser in the form of either single shests or continuous stalionery,
One can aiso use pre-prinied stationery such as puper with letterheads. Some printers

can glso produce the high resolution graphics on paper by copying the contents of
the screen on to paper. This is known as ‘sereen dump ,

Source Data Automation

Most recent trend for data input is towards source data av.omation, The equipments
used for source data automation capture data as a by-product of a business activity
thereby completely eliminating manual input of data. Some examples are:

1) Magnetic ink character recognition (MICR) devices are generally used by the

banking industry to read the account numbers of cheques directly and do the
necesiary processing.

1) Optical mark recognition (OMR) devices car sense marks on computer readable
papers. This kind of Jdevice is used by academic and testing institutions to grade
aptitude tests where candidates mark the correct alternatives on a special sheet
of paper. These answer sheets are then directly read by the optical mark
recognition devices and the information sent to a computer for progessing,

3} Optical Bar Code Readers (DBR) can scan a set of vertical bars of different
width for specific data and are used to read tags and merchandise in stores,
medical, records, library books, etc. These are available as held devices.



Magnetic Disk Uae of Computers

Magnetic disks facilitate direet/ random access to data in store, as compared to the
sequential processing mechanism for data on magnetic tape. 1t is helpful to visualise

a magnetic disk as the track of an LP record. Disks can be broadly classified inio
Noppy disks and hard disks.

A floppy disk consists of various tracks which are concentric circles. A track is
divided into sectors, which can be considered as smallest chunk available for data
storage or retrieval. Hard disk can store much more information than a floppy disk.
The capacity of hard disks, used in microcomputess, gencrally ranges from 20MB to
EOMB. As the hard disks are protected by an outside covering, they are less prone to
dust and environment. Winchester disks are the most commonly used hard disks in
microcomputers. These provide substantially faster data access compared to floppy
disks and provide very large data storage [or on-line retrieval. Floppy disk is shown
in Figure 13.10:

Figure 13.10: Floppy Disk

Check Your Progress A

1)

)

Visit a computer centre and examinz the parts of a computer
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6) State whether the following statements are True or False.
1} Normally, four persons can work simultanecuslv on the microcompuier.
ii) Layout of the keyboard of a cemputer is similar to the typewriter.
iii} Line printer i faster than the page printer.

iv) The part of the computer which performs the computations work is called
memaory.,

v} Physical uints of a computer system are called sofiware,

13.5 SOFTWARE USED IN COMPUTERS

As discusser earlier, the term ‘Hardware’ refers to the physical components of the
computer (like cathode ray iube, keyboard, printer, etc.j which one can see and
touch. On the other hand, ‘Zoftware’ consists of the programmes written by human
beings to get the desired results from the computers. Software is primarily of two
kinds: 1) system software which controls the functiening of the computer, and

2) application software which are the programmes written to achieve a desired result
for the uscr. In this unit we shall discuss only about application software with which
users are mainly concerned

Soltware available for computers include popular programming languages like
BASIC, COBOL and FORTRAN. However, because of their large numbers and
personal use, powerful applications sofware which do not require significant
programming-knowledge have been developed to run on computers. The most
important categories of software which enable a user to autonomously utilise a
computer are:

1Y Databas. Management Software
2} Word Processing Software

3) Spreadsheet Software

4) Graphic Software

5) Data Communication Software
6) Statistical Softwar

7 Operations Research Software

Let us study about these softwares brielly,

1. Database Management Software

Software packages called ‘Data Base Systems (DBMS)' have been developed to
handle the problems of maintaining and integrating large volumes of data on large
computers. The DBMS package provides a very high level language interface which
can be easily learned and used by a user who is nol a computer programmer. In a
few hours, it is possible to acquire enough skills to use the basic features of DRIMS
packages like dBASE 111 plus or Foxbase, which are the best selling software
currcntiy in this class.

Like other DBMS packages, dBASE 11l provides features for:

i) Creating data files on a computer

il Maintaining these data files by way of providing functions for adding, deleting,
editing and updating a given set of data items

iii} Generating reports based on the data files created through the package

iv) Querying on thcse data files.

This package can be used for applications like maintaining personnel records or
customer records, preparation of mailing lists and many other operations of a similar
nature used in modern offices.

2. Word Processing Software

Word processing software is designed to enable the user to prepare typed documents,
In word processing the main concern is with text. With dropping costs and the



increased productivity due to word-processing, today the computer can be used as a
“cheap-typewrizer™!

In order to prepare a2 document using a word-processing package, it has initially to
be typed into the computer’s memory from the keyboard. The main advantage lics in
the ease’and rapidity with which the document can be modified. When several drafts
of a letter or a report are to be typed, word processing is very economical and faster
than manual typing. Law firms, contractors, newspaper offices, banks and
government offices, etc., are some of the major users of word processing software.

3. Spreadsheets Software

The fundamental idea of value in such packages is the corcept of an ‘electronic
spreadsheet’. A spreadsheet is simply a sheet of paper with rows and columns in
which one can enter data in the form of numbers and text. For example, bulance
sheet is a spreadshect, and a price list also Is a spreadcheet. In fact most managerial
reposts are spreadsheets,

4. Graphics Software

While spreadsheets and database packages are very useful in doing analysis, the
output of such analysis is generally in the form of tables. But the human brain is
much more adept at picking up patterns from pictorial reprssentations, As the old
adage says that a picture is worth a thousand words, it is equally true that a picture
is worth a thousand numbers. Computer accessible data can readily be converted to
graphic form on the sereen as well as on paper using dot-matrix printers or ploticrs.
With plotters it is possible to have different colours (four colours is Very commaon)
Typieal business graphics software enables data to be plotted as line charts, bar
charts, and pie charts. Sophisticated business graphics software provides for three
dimensional display and maps also,

5. Data Communications Software

In large organisations there is often a central computer for data processing  hich
does routine data processing. Sometimes, a manager would like io get some of this
data for procesding on his personal computer. This is facilitated by ihe data—
communications software—the personal computer can operate like the terminal of
the main computer. Using this ‘terminal emulation’ facility, the manager ¢an have
access Lo data from his personal computer. Selected data can be ‘down-loaded’ into
the personal computer's memory and stored in files on disks. Subsequently, he can
analyse these files using DBMS or spreadsheet software. An example of this kind of
usc would be a situation where a mainframe data processing computer has files on
sales of products, broken down by month and by region. Down loading on a
personal computer would enable the user to analyse up-to-date data on product
movement in different markets,

6. Statistical Software

A number of easy-t1o-use packages to perform standard statistical analysis are
available. Typical capabilities are frequency distributions, cross-tubulations, tests for
population means and proportions, analysis of varance, contingency table tests,
regression and correlation analysis, ete. More advanced packages would include
forecasting models, time-seriss analysis and non-parametric analysis,

7. Operatipns Research Software

Incxpensive packages are availuble for standard operations research models, such as
linear programming, critical path analysis, resources scheduling, simulation, decision
tree analysis and network flows. These packages are powerful enough to salve
problems of moderate size. For examnple, practical linear programming models with
less than 100 variables and around 30 constraints can be readily solved.

MNowadays you can find integrated softwares which combine several of the capabilities
of packages listed above. For example, LOTUS 1-2-3 version 2 combines
spreadsheet, database, graphies and statistical capabilities. Another example is
FRAMEWORK which combines word processing, spreadsheet, database and
graphics functions, The advanuage of integrated software is that the user need not

Use of Computers
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icarn to handle a variety of separate packages so that his learning time and effort is
reduced. Another advantage is that the same data can readily be passed from one

function to another. The disadvantage is that such sofiware is expensive and makes
greater demands on the computer resources.

Electronic mail is another facility which makes it possible to send messages over
interconnected computers and thereby reduces the time taken to send a message from
one point to another. For example, a letter will take a longer time if it is sent by
post or by person. The same letter can be sent by electronic mail system within a
couple of minutes.

13.6 COMPUTER AFPLICATIONS IN OFFICE
MANAGEMENT

A computer can be put to very . «ny uses. Some of its uses in ‘Business’ and
Government' are as [ollows;

A computer can be applied to almaost all types of accounting and technical
operations in business such as:

1) Inventory control

2) Financial and accounting applications like budgetary control and standard
control

3} Production planning and control

4y  Quality control

5) Personnel applications like payroll, provident [und accounting, etc.
&} Machine capacity wtilisation

7) Markeuing apphications like sales forecasting, invoice preparation, etc.
8) Management information system, etc.

In fact, nowadays compuliers are used in almost all fields of business and industry.

Computers are used in all ministries and for almost all functions of the Government.
A few examples are:

1} Economic planning

2) Fiscal and monetary planning

3) Foreign trade control

4) Population census recording

5) Elections

6) Studies of production and employment
Ty Studies of national income

8) Broadcasting

9) Tax collection

The ahove examples indicate the use of computers in almost all spheres of activities
in the government.

13.7 ADVANTAGES AND LIMITATIONS OF
COMPUTERISATION

You have studied in detail various aspects relating to computers. Introduction of

computers in offices, like all other mechanical devices, has certain advantages and
disadvantages. Let us study them in detail.



13.7.1 J\d\"lﬂtigﬂﬂ Use of Compulers

The following are the advantages associated with computer based decision-making:
1} Response time is greatly reduced.
2) Large volume of data can be stored for information and decision-making.

3) Accuracy of information is considerably improved, thereby improving the quality
nf the decision.

4) Problems can be handled more easily by using various operation research
models.

£} The cost involved in the decision-making process is reduced.

6) Greater secrecy is possible as compared to the manual file system. Hence,
chances of leakage of classified information are reduced.

7} 1t is possible to take quick decisions as the tune for retrieval of information is
very fast.

8) Paper work is reduced to the minimum as all the information is stored in the
computer itself,

Emanating from the above, the following benefits may be attributed to
computerisation:

13 Availability of accurate forecasts.

2) Preparation of short-term profit plans and long-term projections,

3 Provision of pre-plan information, for example, in budget preparation.
4) Calculation of variances between budgeted and actual results.

5) Triggering of revised forecasts if not proceeding in accordancs with plans,

6) Early warning system for monitoring activitics and the signalling of necessary
reactive plans,

7 Indication of income and cash flows by following altérnate investment strategies.
3) Accomplishment of the preceding items at a great speed,

For example, these dayx many educational institutions process examination results
on computers. In any single year, in Uttar Pradesh state alone 13 lakh candidates go
through high school stream and 6 lakh through the intermediate stream. The
processing and publication of their results in tirae would not be possible without
computerisation. It is also possible to maintain confidentiality of results on computer
processing. Another example is computerised electricity billing adopted by several
State Electricity Boards. In a single state undertaking like UPSEB it was estimated
that the computerisation in Western U.P. district for electricity billing had resulted in
a considerable amount of additional revenue. This also saves on additional labour by
the office staff.

13.7.2 Limitstions

Computers have played a relatively limited role as a management tool. This has been
so because decision-making has not been their central utility. They have been used
for purposes in personnel (e.g. payroll). book-keeping (e.g. accounting), technical
data (e.g. capital projects) or specific functional area (£.g. materials). Alternatively,
their usage in the offices is project-oriented to manage a specific programme of
limited time and scope (such as processing of examination result), or problem-
oriented for quick retrieval of information to meet a crisis situation of limited
duration.

Some specific disadvantages of computerising of office work are as follows:

1) Communication gap: There may be a communication gap between the computer
professional and the user of the systém, There is a familiar sitvation where the
computer professional is engaged in developing the computer-aided decision-

making but is rot able to communicate the same fo the user. The information
that the computer prolessional needed 18 called for, but the user canaot
adequately express them as he has not been accustomed to a rigorous self-
analysis. The computer professional works out.a plan based on his own
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understanding of the vser-needs. When the programmer codifies and
implements the system. his own interpretation get incorporated. Finally this
may frustrate the user. This can be called the “ten-minute syndrone” where
sufficient time has not been spent between the user and the computer
professional to get all the needs clearly conveyed and understoqd.

Let us take processing of examination results as an illustration to see how the
communication gap between computer professional and the user creates a
problem. When grace marks are allocated by way of modertion. computer
professionals allocated grace marks to all students. This resulted in glaring
anomalies where some top ranking studies secared more than 100% marks by
virtue of additions grace marks. It means the Controller of Examination har
not explained to the computer professional the procedure of grace marks
calculatior.Quite often, users are

Reliance servle memberaus or computer wendors: Quite often, users are
approached be the indicating vender who brain-washes the management into
buying his system, indicating that the system has all the sulutions to the
management problems. The end-result is that the user gets a system which is either
too large or possesses inodequate computer power for his needs.

There have been cases wherean organisation had appointed a service bureau. for
a large sum of money, to develop a corporate M15S. After waiting one year and
spending a few lakhs of rupees, the user-organisation was thoroughly dissatisfied
with the recommendations of the service bureau and did not implement it.

Lack a master plan: Most computer failures are due to lack of master plans to
which hardware acquisition, software development, and individual design can be
releted. Without such a pla, “islands of mechanisation” result withlittle
integration between separate systems.

TISCO studied the interface of various systems like production planing and
control fystem, financial control system, and sales invoicing and order processing
system. It was observed that il individua! systems were developed without regard
to their mutual interfaces, the rgsult wogld he an absenceof communication
between the systems and the incompatibilify (unsuiability) of the system would
prevail throughout the company. This was prevented by building up sufficient
linkeges among these systems and developing anintegrated approach according

to a master plan. Asimilar approach with encouraging results was also adopted
by TIELCD in their offices:

Organisation of the management information system: In many enterprises there

is & trend in favour of computer-aided decision-making. Inginly under the user
with his own computing power, The personal computers (PCs) have made this
trend practicable, with individual databases available to the users. Similarly,
terminals arc availaole to most important users to share contral computing
power. In both cases (personal computers as well as terminals) the control of the
computer-aided activity has to remain with the user-manager.

Lack of good marapgement system: For successful computer application, good
planing and control within the framework of an efficient organisational

structure is nessary. Computers are not useful when the system of data
management is chaotic. There are many organisations where computerisation has
not brought any tangible improvement because they have not paid attention to
systematic handing of data.

Menagerial participation: The most critical problem in effective computer
utilisation is the need for understamdng and support from top management. For
instance in Andhra Pradesh, the Chief Minister’s personal interest has
encouraged the spread of computerised Management Information System (MIS)
gradually to all the district offices apart from their widespread use in state
departments and in the Secretarial.

Ever after top management support is ensured, it is necessary for the use to
participate in the design phase of computerised Management Information
System so as to avoid subsequent extensive and time consuming re-work. This
can be called “overnight syndrome™ where users spell out their needs and expect
the computer professionals to deliver the output immediately thereafter. Uttar



Fradesh State Electricity Board, for instance, introduced computerised electricity Use of Compniemn
billing for the Western Districts. In the design phase, the Beard dictated that
only Agra and Ghaziabad should have pilot project before its extension to all
other districts. It is also decided 1o continue manual financial ledgers for at least
two hilling cycles so as to generate enough confidence in ihe computerised
ledgers. The result was a smoeth introduction of computerisation. Another State
Electricity Board introduced computerised process without any pilot project.
There were many erroneous bills and guestions were raised in the Parliament.
This has led to the constitution of an enquity commitiee under the Central
Electricity Authority to investigate the mistakes. Finally, computerised hilling
was dropped, after hoving spent several lakhs of rupees,

It makes good sense, when the user picks up familiarity with the computerised
management information system at the beginning. From the point of view of ihe
organisation, especially if it is large, computerised MIS is as important as other
operations such as marketing, finance, ¢te. Indian Airlines discovered that users
like office staff had to be involved in order to get better and more effective
information systems. A similar approach is being followsd in LIC,

7}  Failure to identify informalion needs: Identification of information needs is very
cructal for designing a computerised Management Information System. Recently,
a Central Government Department spent huge sunms on hardware and software
to perpetuate the existing 53 management information system reports and to
build a sophisticated data bank, without first determining the real information
needs. Information which can increase the perception of users in critical arens
(such as problems, aliernative opportunities and nlans) only should go into
computerised management information system. But in most cases, this aspect is
ignored.

Twao state governments had built up comprehensive land record daia banks
without examining the vser needs, The enormous costs for building the data
banks wure later found to be unjustified and both the States had te discontinue
their efforts. On the other hand, Utia. Pradesh has begun on a limited basis to
build up data tank for 200 parameters for a coupls of districts. After
ascertainiug the user needs from this experience, it is proposed to extend it
further to all the other districts,

£} Poor systems prior to computerisation: It has been observed that
computerisation of a poar svstem will merely increase inefficiency at an
accelerating raie. The user gets irrelevant information and bad decisions are
made sooner.

%y Overiooking homan scceptance: A computerised system guite often meets
resistance from the user-organisation because people do not accept what they do
not understand. Such reasons for resistance have to be analysed and a new
attitude brought into overcome it. Ross identilied the persons as 1) threat 1o the
status and ego of the concerned persons, 2) economic threat to the concerned
persons (fear of loss of job), 3) insecurity for the persons having personal puwers
and political base 4) loss of autonomy and control {or the concerned persons,
and 5) frayed inter-personal relations for all others

A number of public and private sector organisations such as BHEL, Hindustan
Zinc, NTPC, Bhadrachalam Paper Boavd, etc., have started a systematic training
at the top level for computer appreciation, €t the middle level management for
specific computer applications within their own domains, and at the working
level for direct involvement in input and output quality control. It is good to sce
a large number of Indian organisations going through such an elaborate process
of computer initiation as there is no shortcut to it.

Check Your Progress B
I} Differentiate between system software and application software,
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2) What do you mean by integrated software?

1) Visit an office which is using computers and {ind out the following:
v Sofvware used

4) State whether the following statements are True or False,
i} Word processing software is useful to draw graphs,

i) Mailing lists of customers thay bé prepared with the help of data
communication software.

iij) By storing the information in the computer, paper work in the offices may
ok Teduced.

iv) Lack of masterplan leads to islands of mechanisation where separate systems
within the organisation are not integrated.

v) Computers are not useful when the system of data management is chaotic.

13.8 LET US SUM UP

Today computer technology has permeated every sphere of existence of modern
man, The intreduction of this technology to enhance the efficiency of typical office
functions, however, has been a offshoot of its recent development. This has become
possible when the prices of computers came down to the affordable limits of a
common office and it could be operaied by an average oiflice worker.

A computer. like the human brain receives information, stores it, processes it, and
displays it. Computer receives information from input devices, stores it in the
memary, processes that information in the central processing unit and displays the
results of processing in a useful form through output devices, Various input output
devices include punched card, magnetic tape, keyboard, terminal, printer, pointing
devices, magnetic disk, ete., which have been explained in detail.

Based an the speed, cost, capability and size, computefs may be classified as:

1) microcomputers, 2) minicomputers, 3) mainframe computers and

4) supercomputers. In this classification, microcomputers are at the lowest end of the
scale whereas supercomputers are at the highest end of the scale.

Software refers to the programmes writken by human beings to get the desired resuits
from the computers. Software is primarily of two types: 1) system software which
controls the functioning of the computer, and 2) application software which are the
programmes written to achieve a desired result for the user. The most important
categories of application software are: 1) database management software, 2) word
processing software, 3) spreadsheet software, 4) graphic scftware, 5) data
communication software, 6) statistical software, 7) operations research sollware,



Nowadays several integrated softwares, which combine several of the capabilitics of Use of Computers
packages listed above, are available.

These days computer applications are found in almost all spheres of activities in
business and the government. There are several advantages of using computers in the
olfice management. However, there are several limitations as well in the use of
computers which can be overcome ih duc course of time.

13.9 KEY WORDS

Application Scftware: Refers to the programimes written by human beings to achieve
a desired result for the user,

Central Processing Unit: A part-of the computer which acts like the brain of the

computer to perform mathematical calculations and controls the functioning of the
whecle computer system,

Hardware: The physical eomponents of the computer such as cathode ray tube,
keyboard, printer, ete., which can be seen and touched.

Input Devices: Parts of the computer which feed inforrnation to the centrzl
processing unit.

Integrated Software: Refers to the software which combines the capabiiities of
several individual soltwares,

Output Devices: Patts of the computer which receive the result put out by the central
processing unit,

Software: The programries written to get the desired results from the computer.

System Software: The software which controls the functioning of the computer.

13.10 ANSWERS TO CHECK YOUR PROGRESS

A b)) i) False i) True iii) False iv) False v) False
B 4) i) False it) False i) True ivl True v) True

13.11 TERMINAL QUESTIONS

1) Empleyees in modern organisations are called ‘knowledge workers®, Justify.

2} Handling of information is the basic component in the office management
process today. Do you agree? Give reasons for your answer,

3y What is electronic mail and Database Management system”? What are their uses
in connection with office management?

4} What is integrated software? In what way it is advantageous for use in an cffice?

5) Give examples of the way computers can be put to use in government and
busimess firms.

6) What is the difference between computer Hardware and Sofiware. Describe four
different types of software.

Note : These questions will kelp you to understand the unit better, Try to write
answers for thein. But do not sut =it your answers to the university for
assessmeni. These are for your practice only.
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BLOCK 4 OFFICE STATIONERY AND
FORM MANAGEMENT

Every office requires u large varicty of stationery and supplics for day 1o day work.
They are important {or the cllective and clficient perlormance of office operations. Lack
of offlice stationery and supplics reduces the cfficicncy of clerical staff, This leads 10 a
dilficulty in correspondence and communication with the ootside persons dealing with
the oilice. Since office stationery and supplics are important for smooth operations of
the office, thereflore, they should be stered in the best possible manner and a proper
control should be exercised over them, Office forms are the basic tools of all the office
work, They help in collecting and supplying information in a systematic manner, They
are permanent record of transactions and cvents. In this biock you will learn about the
office stationery and supplies, storage and control of office siationery and office forms.

It consists of three unils.

Unit 14 deals with importance and types of office stationory and supplics, selection of

stationery, various methods of purchasing stationery, and the purchase procedures
involved.

Unit 15 discusses the importance of storags, requircments of good store-keeping system,
basic factors allecting handling of statistically in stores, centralisation and

decentralisation of store-keeping, store records, control over stock and regulating
curtSumrﬂ.‘m,

Unit 16 explains the meaning, importance: and lypes of office forms, advaniages and
disadvantages using lorms, forms design, forms control and use of continuous
slationery.,
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UNIT 14 OFFICE STATIONERY AND
SUPPLIES

Structure

140 Objectives
14.1 Introduction
142 Types of Stationery Used in Modem Office
143 Importance of Managing Stationery
144 Selection of Stationery
145 Essential Requirements for a Good System of dealing with Stationicry
146 Principies of Purchasing Stationery )
14.7 Methods of Purchasing Stationery
148 Centralised and Decentralised Purchase of Stationery
149 Purchase Procedure
14,10 Standardisation of Stationery
1410.1 Determining Standards of Stationery
14102 Advantages of Standardisation of Stationery
14,11 Let Us Sum Up
1412 Key Words
14.12  Anmswers to Chédck Your Progress
14.14 Terminal Questions

140 OBJECTIVES

After Studying this unit you should be able to:

* ennmerate different items of stationery used in modern offices
* sclect office stationery

explain the importance of managing stationery

* describe the procedure for purchase of stationery
outline the principles of purchasing stationery

* formulate standards for stationery to be purchased.

141 INTRODUCTION

A lorge variety of siationery is needed in every office. For smooth and efficient

performance of the office work, praper sclection, procurciment and storage of stationery
is very necessary. )

We cannot think of an office without paper work, and to think of paper work without
stationery is beyond imagination. A typical phenomenon of modern business is the
huge amount of stationery that is used in offices. It has been found that an American
aytinivuke manulacturer uses a ton of paper for every ton of aslomobile produced.
This explains the importance of controlling the use of stationery in offices.

Expenses on stationery and allicd supplies constitute thirty 1o forly per cent

ol total non-salary costs in offices, and yet stationery is a rather neglected aspect of
ollice management. Experience has shown that with proper control over buying,
storing and issuing stationery, office expenses can be reduced up to twenty five.per
cent. In this unit, we shall identify the items of stationery required in modem offices,
and explain how to make proper selection of office stationery, the procedure of
purchasing stationery, and the advantafges of standardired stationery.
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14.2 TYPES OF STATIONERY USED IN
MODERN OFFICE

Stationery and suppli¢s are used in every office, whether it be small or big. Fellowing
are the main items of stationery used in modem oflices:

1) Paper: Most of the office work is done on Paper. Forthe production and
preservation of records we always need paper. Even if we speak of computers, we
do have to use paper to have computer printputs. Paper is required for following
purposes:

1)  Writing pads

i) Scratch pads or slip pads

iii) Mote sheets

iv) Letter heads

v) Printed or cyclostyled forms of different types

vi) Ordinary papers or thin paper for obtaining carbon copies
vii) Stencil papers

viii}y Duplicating paper

ix) Carbon papers

x}  Computer rolls, Teleprinter rolls, and Calculator rolls
xi) Repisters.

2) Other items: There are most of other items of stationery required in modern
oifices, of which the important cnes are:

i) Ink, pencils, ball point pens, nibs, refills
if) Ruobber stamps and stamp pads

iii) Pen stands

iv) Typewriting ribbons

v) Pencil and 1ypewriting crasers

v1) Gum, cellotapes

vii) Envelopes

viii) Allping, clips, rubber bands, tags, stapplers
ix) Sealing wax and candles

x) File boards, file covers and file boxes
xi} Brass seals

143 IMPORTANCE OF MANAGING STATIONERY

Control over the consumption of stationery has remained rather a neglected aspect of
office managemant, thaagh it is as important as management of machines and personnel.
Stationery items arc the tools of office workers' if they have to produce the best, they
must have good tools o. The cost of stationery has increased tremendously during
recent years; it is, therefore, essential 10 eliminate waste of stationery through judicious
purchasing, efficient stering and proper system of issuing, Mead [or proper management
of stationery ari s due to the following reasons:

1) For saving expendilure on stationery: The cost of stationery has increased
tremendously during recent years and with passage of time there has been
considerable increase in the consumption of stationery aiso. All this has resnlted
in heavy increase in office costs. It has, therefore, become essential 0 maintain
elfective check on purchase. consumplion and storage of office stationery.



2) For maintaning control on guality of stutionery: Using simionery of inferior
quality does nod lead o cconomy, Rather il leads to reduction in elTiciency, causcs
annoyance to offlice employees and create bad irapression on outsiders. Maintaining
control on quality of stationery us-cd in the office is, therefore, an important aspect
of stationery management.

3 I‘m- ensuring uninterrupted availakility: For carrying on the oflice work,
stationery has to be made available to office workers at right time and in sullicien:
quantity. Nom availability of stationery can bring the office work o a stand-still. Of
course, stationesy should not be procued in such large guantity thae it keeps on
lying unused for months. Such a siwation can lead dlocking of lunds and cause
delerioration in quality.

14.4 SELECTION OF STATIONERY

The first step in purchasing stationcry is to decide on the cxac specilication of
stationery to be procured. For example, it has to be decided us 10" what should be the
size of the paper, ils quality (expressed in weight of 480 sheets in pounds) and whether
it should be of ordinary quality or bond type of paper. Sclection of stationary is the
process of choosing the right type of supplies which suit the purpose for which they are
meant. Two types of stationery arc mainly available in the market: (i) the standanl
Lype, bearing some reputed brand name, and (i) non-standardised type which may be
less costly but of poor quality, The siandurdised ilems thongh costiy, can be put 1o use
cificiently and make a good impressicn on outsiders. It is wrong to thirk that non-
stancardised cheaper stadionery is more cconomical. 1L may prove more expensive in the
long run. However, new products keep coming in the market, which should be wicd, it
found uvseful and economical, '

Il the exact specifications regarding size, dimensions, quality, eic, of the stationery have
been decided in advance it will surely enable the purchasc olficer o place orders (or
virious items in clear and specific terms and the departments using stationery well be
sure of the quality. It will also facilitate standardisation of siationery,

The basis on which different items of stationery are selected is discussed below:

1} Paper: Paper is the onc single item of stationery which exceeds all other ilems in
value. Paper is used for various purposes, c.g., preparing rough drafts of leters,
writing notcs, printing letter heads, making carbon copies, printing office forms, ete.
What type of paper should be acquired for different uses will depend on:

a) The period for which it has to be prescrved
b) H_andling it will have to bear

¢) Copies of the docement will be made

d) Requirement of paper of different colours

¢) Paper to be used in machines
f) Paper for bound books.
It is not advisable to always use the best quality paper.

For example, ordinary paper may be quite suirable for 82 aich n2ds and also prove
more economical, but for letter heads good quality paper is a must.

2) Carbon Paper: Carbon papers are of -wo types: (i) thick and (ii) thin. Thick carbon
papers can be used for longer duration but the impression on the copics is not so
sharp and clear. Thin and fine carbon papers give sharp impression but their life is
short, For typed copies, fine quality carbon paper is generaily, preferred.

3) Typewriter Ribbons: A wide variety of typewriter ribbons are available in the
market. If the quality of ribbon is not good the impression on paper will not be
clear. Single use ribbons give very clear and distinct impression and, the lelier typed
with such a ribbon looksas if it has been printed. The use of two colour ribbon, i.c.
black and red, should be avoided because very little water is typed in red colour.

Ufllice Stationery
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4) Staplers: Stapling machincs of different sizes'aitd'models have kpédcific-uses. There
are desk staplers, heavy duty staplers, long-reach staplers, flyer staplers,etc. Only
good quality staplors should be purchased. Money apent on cheap staplers goes
waste as the stapler become useless after sometime.

5) Pencils and Pens: With the advent of bell point pens and high -tech pens the use of
pencils and fountain pens has becore rare. Pencils are now used by stenogréiphers
only for taking dictation. It should be énsured that refills for ball-point pen-are of

vety good quality. Cheap refills get driediip soon‘and cause frequent irritation to
the staff.

6) File Covers: Large umber of file covers are required in officers. Superior quality

file coverts, thought costly , are durable while cheap varieties cannot withstand
ordinary wear and tear.

7) Other items: A typierat problemt with glue is that it mayspill over the container: and
dry up. If the require in any department is heavy it can'hé f)ﬁﬁhnsed in bottle

packs. For other users co apsible plastic tubesmay be convenient and economical
as there is n spill over during use and does not dry up.

Allpins and paper clips should be purchwsed in smiall packings of present rusting ~
due to long-exposure toair. Other items like tags,sealing wax, adhesive tapes,
rubber bands, etc. shild be purchased in small pack and of should be standard
quality.

145 ESSENTIAL REQUIREMENTS FOR A GOOD
SYSTEM OF DEALING WITH STATIONERY

The following essential rcquircmcﬂw should be kept in view in setting up a system of
dealing with stationcry:

1) E!'i"mien_l buying: Efficient suying implics buying ot competitive rates, from reliuble
suppliers, availing of maxim® m discount on porchase and ensuring adequacy of
stock keeping in view the rac of consumption and available storape space.

2) Proper storage: Stationery should Ue stored properly so as to minimise the risks of
damage, deterioration, and thelt, as well as o facilitate periodical checking.

3) The issuing system: Issue ol stationery ulways be againsl requisitions (o be on
rc::urd 50 Uhat*wastelul consumption and misuse can be provented.

4) Control by the office management: Offce manager should establish a system of
control over stationery so that purchases are made according to estimated use of
various items of stationery. Proper records are maintained of supplie.s received and
issued to user departments, and there is periodical checking of s’iDcL in hand by
physical verification.

14.6 PRINCIPLES OF PURCHASING STATIONERY

Purchusing the right Lype of stalionery, w the right time, in right quantities, at
competitive prices, and from reliable sources arc the basic responsibilities of the office
manager as regards stationery and supplies, Purchasing being a specialised [unction, the
following principles should be borne in mind 10 meet the requirements of office work
economically.

1) Identifying sources of supply: Belore actually placing purchase orders for
stationery, alternate sources of sapply must be explored. Depending on the
quantity and quality of items required, it 15 necessary to asceriain the capability
and reliability of the supplicrs. Hence, possible sources of supply may be congidersd
and the terms and conditions of supply negotiated with the partics.

2) Buying at competitive price: Effons should be made to purchase stationery of
standard qualily al competitive prices, Quolntions may be invited for the purpose,
which will indicate the rates, specifications of the ilems, quantity discounts, if any



allowed, the normal credit period, and the delivery time. Sampics of particular items
may have 1o be examined 1o check the exact quality,

3) Duying the right quantity: While placing orders fer supply, consamption for a
specific period has 1o be kept in view. The quantity o be purchased at periodical
mtervals, Tt is generally determined on the basis of average consumption per month
or quarter and the lead time, that is, the time lag between ordering and actual
supply. Due provision is also made to guard against the possibility of running out of
stock due to failurz of supply or increased conzsumiption, whicii may be
unanticipated,

Thus, the order quantity depends on the [ollowing factors:
i} average consumptiot. in a given period

ii} time required in procuring fresh supplies

i'i) availability of Cnance

v) risk of deterioration in quality overtime,

4)  Duying the right stationery of right quality: As explained earlier, stalionery of
good quality should always be preferred while making purchase decisions. However,
in respect of items for particular uses, ordinary quality may serve the purpose
adequarely, as in the case of (say) paper for scrich pads, on other hand in the case
of most stationery items, purchase of sub-standard quality may result in incfficiency,
delay and generate resentment among the office staff, while expensive items of very
high quality may neither be required nor practicableito buy within the budget
approved.

3} Duying at the right time: Timely purchase of stationery and supplies is another

basic principle to be followed so'us to ensore continuous availability. In practice
minimum and maximum levels of stocks are generally predetermined. Order fo
fresh supplies is placed as soon as the existing stock reaches the minimum level,
Some organisations fix the level of stock (known as the re-ordering level) when
order for [resh supplics are placed. The ordering level is lixed keeping in view the
time which the supplicrs may take to deliver the items ordered and the rate of
consumption of the same.

Both over-buying and undez-buying are equally andesirable. Over-buying can Jead
to shorage of storage space, deterioration in quality, blocking of funds, and loss

tue to misuse or pillerage. Quality of carbon paper, typewriling ribbons, refiils of
ball-point pens, crasing {luids etc., are known Lo dry afier a centain period of time.

Cheek Your Progress A
1) Which of the following statements are true and which are false?

i} To economise, cheapest stationery available in the market shouhl be purchascd

i7) To-wke advantage of bulk order one yeur's supply of stationery should be
purchased in the beginning of the yeur,

i} To avoid inconvenicnee, stationery should be purchascd from (he nearest
supplier,

i} Buying stationery at right tme mcans it should be beught during period when
shops are open,

vl Over-buying and under-buying both have o be avoided,
2) What are the various types of paper necessary 1o be purchased for office work’

v

147 METHODS OF PURCHASING STATIONERY

Procurement of stauonery at competitive rates from reliable suppliers can be amanged by
tdentifying wholesalers and dealers, or through agents representing trading concerns. Any
ol the following method may be adopted for the purpose.
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Tender System

Big buyers like local authoritics or large business firms invile scaled tenders for the
supply of stationery, specilying ihe quality and quantity roquired and the time allowed
for supply. The dclivery may be taken ot one time or in instalments. Generally, the
orders are placed with the suppliers quoting the lowest price and the most favourable
terms. If the lowest prices {or Hifferent iteros wee quoted by Sifferem suppliers, orders
can be placed with two or more suppliers,

Advantages
a) It enables purchases to be made at compelitive rates.
b) It also ensuwres supplics of desired quality as it is specified while inviting tenders.

¢) The rates quoted are not known till the sealed ienders are opened. This procedure
guards agaiast any possivic tollusion belween a particolar supplier amd the purchase
manager,

Disadvantages

a) The procedure involving time and cost is worthwhile only when large quantities are
needed.

b) High ratcs may be. quoted by lenders in collusion with each other,

Quotation System

Open quotations may be invited from supplicrs (minimum of three suppliers) for
different items of stationery, along with samples, Order for supply is placed with the
supplier guoting the lowest price.

Advantages

a) Tne procedure is less time. conguming and involves Lindc clerical work.

b) Two ér more quotations may be submitted by the same trader in different names.
¢} Smali lois may be purchased on the basis of lowest quolations.

Disadvantages

a) Two or more fake quotations may be submirted by the same trader under diflcrent
names.

b) Relinbility of the supplier may not be assured.
¢y Collusion is possible betwesn particular supplier and he purchase manager,

Buying from existing suppliers

Under this system, orders for stationery are placed with a few sclected dealers again and-
again, if dealings with them have been found to be fair and the rates are reasonable.

Advaniages

a) Intimate relations develop between the purchascr and supplicr with the nation that
fhe quality of goods supplied i satisfactory and the purchser gets preferential
reatment if particular ilems arc not casily available in the market due to seareity;

W) The purchascr is able to secwrs favourable terms and the price charged is also
reasomable;

€y In case of complaing, the supplicr is more agcommodating,
Disndvaniages

a) There may be unlair collusion between e murchase manager and the sapplier with
the result that the organisation may have to pay more for inferior geods.

b) The buying authority may become over-dependent on a few supplicrs and not
explore other sources of cheaper and betier supplics;

¢) It may be diflicult w procure supplies in case of deluult by regular suppliers.



Spot purchasing Office Statloncry

and Supplics
Purchascs may be made by placing orders with sales represcntatives who visit the office
and also carry samples of siationery items. Delivery is also arrangad by them at the
olfice itself, This is a very convenient method of buying provided the market rates are
known and only standard ilems of well-known brands are procured. Another method of
spot buying is one where the purchasing stalf goes to the market and makes on the spot
purchases from the market afler comparing the quality and the prices offered by
tlilferent dealers, But it leaves scope for unfair collusion belween purchasers’ stafl and
scllers, Spot purchases may nlso be made coavenienily from cooperative stores. Super
Dazar, Kendriya Bhandar, Sehkari Bazar, cte. which supply standard quality -stationery
at fixed rates. This method eliminates chances of collusion between purchasers” stafl
and sellers. ’

Buying from manufacturers

Somc big organisations purchase stationery direct from manufacturers or [rom their sales
depots or branches located in big cities. Bulk purchasing is therchy possible at wholzsale
rates. Manufacturing organisations having branches in different citics are: Kores India,
Bharat Ribbon and Carbon, Camlin products, Indian Duplicators (Gestener), ete. These
organisalions oflen mail their catalogues and literature to bulk consumers.

The method of purchasing most suited to any organisation will depend on the quality
and [requency of purchases required to be made, Thus, for a small office, the stationcry
may be locally prrchased from the market inviting tenders or purchusing directly from
manulactarers may be preferable-in the case of large organisations with centralised
buying of sttionery.

ldaé CENTRALISED AND DECENTRALISED
PURCHASE OF STATIONERY

In any organisation, the purchase functien may be cither centralised or deceniralised.

Centralised Parchasing

Centralisation refers to parchasing of all siationery and supplies by the office under the
direction and supervision of a single officer. Under this system, stationery items for the
whole organisation are selected, ordered and procured by the central office headed by
the office manager. Diflerent user depariments are issucd swationery on the basis of
requisitions made by the deparimental managers, The quantity and cuality of items to be
procured are plannéd on the basis of cstimates and specificalions of stationery intimated
lo the Central office by the respective departmenis.

Adrvantages
Centralisation of purchase offers the following advantzies:

1) Efficiency of specialisation: Centralisation cnsuvres 2(ficiency of purchasing through
specialisation of persons employed Tor the purpose. They acqguire skill and ability
due 1o exclusive handling of the necessary activities related with procurement.

2} Economy in purchase: Under centralised purchasing, stationery is procurcd for all
the departments of the organisgtion. Hence, ordars can be placed for bulk supply.
Bulk orders not only cnable higher rates discount to be carmed but also meon lesser
handling costs. For bulk supplies, orders can be placed directly with manulaciurers,
thercby obtaining lower rates and uninterrupted sapply.

3) Better control on stationery: Under centralised purchasing, mainienance of rocord
and control over procurcment and issue of stationery can be carricd out more
efficiently. Storage of various types of siationery can aiso be planncd so as 10 make
better use of available space and [acilitics.

4) Saving the time and effort of deparimental personnel: With centrulised
purchasing of stationery, personnel of other operating departments can be engaged
only in departmental [unctions for which they may be better cquipped. Deparimental
hcad can also concentraic on managing the main activities of the depanments.,
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Disadvantages
Following are the major disadvaniages of centralisation:

1) Delay: Quite often cantrzl purchasing involves delay in procurement of stationery,
Requisitions {rom different departments sent to the central offlice may by procured
and purchases made in Jdue covrse of time, Tha urgeney of departmental needs may
not raceive due attention.

2) TImpracticable if departments are dispersed! If different units or branch oflices of
the organisolion are located in distant places away from the head ofltice centralised
purchasing may not be practicable because of problem of delay and ransportation
cosls involved.

3) Delay in issuance: If stationery is purchased cenirally, it has got to be issued [rom
a central place for use in dilferent departments which may take quite sometime cven
if the user departments arc housed in the same building complex.

4) Errors in purchasing: In spite of tie best efforts, stationery procured by the central
office may not exactly confonm to the requiremenis of the departments concerned.

Decentralised Purchasing (Departmental Purchasing)

Decentralised buying is an arrangement whereby cach departmen’, branch er divizion of
an enterprise undertakes purchase of ils own siationery, Purchasing authority is delegated
to the branch office manager or departmental head foo seiection and purchuse of
stationery required.

Advantages and Disadvantages of Decentralised Purchasing

From the demerits of centralised purchasing may be derived the merits of decentraliscd
purchasing. Decentralised purchasing resulls in elimination of delay in procurement of
required stationery, Tt also ensures procurcment of stationery in conformity with the
desired qualivy and design.

The demerits of decentralired purchasing are indicative of the merits of centralised
purchase. Briefly, the demeriis of decentratised purchasing are: (i) clficiency of
specinlisation cannot be securéd; (ii) advantages of bulk purchasing do not accrue;

(iii) supervision of the main funclions of the respective departments may not receive full
atiention of the managers due to the additional responsibility of managing stationery and
supplies.

In actual practice complete écntralisation or compicte dezentralisation of purchasing may
not be desirable, Stationery of special wype of items urgently required by any department
can be purchased by it directly, while standard items like letter heads, white paper, clips,
tags, file covers, etc. may be purchased centrally.

Check Your Progress B
1}  Fill in the blanks with appropriate words given within brackets:

i) The system of invitong price quotations throught advertisement in the
newspapers up to a certain date and time in sealed covers is knows as

purchasing stationery throught .........c.oooiiiiiiiiinnnnnen. {quotations/tender/spot
purchases.)

i) When stationary needed by each department or branch ispurchased by itself,
it is known as...._................... system of purchase (centralised/dispersed
decentralised).

i) Centralised system of purchase of stationary is ................when the

depatments or branches are widely dispersed (practicable/unpracticable).

v} Procurement of the required stationery is ..........ccccevee..... under decentralised
purchasing (Prompt, delayed).

Assume youeself to be the manager of a branch office located five km. away from
the head office. Argue your case for decentralisation of purchase of stationery.



149 PURCHASE PROCEDURE ikl

and Supplics

Whether the stationery is purchascd centrally or deparimantally there must be a
procedure laid down for the purpose. Any haphazacd method of purchasing can lead to
wuste of funds and procurement of inferior stationery in wrong quantities. A standard
purzhase procedure generally involves the following steps:

1) Receipt of requisition: The departmental requircments ol siationery are
communicated by sending a requisition to the.central purchasing section or the
agency for the purchase of specific items of sintionery.

2) Determining the quantity and quality to be purchased: While deciding about the
quantity of particular items to be purchased, the main lactors considered are:

i) the quantity lying in stock
ii) the rate of consumption of that item and
1ii) time required to get the delivery of supplies.

Reports about the quality of stationcry procured in the past may be obtained [rom
departments usiog Lhe items. For this purpose departmental heads may be contacted
and their suggestions given due weight,

3) Determining sources of supply and inquiring about prices: As explained carlier,
there can be various sources of procuring stalicnery. A decision has w be made
about the reliable sources. Efforts should always be made w identifly new and beuer
sources of supply. Prices quoted by various supplicrs should be compared and
elforts should be made to procurs sielionery of standard guality at competitive rates.

4) Placing order: Afier determining the quality ond the quaniity of stationery to be
procured, the next step is that of placing order with the suppliers, The order should
clearly specify the supplier, the quantity, the quality and complete description of the
items, price discount, terms regarding transport, time and place of delivery, and
terms of payment. Usually four copies of the order are preparcd. One copy is sent
to the supplier, one iz sent to the storckeeper, one to the gate-keeper and one is
retained in the purchase depariment for record.

5) Follow up action: After placing the order it has. to be ensured that there is no delay
in exccution of order by suppliers. Follow up enquiries should be made if delivery
is not made on time, and dépending on the reasons for delay, alternatc sources of

" supply should immediatcly be explored. Names of unreliable suppliers should be
removed from the list to avoid inconvenience in [ulure.

6) Receiving supplies: Upon delivery of the supplies, the ilems received should be
compared with description and quantity in the crder, Delective items should be
returned forthwith, On receipt of the supplics, the storekeeper will send a “Goods
Receipt Note™ to the accounts department, which will be the basis of making
payment. :

The storckecper will make entries in the Stationery Regisier of the dilferent jtems
on rclevant pages. Where any special items have been requisitioned by any

department, delivery of the same must immediacly be intimated to the department
concerned.,

14.10 STANDARDISATION OF STATIONERY

Standardisation of office siationery means securing uniformity in the specification of the

articles of siationery used in the office. 1t implies, for example, that the size of the

refills should be such as will fit ballpoint pen of standard size. Similarly, the size of

paper to be used for typing should conform to the roller of a sundard typewriler. As far

s possible, there should be predetermined standards regarding size, quality, weight, etc.

of all the items of stationery, If there are no standards laid down, statonery of different

specifications and of difTerent qualities will be procured at different times. Out of these

hetrogeneous lois some may not be usable. For example, the width of paper-roll may not ACCOM-01/215
fit the caleulator in use. Siationery of wrong specification can result in delay of work,

lead o inefficiency, and cause annoyance to office cinployees.
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14.10.1 Determining Standards of Stationery

What should be the siandards of various ilems of stafionery depends on the lollowing
faciors,

1) Needs of the user department: What should be the standards of varions items of
stationery will depend on the needs of the depariments using the same. Suggestions
should be invited [rom wser depariments aboutl the particulars of stationery required
like size, shape, weight, fineness, ete.

2) Examining the requirements: Afler considering the suggestions received [rom
various depariments, the purchasing scction should examine the requirements of
each item and try to reduce the number of Lypes o e minimum.

3) Make inquiries about availability: Afier assessing the requirements of different
departments, inquirics sheold be made about availability of those itzms in the

market. The rates of various ilems should be compared with those of substitutes if
any available.

It is only ofter considering these three factors that the purchasing authority should lay
down standards for the various itlems of siationery and supplies 1o be procured.

14.10.2 Advantages of Standardisation ol Stationery
Standardisation ol stationery olfers the following advantages:

1) Uniformity: It brings about uniformity in cach of the items of stationcry nsed.
Correspondingly, the number of varieties to be purchased are reduced considerably,

2} Ease in purchasing: If the quality, size and other specifications of items are
precisely known, orders can be placed accordingly, and delective or substandard
supplics can be isolated quickly.

3) Procurement of right type of stationery: The danger of purchasing inlerior or
substandard siationery is eliminated.

4) DBulk purchasing: As only items of stundard specification have to be purchased it
may be possible to place orders for bulk supply. Thus, supply of items may be
acquired at cheaper rates and on more favourable terms.

5) Facilitates haridling of stock-out situation: With the same variety of standard
items of stationery usad by dilferent departments of the organisation, there is scope
for transferring surplus items in one department 1o another in need of the same.
Thus, stock-out problems can be casily resolved,

6) Reduction in need of storage space: Standardisation of stationery lends to a

redoction in the number of varieties of ilems purchascd. As a result, there is
considcrable saving of the storage space.

Check Your Progress C

1} From the following, point out which steps are not necessary in purchase procedure
of stationery in the office. Also opint out which step has been omtted.

i} Deciding about quantity and quality to be purchased.
il Collecting samples of each and every article to be purchased.
iii) Determining sources of supply and inquiring about prices.
iv) Appointing an inspection committee.
v} Placing order.
vi} Follow up action.
2) How will you determine “standard’ of typing paper for your office?
3) Which of the following is not an advantage of standardisation of of stationery?
i) It brings uniformity in use of various items.
iy It helps in avoidance of theft of stationery.
iit) It helps in reducing storage space needed.

iv) It helps in procuring stationery at fixed prices.



and Supplies

14.11 LET US SUM UP | Office Stationery

A large variety of stationery is needed in every office including items like paper, pins,
clips, pens, pencils, stamp pads, envelopes, ele.

Management of siationery is as imporant as management of machinery and persomnel,
Proper management results in savings in office cost through climination of waste. The
slationery procured for the olfice should be of suitable quality and it should be available
io the office stall as and when they need it.

Stationery for oflice use should be selected carelully. Cheap or inferior stationery
decrcases elliciency and causes annoyance to the olfice 2mployees.

Olfice stationery should be bought in 1ight quantity and From right sources, There
should be proper system of issuing stationery so that misuse and pilferage is avoided.

Proper stotage is also essentinl to prevent damage or deterioration in quality as also loss
by theft.

While purchasing office stationery the basic objectives should be o procure from the
right sources, at competitive rates, in right quamity and at the right time.

Itemns ol swutionery can be purchased by inviting tendess, or quotations from reliable
suppliers, or buying directly [rom known suppliers or [rom manufaciurers, or from sales
representalives who call in the oflice,

Two types of arrangements can be made for purchasing stationery viz., centralised and
decentralised, Centralised purchase refers to the purchase of all smuunury by the central
office under the supervision of a single officer. Decentralised purchasing is also known
as departmental purchasing where heads of branch office depariments 2nd division
procure their own stationery. Both thase arrangements have merits and demerits.

For purchasing stationery there should be a procedure laid down, which may consist of
receipt of requisitions from departmenis, and deciding on the quantity and quality of
stationery to be procured. Orer for purchase is placed aller making inquiries about
alternate sources of supply. The last step is to receive and arrange storage of stationery,

Maintenance of uniformity in the specification of articles of stationery used in the office
is termed as stundardisation of stationery. It leads to uniformity of the itemns used, of
purchasing and procuremen of the right type of stationery at the right price.

1412 KEY WORDS

Computer Rolls: Rolls of paper to be fed into the computer to get results in print.

Cellotape: Gummed MMexible plastic tape of 1/2" or greater width used 1o stick paper
logether,

Stapler: Small h.md}? cquipment which Joins together shects of papers with special 1ype
of stecl or copper pins fed into it,

Tender: The system of inviting rates for supply of specificd ilems in sealed covers
within specified time. The rates quoted by different tenders are compared on a fixed
date-and the order for supply of goods is given to the tenderer quoting the lowest rates.

Standardisation of Stationery: Securing uniformily in the specification of articles of
statonery used in the office.

14.13 ANSWERS TO CHECK YOUR PROGRESS

A} (i) fnlse (i) false (i) false (iv) false. (v) true,
B) (i) tender, (i) decentralised (iii) Unpracticable (iv) Prompi.
C) 1) Steps (i) and (iv) are not normally taken
The missing step is: Reccipt of requisition, AQCON 01217
Cy 3y (i) and (iv)
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14.14 TERMINAL QUESTIONS

1)

Explain the meaning and nature of office stationery and outling its significance in a
maodemn office,

State the various items of siaticnery used in modern office.
‘Why iz it important tw ensure proper management ol stationery in the offices?

What points will you bear in mind when selecting various itlems of stalionery for
your cflice?

Explain the principles of purchasing office stationery.

‘What are the varions methods of purchasing stationery? How will you select a
supplier for an item of stationery to be procured in bulk?

As a ollice manager, sugpest a suilable procedure for the purchase of siationery in
your office.

Differenciate between centralised and decentralised system of purchasing stationery.
Compare their relative merits and demerits. Which method will you adopt for a big
organisalion whose branches are located in different cities?

Lay down the purchase procedure for stationery in your ollice from the stage of
receipt of rr aisition to the stage of receipt of ordered goods.

10) What do you mean by standardisation of stationery? What are its advantages? How

will you determine the standards of stationery?

Note: These questions will help you in undersianding this unit belter, Try to answer
these questions but do not send your answers to the University. These are for your
practice only. .
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150 OBJECTIVES

Alter studying this unit you should be able to:

* explain the importance of proper storage of stationery

*  distinguish between centralised and decentralised store-keeping

*  maintain record of stationcry
*  describe the procedure of issuing stationery

* cnumerate the steps for regulating the consumption of stationery.

15.1 INTRODUCTION

In the previous unit (Mo, 14) you have been familiarised with various aspects of
selection and purchase of stafionery, In this unit, we shall explain storage and issue
of stationery and maintenance of records regarding stationery,

15.2 IMPORTANCE OF STORAGE

As explained in the previous unit, stationery is an imporlant item of office expenses. I
is therefore, necessary to store stationary and supplics carefully so that they do not
deteriorate in quality or get damaged duc to atmospheric conditions, With proper storage
arrangements, changes of mishandling and pilferage can slso be minimised. Stationery
should be stored in such a manner that it can be laken out when reguired. If proper
arrangement is lacking, articles may not be found when required and fresh purchases
may have to be made unnccessarily, I no record about items received and issued is
kept, stock in hand may not be casily determined and some items may run out of siock
causing disruption in work. Improper storage can lead lo careless use of office
stationery, for example, expensive letter heads may be used for scatch paper; ink and
gum may get spilled over, and pins and clips may get scaticred and broomed away if
their packet gets torn. P ACCOM-01/219
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153 REQUIREMENTS OF GOOD STORAGE SYSTEM

To ensurz proper storage and use of stationery the following aspeets of a good sysicm
of storage should be kept in view:

1) Sufficient Supplies: Sulficiency of stock implics that there should neither be
overstocking nor understocking of stationery. Wiih excess stock, stationery may
get damaged and deteriorate in-quality, and the organisation has io bear the cost
of storing and handling items not required in the near future besides locking up
funds. There should not be under stocking cither. Due 1o undersiocking, items of
stationery may frequently run out of stock, disrupting oflice work, The ideal
requircment is that there should be sufficieat stock, neither more nor less.

2) -Proper care of stationery in stock: lems in stock should be so arranged that while
there is saving in space, ilems o be issued for use can be located without loss of
time. Protection from dust and dampness is a must. To prevent insects, termites and
pests carrying damage, it is necessary 10 arrange periodical use of insccticides and
antitermite treatment of storage space. Pilferage and misuse can be provented by
locking systems and proper control over issues.

3) Proper system of issne: There should be a proper svstem of issuc of stalionery so
that ‘every seclion or department gets timely supplics against requisitions made by
managers. The maintenance of systematic record of all issues of stationery is also
essential. There may be days and timings fixed for issuing stationery, excepl under
special circumstances, '

154 HANDLING OF STATIONERY IN STORES

The following factors should be taken into account in connection witli handling of
stationery.

Location of the store room

The store room for stationery be located at a central place which should be wilhin casy
reach of all departiments.or sections using stationery. The exact location, floor space and
layout of the storcroom will depend on the following factors:

i)  Quantity of stock: A bigger room*will be required if quantity to be stored is Large.
In 2 small office even a steel almirah can serve the purpose. The store room. should
not be divided by partiions or walls. For saving space, avoidance of unnecessary
movement and facilitating supervision, the store toom should consist of one room
only, '

i) Nearness to the entrance or lift: The storcroom should preferably be located near
the entrance, otherwise.it will involve unnecessary mannal labour for carrying
supplies from trucks or tempos Lo the storeroom. Simitarly, il Lhe store room is
Iui:ntpd on first or second (loor, it should not be far away from the Lift, so as o
facilivate carriage of suppiics received from the lifl w the storeroom. The problem
may be more acute il afler receipt, stationery has 1o be repacked and retransported
to different branches located in different cities,

i} Avoidance of theflt aad fire: The storeroom should be so located that it is [ree
from hazards of firc and thelt.

Physical arrangement of stocks

Stationery in s ck should be arranged in the storeroom in a systcmatic manner well
protecied from the loss of damage. Poor arrangement like over-crowding the bins, piling
stock over one another, stocking on ihe top shelves, in the passage, or at inconvenicnt
places can cause much damage 1o the stationery. Also a lat of inconvenience may be
experienced in localing siationery when required.

Some other factors whicli ought to be kept in view for storing stationery are:

1) . Provision of aisles for movement: In every storeroom sufficient space nceds to be
provided for walking and for moving stocks. If trolleys are used for transporting
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stock within the storeroom, sufficient space in aisles should also bz provided for
their movement.

Keeping.the stock properly packed: As a matter of rule, broken or badly wrapped
package should not be kept on the shelves. Items stored in broken packsges get
scattered and more eften get broomed away rather than being used. Packages
received with tom wrappers should be used first. If there are a large number of
such packages, they should be rewrapped and then stored,

Stocking in a manager that counling is easy: Stores should be so arranged in
shelves or on the Moor (if necessary), that their cornting is easy. For example, if we
have [ificen packages of paper it will Ee better to stock them in three piles of five
packages each rather than having one pile of five packages each rather than having
one pile of six packets, one of five and onc of four. A single glance should allow
us Lo count the number of packages lying in shelves.

Visibility of different items: Different items of staticnery in the shelves should be
so arranged that a1l the items lying there are visible while looking at the shelf, For
examples, packets of ink pots should be placed in front of packets of gum botles,
otherwise it will be difficul. to locate packets of iuk pots when needed.

Marking the contents on pucknges or on packets: The quantity contained in each
package should be legibly indicated on it. For example, on a packet of gum botiles,
it should be clearly written *12 gum bottles of 250 ml. each,” The marked side
should be visible when packages are piled.

Indicating the reordering stage: The last package or packages to be issuzd should
bear some indication that the stock has reached the minimum level and orders for
fresh supplies has 10 be immediately placed. In some offices a red card or a sticker
is placed under the string of the last mhich contains the minimum stock.
The wording on the stickers can be like this, “This is the last package—make
requisition for fresh supply before opening it”.

Classification for storing: Dilfercnt items of stationery should bz piled on shelves
nccording to some classification. For example, papers of different types Like
cyclostyling paper, typing paper, loase sheets, efc, should be stored at one place and
forms of different kinds should be stored at another place. Similar items shonld be
stocked at one place.

Loose supplies should be stored in open end boxes in a flip vp position.

Numbering the shelves: It may be convenient to number the shelves and exhibit on
a card connected with the shelf the items stored thercin. An index of items lying in
dilferent shelves can also be prepared to help easy location of required stock and
kecping fresh arrivals in appropriate shelves.

15.5 CENTRALISED STORAGE

Ceniralised Storage: It implics storage of slationery at one central place, and not in
cach department or branch separately.

Addvantages: Following are the main advanlages of centralised storage.

it)

1x)

Better utilisation of storage space and equipment: If all stationery items arc
stored at one place there can be belter atilisation of office space for clerical
operations. The storeroom can be located in the bascment or a room may be uscd
which iz not otherwise suited for clerical work, of one where ceiling-hizh shelves
cun be placed for storage and storage equipments can be used convenicntly. Attenmpi
should be made to secure economy in the use of space.

In ihe decentralised or departmental arrangement, more expensive storage shelves or
almirahs may have to be provided suitable to the fumiture and fxtures of the
departmental office. Desides available space may not be fully ulilised.

Better utilisation of stock: There are inany items of stationery wiiich are
inforquently required or required in very small quantities. If such items are stocked
in cach department. they may not be casily located when required and deteriorate in
quality with the passage of time. If the storage is centealised, such items can be

procured in relatively large quantitics consistent with demands lrom one deparinizni
or the other.

Storage and Control
of Stationery

ACCOM-01/7221



UMce Stationery and Forms ¢) Detter supervision and stock cuntrol: Better supervision and control of stationery
Munagmment is possible in the case of centralised stock keeping. The task of maintenance of
stores can be entrusted 1o specially trained persons,
Disadvantages
The disadvantages of centralised storage arc:

a) Problem of carrying stalionery to the user depariments: If dilferent depariments
or branches of the organisation arc located at a distance [rom the sloreroom, it may
involve them, resulting in the increase in re-transportation costs,

b) Delays: It may take quite sometime o supply stalionery io depariments
requisiticning it In the casc of decentralised store-keeping stalionery is readily
available in the depariment itself.

¢) Overcrowding of items: Centralised siore-kecping means overcrowding of
stationcry therelore accessibility of cach item - is dilTicult. Wherens in casc of
deeentralised siore-keeping the overcrowding is avoided by stocking goods in cach
department,

Check Your Progress A

1) Give one expression for the following:

a) Placing order for fresh supplics when the stock of material in store reaches the
minimum level.

b) When stationery and supplics for the entire organisation are stored at one. place.
¢} Passage left in the swreroom for movement of people and poods,
2} Which of the lollowing are not éssential requirements of a store-keeping system:
a) Swring all items of staionery in abundance.
b) Storing like items wogether.
¢) Mot classifying ilems [or slorage purpose.
3) Which of the following statements are true and which are false?
i) Storeroom should be locatéd near the place where stationery is unloaded.
i) - Stationery should always be stored in almirahs having lock and key.

iii) In the long run wooden shelves prove better than steel shelves for storing
stalionery.

iv) Heavy items should be stored st the back of the sloreroom.,
v) Ceniralised storage resulis in beuer utilisntion of storage space.

4) How will you store papers of different types in storcroom. As a store-kecper what
speciul care will you take?

15,6 RECORD OF STATIONERY

By record of stationery we mean keeping account of the quantity of various ilems of
stationery received and issued and the quantity lying in stock. Record keeping not only
helps in maintaining check on the misuse and pilferage bot also facilitates countrol over
consumplion. Proper record keeping ensures timely procurement of supplics with a
check on the available stock in hand.

Stationery Record Register

Record of stationery reccived and issued is usually maintained in o Stationery Record

Regisier. Scparale pages are carmarked in the register for cach item ol stationery, like
ACCOM-01/222 letter heads, pins, clips, togs, stamp pad, etc. It has columns for date of receipt, quantity

received, quantity issued, name of the depariment or person o whom issued and the

. balance in hand,
n



Specimen of Stationery Record Register Storage and Cenirol

of Stationery
Name of item Cede No.
Date of Quantity Datc of | Nameof | Requisiion | CQuy. Balance
Regeipt ! ssue Depit. or Mo, issued in hand
Person 1o
whem issued

To maintain record of consumption of stationery in dilferent departments, separate issue
registers can be maintained but there must be one stock register.

Stationery Stock Cards

Some organisations maintain Stationery Stock Cards instead of stock registers. A
separate card is made for each item of stationery and this card has columns for date of
receipt, quantity received, quartity issued, name of user department, requisition no.,
bglance in hand; etc. The main advantages of stock cards-over stock registers are:

(i) cards are more handy, (ii) while the stock register can be handled by one person at a
lime, different stock can be used by more than one person at the same lime,

Stationery Stock Card

UBTELL o v s i s i & i Maximum Stock

Date Receipts Issues Balanes in
slock
T '\
Qty. Invoice Supplier- | Qty. Requisi- | Department
Received | No. Issu tion No.

ACCOM-01/223
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15.7 STOCK TAKING

Stock taking means physical counting of stationery iteams lying in stock, For exampic,
stock taking may involve counting number of bottles of gum, boxes of carbon paper etc.
To verify physically against entries in the stock register.

Stock-taking can be donc at the cnd of the year or al regular imervals say three or fowr
times, in a yzar.

Annuoal stock-taking mcans physical verification of stock at the end of the year, It has

ceriain drawbacks, of which the following are worth noting: (i) it implies greal pressure
of work at the end of the (inancial year, when employecs are required o perform other

duties also; i) pillerage or misappropriations wking place during the whale year, come
to nolice only at the emd ol the year; (iif) periodic review ol stock is uot possible which
is essential to maintain check oa old or “dead™ siock,

Perpetual inventory or continuous stock-taking is another method of siock-taking
which involves checking stock as-a continuous operation. There is physical verification
of 2 few ilems in store every day or overy week. By this process each item gels counted
three or four times cach year. It proves convenient, if sonic person not connected with
athur store-keeping activities is given the task of stock-laking.

To maintain effective control over the stock of items whicl: are valuable and are subject
to the risks of pillerage and icakage, more [requent stock-taking may be arranged.
Where minimum and maximum limits of-stock have been predetermined, periodical
checks should be conducied to verily that these norms are actually followed. In case

of discrenancy between stock in hand and the bulance stock as per stock register, the
matter should be brought to the notice o the office manager so that it may be
investigated and appropriate oction can be taken.

15.8 CHARACTERISTICS OF GOOD SYSTEM OF
MAINTAINING STOCK RECORD

A gystem of stock record keeping is considered efficient il it satisfies the following
requircments:

1) Ease of localing stores should be ensured by a code number [or cach item of siock
and an indication as (o i's-cxact location in the siorcroom.

2) Estimating how long the stock in hand is expected w Jast

3) [Identification of items in stock which have o be procured i.e. re-ordered, and those
having excessive stock in hand.

4) Hentilication of the supplier with whom order should be placed for different iiems.

5) Keeping in view items ordered, suppliers concerned and expecled date of delivery of
supplies, and taking necéssary follow up action.

15.9 CONTROL OVER STOCK OF STATIONERY

To facilitale availability of stationery for use and avoidance ol nverstocking, maintaining
control over the quantity of siock in hand is essential. In the absence of such contral
there may be overstocking or understocking. Overstocking can result in deterioration in
the quality of slationery, and understocking can result in cut of stock position of
indispensable ilems at inconvenient limes.

The. following measures an: considered useful for maintaining cffective control over
stock in hand:

i} Fixing levels of maximum and minimum stock. By experience and esfimation of
requirements, maximum and minimum levels of stock can be fixcd Maximuom level
of an item indicates that the level of siock in hand should not exceed a particular



quantity at any point of time. For example, it may be decided that the number of Starage and Contre|
file covers in store should never exceed 500 al a time. Minimum level specifies that of Stationery

the stock in hand of an item should never fall below a certain limit, and order for

fresh supplies should be placed as soon as the stock in hand has reached the

minimum level. By adhering to maximum and minimurn stock Jevels, both

overstocking and understocking are avoided. The maximum and minimum levels

should be reviewed from time to time. It may be found that the levels originaliy

fixed were either too large or too small, or changes have taken place in the rate of

consumption of some items,

if) Maintaining perpetual inventory. Perpetual inventory refers to day-io-day
recording of stationery available in hand by noting down every receipt and every
issue of stationery in the stock register. Maintaining perpetual inventory not only
involves additional clerical work, but also makes #t difTicuit to keep stock records
up to date specially during rush periods. Moreover, it also requires checking on the
physical existence of stock, as shown by the stock-register or cards.

iii) Preparing list of inactive items. Some items of stationery keep on lying in store,
but are seldom requisitioned. Such items are called inactive items. The siorekeeper
should prepare a list of such items and submit it to the office manager for review.
This can help in preventing the funds being locked up unnecessarily,

Check Your Progress B

1) Fill in the blanks with appropriate words given in brackets,

a) Record about stalionery received and issued is usually kept through
reeeeemseeneensse. (Ledgerfcash book/stationery record rogister).

b} Fhysical counting of stock at the ¢nd of the year is called .................. {Final
stock tokingfannual stock taking/physical stock taking).
¢) By maintaining maximom and minimum levels of siodk .....ooovvveeen. stocking

arc avoided (over and under/good and bad/cheap and costly).
2) Which of the following statcments are true and which are false?
a) Stationery record register and stock cards serve the same purpasc,
b)) In annual stock tking it is difficult to-inainizin check on bld or ‘dead’ swock.

c) Minimum stock level means the minbuum quantity of stationery for which
order should be placed at one time.

d) Considerable funds of the organisation remain blocked in inactive items lying in
store.

15.10 ISSUE OF STATIONERY

In a small organisation stationery can be issued from the office to individual users
without any formal requisition in writing, but in large enterpriscs, a systematic procedure
should be laid down for issue of stationery. This is necessary to regulate conswnplion
and to avoid wastage and misuse. The procedure for issuing stationery should be
cvolved in consultation with departmanial heads so that unnecessary red-tapism does not

h::dnper day-to-day work. The procedure shouid sim-al maximum saving of time, labour
and cost.

The following procedure may be adopted in a mediuin or large sized office for effective
control over use of slationery.

1) Written requisition. Stationery should be issued against written requisition slips,
u_!hi'ch should be signed by u manager authorised for the purpesc. The authority to
sign requisitions should be granted only to responsible persons preferably holding
ﬂmpervisory positions, like sectien officer, accountant, assistant engincer, supcrvisors,

_ ACCOM-01/225
2) Frequency of issue. In many offices stalionery is issved io different sections or

deparments once a month or fornight, and the days and time of issue are also a1
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fixed. For example, stationery may be issued in the first week of every month
between 10 a.m, and 1 p.m. But this does not mean that the timings be so stricily
observed that work is held up lor want of stationery. It should be possible o make
stationery available at any lime il there is urgency of need.

3) Issue of right quantity. Stationery should be issucd in right quantity. Tendency to
over-draw should be discouraged. Some storekecpers adopt the policy of supplying a
smaller quantity than what is requisitioned. If the users know it they may requisition
more than the quantity actuzlly needed, keeping in mind the storckeepers cut. It is
belter to estimate the requirements correctly and issue sufficient stationery at a time,

Piecc-meal issue of siationery 1.e. issue in small lots increnses the worsk of the
storckeeper and the users.

Further the practice should be (o issue stationery on first-in [irst-out basis, that is,
older stocks should be issued first and the newer ones later, This helps in saving
staiioncry [rom getting stale and obsolete,

4) Dispensing in right packages. Different items of stationery should be issued in
packets or containers conlaining deflinite number ol items like 25 dot pen refills, a
dozen pencils, a quire of paper, clc. Generally, stationery items are sold in pre-
packed containers, say, a box of 500 pins, or of 100 clips, or of 25 sheets of carbon
papers. As far as possible, the issue units should be a pack of items whick
facilitates courting and handling.

5) Delivery at user’s place. Requisitioned siationery should, preferably, be delivered at
the work place of the users, The representatives: of user departments or sections
should not be required 1o come 1o the storcroom to collect siationery. Such an
arrangement reduces wastage of working time of departmental stalf.

6) Entry in stock repisters/cards. Particulars of all stationcry issued should be entered
in the stock registers or stock cards. Signatores of persons receiving the stationery
should be oblained in the stock register. Keeping account of stationery received and
issucd helps in asceriaining the quaniity of each item lying in stock.

7) Making arrangement for petting fresh supplies. Whenever the balance stock of
any item reaches the minimum level, or reorder level, the storckecper should

prepare a list of all such items and make necessary arrangements for purchasing
them.,

Informal system of issue. In some offices, experiments have been made 1o issne
stationery to any employee, without any kind of written requisition. No record of
issue is kept. This is known as honour system of issuing stationery, I{ hias made
employees of lower level feel immortant and has brought an clement of prestige and
gelf respect among them, It has been observed that the increase in expenditure due
to misese of stalionery has beea lower than the cost of maintaining records of
stationery. Also there has been considerable reduction in inconvenicnce caused by
red-tapism.

15.11 REGULATING CONSUMPTION

Stationery is costly and its consumption should be controlled. Misuse by individual
employees may seem insignificant but collectively it may assumce serious propestion,
Suppose an employee wastes about four while sheets of paper a day, the daily wastage
will comz to 1000 sheets if there are 250 employees in that olfice.

There are many items which connot be over-consumed, but for many items there are
chances of clerks unnecessarily over stocking their desks. There is always a constant
temptation to stock up the “home office”, Office pads can be passed on to school going
children for being used as rough exercise books, pencils, pens, erasers, carbon papers,
rulers, pins, clips, scraich pads, cellotapes etc. can be easily put to private use by
employees.

The following steps can be taken for regulating consumption and misuse of stationery.

1) Proper estimation of consumption. The office raanager should try to estimate
stationery requirements of every section, branch or depariment on the basis of
scientitic and empirical studics. The needs can be estimated on the basis of persons
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cmployed in the branch or depariment, the number of note sheets used per month
ete. Consumption of stationery of dilferent depariments can also be compared. For
example, if the personnel depariment having strength of ten employees has been
consuming twenty scratch pads enquiry may be made to ascertain why the public
relations section employing four persons should use thirty pads. The quantity of
stationery to be issued to different departments or sections should not depend on
whims of the persons requisitioning-it. It should be based on real needs periodical
seif audit of stationery consumed may be carried out in differont departments or
branches, which can be helpful in checking misuse,

Responsibility »f persons signing requisitions. Every person authorised to sign
requisition slips for issue of stationery should be advised to exercise his discretion
before signing requisitions of apparently excess quantities.

Charging the cost of issued material to the deparfment or branch. Departmenial
heads or branch managers are not usually conscious of the cost of stationery used in
their departments although the total expense on that account may be quite large.
They can be made o realise the implications of ignoring the cost of siationery if the
respective departments or branches concerned are charged with the relevant costs
while preparing departmental accounts. This may not involve much clerical labour
or accounting routine.

Proper dispensing. Stationery should be packed in convenicat units. For example,
il the monthly needs of clips of an office assistant are one hundred, the clips
should be supplied in a box containing 100 clips and not 500. Tiere is unnecessary
wastage of small items like pins, clips, paper fasiners, staples, elc. dus to over-issue.
If expericnce shows that there is greater spoilage of certain‘items, the same shouid
be supplied to users in small packets or envelopes.

Use of ball-point pens. Ball-point or high-tech point pens should be used instead of
the conventional pencils. Refills of ball-point pens should be of good quality, and
should be fully usable. Refills of inferior qualily drv out too soon.

Economising on typewriter ribbons, There is considerable cxpenditure on
typewriter ribbons, It is more cconomical to use durable ribbons. Two colour
ribbons (Black and red) prove more costly because the black half is used several
times more than the red one, and the unused red part has also to be discarded when
the black part has worn out. For heavier machines, like billing and accounting
machines, heavier ribbons may prove to ue more economical. Single-use ribbons
should be used for typing very important letiers only. To check pilferage of ribbons,
new ribbons should be issucd against used ribbons.

Economising on carbon papers. A wide variety of carbon papers of different
grades are available in the market. Some types of carbon papers do not make sharp
imprints on the copy but last for longer period. Some types are of very fine quality,
which give sharp impressions, but their life is short. Carbon papers should be
selected as per requirements. If the number of copics to be obtained is more (cight
or more) fine quality carbon papers should be used. Heavy weight carbon papers
should be used only when one or two copics have to be made. For general
purpose medium hard quality should be used. Carbon papers meant for use wilh
pencil or ball pens, are hard, heavier in weight, and last longer, For production of
copies by pencil or dot-pens only such grade of carbon papers should be used. It
proves advantageous to use carbon papers manufactured by reputed companies. Not
more than a fornights supply of carbon papers should be issucd to users at a time.

Ecpnomising on ink, glue and paste, cellotape ete. 1i.is not wise to use best
quality, heavily advertised, founwin pen inks. Any standard qualily can serve the
purpase well and is quite cheap,

IM oo much of pasting work is to be done, as in the case of libraries, glue or pasie
bottles of 200 or 500 ml. can be issued. A lot of paste is wasted because of drying
up and spillage. Users should be advised not to throw away the jars and spreaders,
‘or the empty jars can be refilled from bigger packings of five or 25 liues. Emply

jars should not be filled to the brim as it leads to wastage dus 1o spillage. A peon

can be assigned the duty of filling empty glue jars of employees by going to their

seals say, once & week or fornight,

Sterapge and Conlral
of Siationery

ACCOM-01/227
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9) Saving on scratch pads. A large quantity of scratch pads are consumed in every
Management

office for rough notings and figure work and for writing memos. Scratch pads are
made from trimmings of papers which are available ar very low prices. When bound
together under a cover these become quite costly. Instead of using scratch pads,
ordinary white fully-scap papers can be conveniently uscd, end prove quile
ingxpensive. Old absolete forms can also be bound fogether and used as scraich
pads. Blank side of obsolete forms can- alse be used for priniing or cyclostyling
new forms,

10) Economising on ufilisation of paper. Instructions should be issued to staff 1o use
both sides of paper when doing routine correspondence or issuing notices, bolletins
ele. Light weight paper should be used for general correspondence, hatf-sized lctier
heads should be used for short letters, memos, etc. Only the minimum aumber of
copies of letters, notice and bulletins should be made; unwanted extra copies have
only to be destroyed later,

11) Saving on envelopes, For ordinary purposes, envelopes of smaller size, made of
light weight paper should be osed. Letters addressed to the same party can be put

in a single envelope. Same envelopes can be used again and again for internal
comrespondence.

12) Saving on file covers, Old [ile folders should be re-used by pasting a slip of paper
where the subject and number of the file is written on the cover, Similarly, storage
binders can bo used agnin and again. Hard boards and flaps wsed for tying the files
can also be used again and again.

13) Miscallancous. All users should be asked to return unused stalionery to ihe store.
Pins and ¢lips should be removed from papers being put in [iles, such pins and
clips can be used again and again. Staplers prove less expensive than pins and

clips.
Check Your Progress C
1) Whet are the following?
a) Requisition slip (show a specimen of requisition slip)
b) Dispensing in nght packages.
¢) ‘"Honouwr System’ of issuing stationery,
d) Scraich pads.
2) Fill in the blanks with appropriate words:

a) Slationery should be issued at .................. mes as a routine (all/fixed/odd).

1) . system of issuc of stalionery unnecessarily increase the work of
the storckeeper (Fair/Strict/Piecemeal).

¢) The first-in-first-out system of issue means .................. stock should be
issued first (good/new/old).

d)  vvveereens eeeenn. Weight carbon papers should be used for obtaining larger number

of-copics. (Heavy/light)

&) To economisc on cost of typewriter ribbons instructions should be issued to use
P e P g colour ribbon (double/triple/single).

3} As office monager what steps will you take to economise consumption of letter
heads in your office?

15.12 LET US SUM UP

Stationery and stores should be carefully stored so that they do not deteriorate in quality
or get damaged or are not misused.

The basic requirements of a good stock keeping system are that sufficient quantities of
AOCOM-01/228 & A
stationery should be available when needed, proper care should be taken of items in
25 stock and there should be a proper system of issue.



Proper stock keeping requires that the storeroom should be centrally located and there Storage an Cantrol
should be proper physical arrangement of items lield in stock. Stocking in shelves ok Stotiuery
should be done in 2 manner that counting .f items is easily possible, and no item should

be hidden behind another, Items frequenily in demand should be stocked at a convenicnt

place, contents of each package should be marked on its wrapper. When the minimum

stock Jevel is reached, order for fresh supplies should be placed. Different items of

stationery should be stocked on the basis of some classification. Each shelf should be

given a number.

Centralisation and decentralisation of stock keeping have both merits and demerits,
Under centralised stock keeping, stationery for the entire organisation is stocked at one
place.

Under decentralised stock keeping, stationery required for use in different departmoents or
branches are stored in the respective branches or departments. The advantages of
centralised stock keeping aro: there is better utilization of storage space, and stock, and
convenience of supervision and control over stock.

The disadvantages are that stationery items have to be re-transported to dillerent
departments when required, and there are procedural delays in issue.

Keeping proper record of stationery helps in checking pillerage, conirolling consumption,
and timely procurcment. Kecord of stationery is maintained in stationery siock register
or Stock Card. One of the methods of verifying stock in hand is the process of stock-
taking which means physical counting of items lying in siock.

The guantity of siock in hand may be controlled by fixztion of maximum and minimum
levels of stock, maintenance of perpeinal inventory, and listing of inactive itcms.

Standard procedure should be laid down for systematic issue of stationery, The
procedure may consist of issuing stationery on the basis of writter requisition, at [ixed
intervals on specified days, in right quantity and in packetls containing a reasonable
number of units. The issuing should be recorded in the siock register, and the stationery
issucd should be delivered at the place of work of the users,

Stationery is coslly and its consumption should be properly controlled, Over
consumplion due to misuse, as well as pilferage, cte. should be checked. To regulate
consumption, requirements of each section or branch or depariment should be properly
estimated, and the issue based on requirements. Cnly responsible persons should be
authorised 1o sign requisition slips. To make heads of departments/branches realise the
significance of regulating cost of issued stationery, relevant costs may be charged (o the
respeclive departmential or branch-zccounts,

Items of stationery should be issued in small packs. Steps should be taken (o cconomise

the use of typewriter ribbons, carbon papers, ink, glue and paste, scratich pads, papers,
envelopes, file covers, and other items,

15.13 KLEY WORDS

Stock taking: physical verification of items lying in stock,
Perpetual Inventory: continuous checking of stock lying in.store.

Minimum re-ordering level: The prescribed minimum level of stock of any item which
indicates when order for fresh supplies is to be placed.

Requisition slip: A written request for issue of diffcrent items of stationery signed by
an auihorised persen.

15.14 ANSWERS TO CHECK YOUR PROGRESS

A1) a)  Re-order level
b) Centralised storage ACCOM-01/229
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C

2y W), ¢
3) 1) True, ii) False, iii) False iv) False v} Truc
13 a) Suationery record register
b} Annual stock taking
c) Over and under
2) 1) True, i) True, iii) False, iv) Troc
2} (a) fixed, (b) piecemenl, () old, (d) light, (2) Single

15.14 TERMINAL QUESTIONS

1)
2)

3

4
5)

6)
7

&)

State the importance of storage of stationery. What are the basic [actors ‘o be
considered for efficient storckeeping?

What is meant by centralised storage? What are its advantages and disadvantages?

How should the consumption of stationery be controlled? Is it essential o control

and regulate the consumption of stationery. Outline a procedure for controlling and
regulating the consumption of stationery.

How will you maintain record of stationery in an olfica?

What ae the different ways of maintaining control over quantity of stock of
stationery in hand?

Device a suitable system of issue of stationery in an organisation having seven
departments and emnploying eight hundred office workers.

Outline the nature and significance of storage of office stationery. "What are the
important aspects of storage?

Wrile short notes on:

a) minimum bot adequate siocks.

b) How should stock be arranged in storcroom,
¢} Re-ordering level,

d) pood stock record.

e) Saving on cost of paper used in office

f) Proper sysiem of issue of ink, paste, pins, clips and vse of carbon papers in
offices,

Mote: These questions will help you in understanding this unit better. Try to answer
these questions but do not send your answers to the University, Thesc are for your
practice only.




UNIT 16 OFFICE FORMS

Structure

16.0  Objectives
16.1 Introduction
16.2 Meaning of Form
16.3 Importance of Forms
164 Advanages of Using Forms
16.3 Disadvantages of Using Forms
16.6  Types of Forms
16.7 Forms Design
16.7.1  Factors Affecting Forms Design
16.7.2  Principles of Forms Design
16.8  Forms Control
16.8.1 Objectives of Forms Contrel
16.8.2  Steps in Forms Control
16.9 Continnous Stationery
169.1 Types of Continucus Stationery
1692  Advantages of Conlinuous Stationery
16.10 Let Us Sum Up
16.11 Key Words
16.12 Angwers 1o Check Your Progress
16.13 Terminal Questions

16.0 OBJECTIVES

Aler reading this unit you should be able to:

* cxplain the meaning and importance of office forms

® enlist various types of forms used in the olfices

* describe the advantages and disadvantages of using {orms
* giate the objectives of forms control

* putline steps to be taken for forms control

* define continuous stationery

* describe the advantages and disadvantages of continuous siationery.

16.1 INTRODUCTION

Today we cannot think of any office which does not use forms of one kind or the other.
Indeed a large variety of forms are used in modern offices e.g. form of application to
claim overtime allowance, form of requisition for stationery, forms 10 acknowledge
receipt of orders, making enguiries, etc., order form, bill form, and the like. In this unit
we shall discuss the nature and importance of offivce forms, design of forms, ohjectives
of forms control, and the usefulness of continuous stationery.

16.2 MEANING OF FORM

According to Leffingwell o form is defined as ‘a printed picce of paper or cardbourd
nscd o collect and transmit information”. Take, for example the form preseribed for
claiming travelling allowance by employees. It is printed on a sheet with headings and
space for filling in the employees name and designation, date of departure, arrival, and
amount, spent, etc., in-different columns of the form. Similacly, a form of invoice is a

ACCOM-01/7231
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printed sheet with headings on columns (o fill in the quantity, description, 1ate and
amount claimed for goods supplied. Thus, we can say that a form is a printed piece of
paper with marked headings under which entries are vsually made by hand or typed for
the information of other departments.

16.3 IMPORTANCE OF FORMS

It has been estimated that about 68 per cent of the total time spent in office work relales
to the handling of forms. Properly designed [orms reduce office cosis by increasing the
volume of work performed. Information required to be collected or instroctions o be
issued again and again instead of being wrilten everytime, can be filled in blank
columns of a form apd considerable labour time saved and mistakes avoided. Use of
forms in offices have become so common that they have become an imegral part of
office systems and routines. Use of forms helps information required for efficient
conduct of business, to be received, arranged, recorded and transmitied in a systematic
manner. For example, forms are prescribed which siudents secking admission to any
universily are required o fill in providing information in different columas and rows
of the form. Had mese forms not been there, each student would have wrilten an
application by hand, some might have failed to give required information, and some
would have given unwanted information. In printed forms, required information can be

sought in desired sequence and at desired place, i.e. in specified rows and columns in
the form.

16.4 ADVANTAGES OF USING FORMS

The following advintages are derived from ihe wse of forms in the office work.

1) Saving in labour. Routine information can be fitled in specified columns of forms
and there is no need for detailed narration whereby valuable labour and time can be
saved. Thus, for routine application 10 be made, the narration part can be avoided
and only facts and figures have 1o be filled in relevant columns, To acknowledge
receipt of a letter, there may be printed post casds in which only the date of receipt
and the addresses are to be wrilten or typed.

2) Mistakes are minimised. The stalf using forms have only to fill in the required
information in columns and rows, This minimises the chance of any information
being omitted to be fumished or unwanted information being provided. The chances
of errors or mistakes are also considerably reduced in that process.

3) Ease in gathering and analysing information. When forms are used to collect
information relevant data is entered in particular rows or columns according 10
marked headings. The orderly arrangement of information facilitates the work of
data classifieation, processing and analysis. This reader hus only to look at

appropriate columns for particular items of data collecled, and need not scan the
entire form.

4) Ease in location of records, Differemt kinds of forras may be printed in different
designs with dilferent headings. Even the size and colour of the paper may be
different. This facilitates their location, Ore can easily find ont what information o
form contains just by having a look at it. If different categories of information are
written in hand, on the similar papers, each form must be read thiough to know
what it is about. For example, with a distinctive form design, the dealing assistant
can say (hat this is medical leave form by just having a look at the form.

5) Forms facilitate adherence to office procedures and routines, Adherenze to office
procedurcs and routines is facilitared a great deal with the help of forms.
Instructions about routines to be followed can be printed on the form as footnotes.
For example, if on the requisition slip it is written “signature of Section Officer
Store Keeper”, “Folio of stock register™ etc. it implics that the form should be
signed by the Section Officer or storekeeper and entry has been made in the stock
register on the specific foiio, Forms also help in {ixing responsibility for the work
done or the work which has remained undone.,



6) Storage of information. Information about various aspects of activities of the firm Office Forms
remain on record in different types of forms in a definite order, and everybody in
tke organisation knows about it. Thiz information can be retrieved whenever
required by locating relevant forms and looking at appropriate colomns.

7) DBetter service to customers, shareholders and creditors, All relevant information
about customers, sharcholders and creditors can be preserved in different files
containing the forms. For example, when customer cpens an account in a bank he
has to provide complete information about his address, business or profession,
refesees, in case of need etc. This information can be conveniently found from the
furms maintained in files.

8) Helpful in planning. Vital information and data which are put in writing in forms
can be used for futore planning. For example, when deciding about the number of
sents to be provided for different courses in any university, the admission forms of

previous years can be looked up to find out what cousses attract more and better
students.

9) Geodwill. Forms also help a firm 1o project respectabie image of itself among the
general public, For example, those who are issued share certificates in beautifully
designed and printed forms are bound to carry a favourable opinion about the
standing of the company.

16.5 DISADVANTAGES OF USING FORMS

Although there are many advantages of using forms, there are a few disadvantages as
well if proper care is not taken with regard to the design and usage of forms. The
disadvaniages arc as follows:

1) Information contained in forms is of a routine nature. Information furnished or

required to be given in forms are mosily of a routine nature, which do not serve
any purposc in vilal matters.

2) Contain only specified information. Only specified information is contained in the
forms. If there is no column for furnishing any other information, the person filling
it will not give it, howsoever, important he may be.

3) Possibility ol excessive use. Many orpanisations develop a tendency 1o use forms
for every possible need, For example, if a person wants 1o avail of casual leave he
may have to write lwo lines on a piece, but some offices unnecessarily have forms

for that purposc. This practice increases the number of forms in use, and the office
cosls,

4) Possibility of misuse. Thers is danger of misuse of oflice forms if unused blanks
arc not kept in proper costody. For example if @ blank railway pass forms are stolen
they can be osed lo issue fake passes to other people.

) Hinders smooth flow of work. It has been observed that if one or the other form
is out of stock, employees in ihe habit of using forms allows work to be held up for
non-availability of forms. This may create scrious problems where, [or instance,
collection of debt gets delayed due Lo non-issue of reminders on account of the
relevant forms being out of stock.

16.6 TYPES OF FORMS

Forms are usually classified according to the work or function for which they are used,
¢.g. purchase order forms, sales order forms, personnel depariment [orms,
acknowledgement forms, cash memo/freceipt fooms, etc.

Forms may also be classified on the basis of interal or external use. There can be

1} outside eontract forms like invoices, purchase orders, credit notes, cte, (See figure ACCOM-01/233
16.1 and 16.2)
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internal office forms like requisition slips, travelling allowance forms,
Manngoment

memorandum forms, cte, (See Ggore 16.3 and 16.4)

Another hasis of classification is the number of copies of lorms used at a time. Thaus,
there can ba:

1} single copy forms, ic. forms of which only one copy is required at a time

2) multiple copy forms ie. forms to be used in duplicate, triplicate, etc. The
additional copies may be required to be zent o different partics or may have to
be kzpt in dilferend files for record.

Figure 16.1

Specimen of Purchase Order
PURCHASE ORDER

To

Diate

Requisition No.

(Mame and address of supplier)

Please supply the following items in accordance with G terms and conditions herein.

Item No. Description Quantity Code No. Priee | Total Remarks

Figure 16.2
Invoice

Book Lovers Private Limited

Hyderahad
Mo, 3201 Date: 15.7.1987
To
M/S. Book Paradise, Nagpur
Quantity Particulars Rate per unit Totad
Ris. Rs.
10 Copies Principles and practice of Accountancy
by R. Sriram 25.00 250.00
Less: Discount @ 109 25.00
{Rupees two hundred and twenty five only) i 223,00
ACCOM-01/234 RXXXX

For Book Lovers Frivate Limited




Figure 16.3 Office Forms

STORE REQUISITION SLIP
5L Particulars of items required Quantity | Quantity | REMARKS
No, required issued
Received Above Ttems
Signature of the Signamre of the PVC/ Signature of
Indentor Secticnal Head Stores Incharge
Flgure 16.4
ADJUSTMENT BILL
Maintcnance Account
Development Aceount
Earmarked Found Accounts
Deposit Account
Asumof Re oovriinineiienins veeees. Was token as advance on ... A AR
BY crrssnrrersamsnnnnnas Out of this advance a sum of Bs. cooceinineens esenress NIBS becn spent as per
the following vouchers {Enclosed).
WVouchers Mame of the Firm Ttems purchased ete. Amount
MNo. Dawe Rs. P

ACCOM-01/235
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The unspent balance of K- ... has been deposited in the Finonee Branch vide Receip:

An additioae] ameount of BS. oooviviineeeenn.. has boen spent by SHrd ooooveenincsiiveineen, €0
the purchase of the above items, This amount may please be reimborsed © She oo,
craversennseens A0t charged to fhe Budget Grant for the your ... under the Head

Datc: Dy, Repistrar/Assit. Repistrar

Delete whichever is not applicable

(For use in the Finance & Accounts)

Passed for adjustmentTayment No. Payment
of Bs. ....... S or
14 PR R e R T | L4 S
N e R paid in cash/by cheque
Dt

Check Your Propress A
1) How do forms help in saving labour time?
2) Give an cxample of excassive use of fonms,

3} How can the {orms be misused? Give two examplos

16.7 FORMS DESIGN

Designing an office form is a very important aspect of office management. A badly
designed form may cause waste of labour and mistakes in elerical work. It may lead to
boredom, monotony and frustration among the stafl. Also such a form may adversely
affect goodwill and public image of the organisation. Any defect in the design of a
form can ruin good systems and procedures.

16.7.1 Factors Affecting Forms Design

The following [actors should be kept in view while designing the office forms:

1) Suited to the purpose. While designing a form itz purpose sliould be carclully
deflined both in relation 10 its use and olfice routines. Duc consideration must be
given to the nature and type of information of form, There can be no justification
for getting a form printed if an ordinary piece of paper ean serve the purpose well,
Use of the form should expedite work and save time and encrgy.

2) Convenient to use. The design of the form should be conveniznt 1o use, depending
on the manner in which it is to be used, i.c. how the form will be filled, whether
by hand, by typewriter of by accounting machine. For example, if a form is to be
fed into a typewriter il should be so designed thal new starling places for the typist

are minimum. Similarly, spacing between the lines should acconding 1o spacing
provided in the typewriter,

Attention should be given to the armngement and seguence of items 1o be recorded
on the form. A logical sequence should be followed so that each item can be
entered with convenience. Related information should be bunched together. For
example, the name and address of a customer should be entered at one place. The
user should not have 1o look for related informatign at different place in the form.

3) Simple to use. The design should be such that users can easily learn its use. Key
information should be put at a prominent place so that sorling can be done by
merely having a look at the form, For example, the account number of the customer



on the specimen card should be given at the top so that it can be easily located. Oifice Forms
The headings of columns should be self-explanatory; abbreviations or symbels

should be avoided. Il adequate instructions are lengthy, these may be printed at the

back of the torm. The instructions should be clearly worded.

Generally, a form will have thres parts: (a) Identification—The first part is for
incntification, with the name, address, number, ctc. of the parlyfcorrespondent. The
identification information should be at the top of the form. (b) Main information
or data—The sccond part is meant for filling in the data or information, (c) Special
instruction—The third part iz left for special instructions. For example, a purchase
order fortn may contain a column whether the goods are to be sent by road or rail,
cic.

41 Heading and code number of the form. For easy identification, every lorm should
bear a heading or a code number. It is easier to refer to forms by the headings,
which should be printed at the top of the form. Use of alphabetical codes to identily
forms is often preferred. For example, alphabet “A” may stand for accounts section,
‘P* for purchase department. ‘S’ for sales depariment, eic. Form $-5 may suggest
thiat it is a {form used by the sales department. Instead of headings, serial numbers
may only be assigned to the forms using the decimal system, For example, No, 3.27
may be allotted to a form indicating that relat2s 1o the sales department of which
the code Mo, is 3, the serial number of the form being 27.

5)  Proper size. The form should be just large enough to accommodate the matier to be
written on it. Paper cutto standard sizes is available in the market; the size of the
form should be such that there is minimum wastage of paper in the process of
culling it again (o the size of the form.

The following points should be borne in mind while deciding about the space to
be feflt for filling in information or data in the column or cages of the forms.

i) Column should be broad enough to accommodate maximum words/figures likely
1o be filled in it,

iy Column should be long enough to accommodate a fixed number of entries and
if entries are Iengihy one colamn should be capable of accommodating one
cntry al least.

iii} The heading of each column should be brief and concise but self-explanatory.

G) TProper printing. Il forms are printed, the type face should be distinct and clear,
and big cnough to be readable in nawral or ariificial light. From the point of view
of et up, different kinds of type faces may be used. While checking proofs of
printed forms it should also be ensured that the copy is correctly composed and
properly laid out.

7y Selecting paper of appropriate quality, Forms should be printed on paper of
appropriate quality, i.c., weight, lineness, colour ete. of the paper.

The quality of paper to be used for different forms will depend on the
following factors:

i} Dwrability. The paper used for printing forms should be strong enough o last
for a specific period. Some forms like share certificates, academic degrees,
insurance policies, ete. have to be preserved for long periods and paper used for
printing such forms should be durnble.

i) Handling. Handling refers to repeated use of lilled in forms and [requently
passing from hand to hand and exposurs o wear. and tear. Forms likely to be
subject 10 Tough handling by different persons should be printed on strong

paper. Printing of forms required for temporary use on quality paper is a wasie
of money.

iy Method of filling in the form. The qualivy of paper should be selecied keeping
in view whether the form is to be written by hand, or typed or fed into some
other type of machine, If carbon copics are required the form should be printed AOQCOM-01/237

on thin paper. Special type of paper has to be vsed for getling cyclostyled
copies of the form.
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iv) Appearance. A [orm intended to be used for communication with outsiders,
should be printed on good quality paper {like bond paper) so as to make good
impression on the receivers. The appearance of share certificate has to be good.
Forms required temporarily for record only, like a pay-in-slip of a bank, need
not be printed on very good quality paper.,

8) Use of colours in printing. Unless essential, the forms should not be printed in

9

different colours of ink, becavse the related costs arc likely to be high. However,
gome forms may be printed in a particular colour of ink, for example, a credit nole
iz conventionally printed in red ink. Sometimes, pupers of different colours are used
for printing dilf=rent types of forms. For example, the white poper may be vsed for
original copy, pink for the second, and light green for the third copy.

Providing space for punching or perforating and scoring, For convenicnoe of

use, forms are usually stiiched and kept as bound books. In  {hat case, necessary
space should be left for stitching. Besides, forms are invariably placed in files for
which perforations are required 1o he made on the left hand margin, Solficient
margin is, therefore, provided on the forms for that purpose as well, Some forms

are provided with detachable parts. For example the lower part of skare application
form is used for acknowledgement of receipt. To facilitate deinchment, performation

arc made while printing the forms for which the printer should be given clear
instructions.

Scoring means impressing a line on the paper which indicates the place where 1he
forms may be folded and cross-folded. Printer must also be instracted about the
exact place on the form where scoring lines are required.

16.7.2 Principles of Ferms Design

The following principles which provide usclul guidelines for desighing forms are worlh
noting:

1)

2)

A

Principle of use. Forms should be easy and simple 1o use. They should facilitate
efficicnt performance of work rather than become obsiacles to smooth flow of work.,
Forms should be used only when it is essential to do so, i.e. when il helps saving of
time and labour. Use of [urms, for exumple, is essential when certain date has o be
reported repeatedly.

Principle of standardisation. Standard designs lor cvery type of lorm should be
determined and maintained. This implies that forms should always be printed on
paper of the same size, qualily and colour and using the same type of print so that
dilferent forms can be identified easily.

Vrinciple of centralised control. Effective control is essential over introduction of
new fonns, making chonges in old forms, and discontinuation ol obsolete forms,
There should be a central auwthority designated for the purpose. In the absence of a
central authority, introduction of new forms and amendmenis to the existing forms
are likely 1o be arbitrary and unsystematic.

Principle of integration with office systems and procedure. Torms should
facilitate adherence 1o sysiems and procedures prevalent in the organisation, Use of
forms should not obstruct or delay the flow of work. For example, if a requisition
form for stationery has 10 be signed by assistant manager and the form has a space

provided for “signatures of the manager™. It may lead 1o unnecessary conflict and
misunderstanding.

Principle ¢ multiple use. Gflorts should be made (o make one form capable of
being put to different uses. This helps in restricting the number of forms in use.
Existence of a large number of forms hinders work and becomes uneconomical

Check Your Progress B

)
2)
3
4)

Design a form for clriming travelling allowance.
When are forms difficult o undersiand and use?
Why should every form be given a name or 2 number?

Tick mark the feciors which we o be considered while selecting the appropriate
quality of paper for forms:



a#) Mumber of copics o be made, Office Forms
by Size of the form.

¢) Colour of the form,

) Intensity of handling it has to bear,

e} Longivity,

{} How it is going to be ransported.

g}  Method of writing on the lorm,

Iy How much space is to be left for punching or pecforation,

i)y Principle of multiple use.

5) Give an example of a form being used for more than one purpose.

16.8 FORMS CONTROL

To maintain smooth fow of work, performance of offlice work in accordance with the
system is laid down, and io economise on expenditure on forms, control over office
lorms is essential. Forms control refers to maintaining a check on introduction of
new forms, amendments in existing forms and discontinuation of obsolete forms.
Without forms control there may not be any end o multiplicity of lorms and arbitrary
amendments to the existing forms.

16.8.1 Objectives of Forms Control
The primary objectives of forms control are as follows:

1} Retention of necessary forms only. To retain only those forms which are necessary
for saving labour and time,

2)  Suitable design of lorms. To ensure that the forms being used in the organisation
are appropriately designed.

3) To produce forms economically. The number of forms to be printed must be in

lots which is economical from the point of view of printing cost and possibility of
madifications,

4} To prevent misuse of forms. To ensure that forms are distribsed only to the staff
who need them and not reach wrong hands.

5) Reviewing existing forms, To periodically review the existing forms to check

whether they are still in line with current systems and procedures of work in the
olfice.

6) Introducing new forms or smending old forms. To ensure that new forms are not
pnneccssarily introduced, and existing forms are not amended without justification,

16.8.2 Steps in Forms Control

The lollowing sieps are considered to be useful for making forms control effective,

1) Establishing a centralised administration. For effcctiveness of control, it is
necessary that the controlling authority should be vested in the office manager or a
senior officer. Generally, a centralised control system is preferred in large
organisations, Sometimes a “forms supervisor™ ig appointed to assist the office
manager. A commilice may also be sel up 10 advise the office manager as regards
introduction of new forms, designing lorms, amendment of existing forms, and
management and control of forms gencral,

2) Approving design and printing. If the controlling anthorily approves the
introduction of a new form, the next step is to have a suitable design of the form.
Alter preparation and approval of the design comes the task of producing ihe form;

it may be cyclostyled or printed, taking into account (i) the number of copies of the
form 1o be produced, (ii) quality of paper 1o be used, and (iii) size of the form. AOCOM-01/239
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3)

4}

5)

Maintenance of forms register. To keep a permancent record of forms being uscd
in the organisation a “Forms Register” is usually maintained in the office. Two
copies of every form are pasted in the forms register. A separate index or list of all
forrns contained in the register is also maintained 19 facilitie ready reference.

Preparing list of office procedures and routives. Forms are wols through which
office routines and procedures are followed, The foras controlling officer should got
details of all procedures and routines being followed in the organization. The Jorms
should be classified, marked and numbered according o the procedure and the
concerned depariment. For examples, a "Porchase order form® used by the Purchase

department as a part ol purchase procedure, can be classificd under the forms of
purchase department.

Periodic review. All existing lorms should be periodically roviewed 1o check
whether they need amendment, or can be climinated, or combined with other [arms.
Use of some forms may have 1o be reconsidered in ihe light of copies to be
prepared to meet the requirements of a new procedure, additional copics being sent
to other deparimenpis, or filled for Tulure relercnce.

A form which is no longes is used has to be disposed of, but before deing so,
concurence of the head of the user department should be oblained in writing, The
fact that a form has been declared dead should be neted in all relevant records,

Determining quantity to be ordered. The controlling suthority has o determine
the quantity of the forms to be ordered at a time. The order quantity should neither
be too small nor too large, IT the fonms are produced in very small quantities they
may be exhausied soon, and [resh order for supply may have o be placed, This
may obstruct flow of work and involve extra expenditre on fresi pricting. If order
is placed lor wo large a quantity, there are chances of the forms becoming damaged
or obsolete over time, When deciding about the quantity of the forms to be ordered
al one time, the following factors should be taken into account,

a) average quantity used per month or lorinight;

b} time required te procure fresh supply;

¢) cost of forms and funds to be invested for the purpose;

d) savings which can be cllecled il supplics are procured in large quantities;
e} possibility of charges being made in the forms

Considering the above factors a cost and a benefit analysis should be made
and an exact figure for quantity of forms to be ordered at a time be fixcd.
The following formula may be applizd 1o deermine the economic order
guantity (EOQ) to be ordered.

EOQ =1 [.2AS
iC
Where:
A = Annual consumption
S = Ordering costs per order
C = Invoice cost of cach form
i = (l:.‘arr}fing cost of forms expressed o5 a ratio of the invoice price of
orms

Check Your Progress C

1)
2)
3)

4)

Enumerate any three objectives of forms control
Why should a centralised administration be established for control of forms?

What factors will you consider for periodic review of forms being used in the
office?

What factors are missing from the list of factors 1o be considered for determining
guantity of forms to be ordered:



i} Possibility of change in forms. {Tjce Forms
i) Amount of money required to be invested in forms,
iii) Savings likely to be effected in bulk procurement of forms.

A T

v)

16.9 CONTINUOUS STATIONERY

If more than two copies of any form are to be prepared, the typing work is likely to be
cumbersome and time consuming. For example, if a typist has to prepare four copies of
a form he will have to place four forms, one being the other, in proper alignment, put
carbon papers in between them, and insert them in the typewriter properly. Alter typing,
he will have to separate the forms and the carbon papers. This work of interleaving,
handling, aligning and detaching, may take more time than the actual typing.

To avoid this inconvenience, continuous siationery is now widely used. This implies
armanging readymade, properly aligned sets of forms with single-use carbon papers
placed in between. The typist has only to insert a readymade set of forms in his
typewriter and start typing. In the case of roll stationery the feeding iz done once only.

When a set has been typed, the next set gets automatically fed into the typewriter from
the roll,

Continuous stationery may be defined as a device whereby office forms are
produced in continuous strip, and where separate forms are vsually divided from

one another by perforation, and where several copies are usually obtained by the
use of various copying methods.

16.9.1 Types of Continuous Stationery

Different varieties of continuous stationery are now available in the markei, Mainly used
are the following:

1) Roll Stationery : In this type of staticner the forms are wrapped in continuous
rolls. You may have seen rolls of paper used in a computer, or a listing machine
or zalculator, computerised railway booking where forms of tickets are fed into the
machine in rolls. One form is separated from another by means of perforations. In
some types of rolls, forms have to be separated from each other with the help of a

metal cutting edge. There is no provision of producton of multiple copies in roll
stationery.

2) Interfold stationery. In this type of continuous stationery, forms are interleaved and
folded flat in ‘concertina’ fashion with perforations for easy detachment.

Figure 16.5: Continuous Statlonery Faufold

J) TFanfold fype. In this type of continuous stationery, separate copies of forms are
joined together not only end to end, but also side to side 'The forms ar dewached
from one another by petforations both horizontally are vertically, If A number of
sets of this type of stationery are pulled out, they open up in the form of a fan and

that is why it is called fanfold stationery. The forms are interleaved with single-use ACQCOM-01/7241
carbon papers,
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This is special type of ontituous stationery having forms of different with
incorporated in a set, or having pre-punched filing holes in forms. But it prevents
the use of sprocket frrding. In sprocket feeding system, the edges of the roller of
typewriters have wheels with protruding pins. These scts of forms have holes whis
fit into the sprockel so that result they do not get out of the alignment when rolled
OVET.

16.9.2 Advantages of Continuous Stationery

Use of continuous stationery offers the following advantages:.

1)

2)

Saving in time. Assembling and- aligning multiple copies of forms interleaving them
with carbon papers, and detaching them taken together is a laborious and boring
job. The main advantage of using continuous stationery is the saving in time along
with the elimination of menotony, Larger the number of copies of a form w0 be
produced, more is the saving in time,

Better quality of work. Work done through continuouns stationery is neat and clean,
There is litle chance of figure on the second or third copy having impressions at
wrong places due to faully alignment.

Disadvantages of Continuing Stationery

Following are the disadvaniages of using continuous siationery:

1)

2)

3)

4

Corrections dillicult. When forms are used in sets, it is dilficolt to make
corrections and alterations in the typed forms, If five or six copies of any form arc
typed by single stroke, corrections are still more difficult,

Carbon paper spots. Carbon cupies of forms often get spoiled as spots of carbon
papers appear due to the pressure of the roller of typewriter on carbon paper,

Defect in alignment. I due to faulty manufacture, the slignment of forms in a set
gets disumrbed, imprinis are likely to be at wrong places.

High initial cost. Installation of continuous stationery involves high initial cost. The
cost of interfold or fanfold forms with single use carbon papers interleaved in them
is quite high. Only big undertakings can aflord such costs and derive theirbenefis.
With the availability of xeroxing or photocopying facilitics many firms wave
discontinued the use of continuous stationery, When several copies of a form are
required photocopies can be conveniently obtained.

Check Your Progress D

1)

2)

3)

Suate whether the following statement is true. If not, what is the fallacy in it?

“By continuous stationery we mean a position when office stationery is available to
employees continuously, witout any shortage or interruption™

Which of the following two statements is correct and why?

o)  “Continuous stationery is used to fill informadon in forms continuously without
separating or detaching them.™

b} “Continuous stationcry is used to save the labour of aligning a number of
forms, interleaving them with carbon papers time and again.”

Which of the following is not a 1ypes ol continuous stationery?
a)  Manifold

B Irterfold

¢) Fanlold

d) Roll stytionery

e) Wraplold

Which of the following statements are true and which are false?
a) Continuous stationery installation involves high initial cost.

b) Use of continuous stationery results in saving of time and labour which leads to
saving in office cosis,



¢) Work done by use of continuous stationery is neat and clean : Office: Forms

d) Single use carbon paper used in between a set of forms in continuous stationery
leave apots on lower copies

16.10 LET US SUM UP

Use of forms is a must in every modern office of medium or large size. A form is a

printed piece of paper or card on which required information is entered in ccolumns and
FOWS,

A significant proportion of the work time of office .employees® is spent in handling
forms, either reading forms of filling forms, Indeed forms have become an integral part
of office routines. Use of forms expedites work result in saving of labour time,
minimises errors, facililates collection and analysis Information. It also helps location of
records and adherence to office procedures and routines. Forms facilitate in storage of
information, help in providing efficient service to customers, and create goodwill of the
cnterprise.

Forms can provide only specified information, nothing beyond that. There is a always the
danger of excessive use forms. Sometimes they hinder amooth flow of work by
increasing red-tape.

Forms can be classified on the basis of work or function for which they are used, Office
forms should be properly designed. The design should be suited to the purpose for

which a form used. Forms should be simple to use, must have heading or title and a

number. There must be adequare space in the forms the writing one matter and the size

of forms must also be used. The quality of paper will depend on how important the forms are,
the period be used. The quality of paper will depend on how important the forms are,

the period of preserving them, handling they have to bear and the method of writing.

Forms must have space for punching holes, perforation and scoring. There should be

centralised control owver introduction of new forms and taking amendments in existing
forms.

It is essential to maintain control over the production and use of office forms. The
objectives of forms controls are ensure that forms are designed property, and to review
existing forms periodcally to climate obsolete. Control is also necessary Lo

prevent misuse of forms.

For effective control, it is necessary that the controlling authority vested in the office
manager or a senior executive. A centralised system of contrl is prepared in large
organisations. A committes may also be appointed to advice the office manager on
wvarious aspects of control. A list of office procedures and routines should be prepared to
examine the feasibility of Introducing new forms or amending existing forms. The forms
in use should be periodically reviewed. The quantily of forms to be produced at a time
should be determined carclully.

Continuous stationary is a device whereby office forms are produced in continuous strip
and where several coples are obtained wsing various copying devices. It is of three
types: 1) roll stationery, ii) interfold stationary, and iii) fanfold. Continuous stationery
saves labour time and better quality of work is also achieved.

Disadvantages of using continuous stationery are that it is more costly, making
corrections in forms is difficult, and forms get spoiled by spots caused by carbon papers.
Defect in alignment of forms can result in figures being imprinted at wrong places on
carbon copies, which may be confusing.

16.11 KEY WORDS

Form : A printed piece of paper or card on which entries are mode against marked
headings.

Continuous Stafioneryy : A device wherebhy office forms are produced in continuous AOCOM-01/243
strip, one set of forms is separated from another be preforations, and several copies can 1
be obtained by using various copying methods.
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16.12 ANSWERS TO CHECK YOUR PROGRESS

4) Correct factoes are ; (a), (d), (&), (g), only,
4)  (iv} Quantity used per month, fortmight, etc,
(v) Time required o procure fresh supplies.
1) The statement is false,
2)  Statement (b) is correct.
3) (a) and (e} are not any type of continuous stationery.
4)  a (True), b (True), ¢ (True), d (Truc)

16.13 TERMINAL QUESTIONS

1)
2)
3

4)

6)

7

What is meant by office forms? What ’s their significance? State the principles of
forms designing.

What are the different types of forms usad in-offices? State the advantages and
disadvantages of using office forms.

What are the cbjectives of forms contrci? Briefly enumerate the steps necessary for
effective forms control.

What factors will you take into account when determining the quantity 1o be
ordered at » time for supply of office forms.

Fcrms control has been referred 1o as “one of the essential tools of office
management”. What do you understand by forms gontrol? State how you will
initiate a system of forms control in an organisation with which you are familiar
and enumeraie the benefits you would expect from it

What do you understand by “continuous stationery™? What purpose does it serve?
State the advantages of using con‘inuous stationery in a modern: office.

As an office manager, how could you ensure the rationa'e of using forms in your
office?

Note: These questions will help you to understand the unit better, Try to wrile
answers for them. But do not submit your answers to the University. These are for
your praciice only.
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BLOCK 5: OFFICE SUPERVISION

Having discussed the fundamentals of modern office management, maintenance and
mail services, date processing, stationery and forms management in the preceding
four blocks, it is felt necessary 1o delve into the various aspects of office
supervision. This block, consisting of [our units, deals writh the role of office
supervisor, the concepts of work measurcment and standardisation and the
importance of personnel relations in 2n office,

Unit 17 deals with the role and qualities of an office supervisor, csseatials of offi
supervision and the role of human relations in office supervision.

Unit 18 describes the importance and techniques of work measurement and
methods applied for setting standards in a modern office.

Unit 19 discusses the issues related to work simplification in an oifice

Unit 20 deals with the role of personnel rzlations in efficient funetioning of an
office.
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ACOCOM-01/248



UNIT 17 OFFICE SUPERVISOR

Structure

17.0  Objectives
17.1  Introduction
i7.2 'What is Supervision ?
17.3 Meaning of Office Supervision
17.4 Office Manager and Office Supervisor
17.5 Role of Office Supervisor

17.5.1 Duties

17.5.2 Responsibilitie.
17.6 Qualities of Office Supervisor
17.7 Effective Supervision
17.8 Human Relations in Supervision
17.9 LetUs Sum Up
17.10 Key Words
17.11 Answers To Ckeck Your Progress
17.12 Terminal Questions

17.0 OBJECTIVES

After studying this unit, you should be able to :

= explain the meaning of office supervision

* outline the special features of office supervision

* distinguish between the position of the office manager and the office supervisor
* describe duties and responsibilities of the office supervisor

* explain how office supervision can be made effective

* explain the importance of human relations in office supervision.

17.1 INTRODUCTION

You have learnt about various aspects of office organisation and management. You
have also been acquainted with the office systems and procedures relating to
various office functions as well as the use of .aachines to achieve business
objectives efficiently. With congenial environment in the office and given
well-designed systems and procedures, the efficiency of office operations depends
largely on the office employees who carry out the activities of the office. To ensure
that the employees perform their work in accordance with the systems and
procedures laid down, it is necessary that somebody should oversee the dlay to day
work being performed. Otherwise, the flow of the work may slow down, or the
quality of the work done may suffer due to over-speeding. All this may lead to
wasic of time and effort and inefficiency of office functions affecting the growth
and development of business. It is, therefore, essential that soine members of the
office staff are engaged to oversec the work carried out by the others. Such persons
are known as the office supervisors. In this unit, we shall explain the meaning of
office supervision, the role of the office supervisors, the essentials of effective

supervision, and the impertance of human relations in cffice supervision. AOCOM-01/249
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17.2 WHAT IS SUPERVISION ?

In every business firm, the management decides as to what activities are to be
carried out and how they are to be performed. Micro level specialisation of jobs and
unity of such specialised tasks into a system require group effort. Where group
effort is required, there remains the viral task of ensuring that the work is actually
carriecd our efficiently and on time. This task is known as supervision. Thus,
supervision is essential for any group effort to achieve the organisational objective.
In simple terms, supervision means overseeing the employees at work. Itisa
process wherein an individual directs and controls the work of others. The main
purpose of supervision is to ensure that the workers perform the assigned work
properly and efficiently.

17.3 MEANING OF OFFICE SUPERVISION

Supervision implies overseeing the subordiantes to work to ensure that they are
working efficiently and effectively and in accordance with the established rules and
procedures. Application of the principles and practices involved in supervision to
office activities is known as “Office Supervision.*

Al the supervisory level in the office, the general arders and directives originating
from the office manager and/or from abave are translated into action. Reports are
prepared, and typed, letters are {iled, meetings are arranged,visitors are received,
tax returns are prepared, and similar activities carried out, Quality of outputio a
very large extent depends upon the quality-of office supervision. Faults or iapses in
supervision can create many hindrances in the smooth implementation of policies
and programmes. In the absence of supervision, eich employee may do what he or
she likes in a manner conveniem to him oz her, the objectives of the group. The
significance of office supervision has been recognised, all the more due to the
complexities of otfice work. A new entrant with paper qualifications casnot pick up
elements of office work through -observation. What he needs is a constant guidance,
direetion and motivation o learn, and to perform the work elliciently. The office
supervision enables the emiployees Lo feel at home and perform their job as desired.

Office supervision enables performance of office activitics in a co-ordinated
manner. Office work has become ircreasingly more specialised and, along with
divided responsibilities and interdependence, cills for careful supervision for better
output, be it preparation of reports, or invoicing or drafting letters. Offiee
supervision also enables harmonious personnel relations to be maintained in the
entire organisation. Office work being related with various functlional depariments,
interaction between interdependent employees is a must. Thus, supervisory
management plays a key roie as a ‘linking pin in the organisation.

Features Of Office Supervision

Like supervision of work in any other department of an organ:sation, office
supervision too has three main features. These ave as follows ;

a) Office supervision is 1 continuaus finctior. Employees working in an office
are 1o be directed, guided, motivaled on a continuous basis.for better
performance. As first line managers overseeing office activities, the
supervisors are in constant touch with the office emplovees, guiding and
directing them in their day to day work

b) Office supervision is a delegated function. The power or authority enjoyed by
a supervisor is delegated by the higher levels of management. In an office, the
office manager delegates his authority to the supervisorto direct the office



employees in the-operation assigned to them. Such delepation permits the
office supervisor to act independently and with responsibility in accordance
with the authority granted. However, authority oncedelegated can he
withdrawn, if it is found that such authority is cither being misused or not
being used. Although supervision is # delegated function, the true nature of
supervision is that it involves both authority and 1esponsibility for the work of
the other employees.

Office supervision is first level management. Supervision comes al first level in
the hierarchy of management. The position of the supervisor lies between the
office manager and the office employees. The supervisor acts as a link belween
the planning and implementation personnel. He helps is achicving
organisational objectives through action with the help of his subordinates. He
also communicates the policies of higher level management to operative
personnel and the problems of operative personnel to higher management. The
office supervisor acts as a linking pia between the office employees and the
office manager, that is, the middle level management personnel. The
supervisor as the first level manager has first hand information about the
progress of the work and ensures completion of the work on time.

Check Your Progress A
Define supervision
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What do you understand by office supervision ?

Which of the following staternents are True and which are False ?
i)  Office supervision is first level management.
i} Authority is delegated by top management to the office supervisor.

iii) The office supervisor is a ‘linking pin”between the office operatives and
the office manager.

iv) Office employees are occasionally directed, zuided and motivated in theiy
work by the supervisor.

v) In the absence of supervision, office employees may do their work
properly if they are well-trained

17.4 OFFICE MANAGER AND OFFICE SUPERVISOR

The office manager is the head of the office and is in-charge of general
administration of the office. In a small office, the manager, in addition to general
administration, also undertakes thework of supervision. However, in a large
organisation, he has usually one or more persons appointed as supervisors. The
olfice manager then is required to perform the overall managerial functions of

planning, erganising, staffing, directing and controlling the office aclivities. He'is

Office Supervison
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expected to motivate persons working under him for better output and higher
efficiency. He reporis either to the Company Secretary or the General Manager. He
takes part in the formulation of the policies and procedures. He may also attend the
Board meetings. The office supervisor, on the other hand, is comcerned with guiding
and directing the day to day work assigned to his subordinates. He checks the
performance of the subordinates and co-ordinates group activities and resolyes the
problems relating to rontine operations. The supcrvisor receives instructions and
orders from the office manager. The diagram below shows the position of the
supervisors and the office manager.

General Manager

Office Manager
Superisor Supervisor Supervisor
f S———
Typing and Duplicating Gen:lml Administration Records Section ‘
Department Operalive personnel Operative personnzel
Operative personnel

rigure 17.1 Position of the Office Manager and the «(ffice Supervisor

In this diagram we see that the office supervisor occupies a very delicate but
important position in the organisation stiucture of the office. Almost every plan and
policy must pass through him for implementation. He is responsible for getting the
work done efficiently by the office staff. He is an important Bnk in the chain of
command, as well as, in the line of communicaiion between the office manager, and
the office operatives. The office manager, on the other hand, zcts as a link between
the higher leve! managers, as well as, heads of the fusctional departments and the
office supervisors. He bears overall responsibility of making office services
available to all other departments as efficiently as possible.

17.5 ROLE OF OFFICE SUPERVISOR

In fact, the office supervisor is a first level manager at the actual work spot. He is
responsible for issuing "orders’, directing, guiding, motivating and leading his/her
subordinates in the day 1o day performance of office 1asks. In other words, he is a
key figure in managing office work. One can safely say that an organisational unit
is large because of the supervisor's role. Most of the problems arising on the office
floor are resolved instautly by the supervisor himself herself. Where the supervisor
is competent he gets fuli cooperation and support from his subordinates. He is also
the person responsible for creating a conducive office environment to achieve the
desired objectives efficiently,

The supervisor’s role is sometimss a difficult one 1o manage. Gn the one hand,
being a first level manager, he is separated irom the men he supervises. They do not
consider the supervisor to be one of them. He may even face resentment if he is too
strict. At the same time, the subordinates coasider the supervisor to be their
spokesperson, and expect him 1o protect them {rom all unfavourable decisions of
the higher level managers. On the other hand, because of his lower rank, he is
separated from the higher level managers while he is expected to secure the
cooperation of his subordinates in achieving the maximum output at the minimum
cost. As a result, the supervisor has often tc bear the pressure from both the
management and the employee union. Consequently, he is quite ofien the target af
attack from both sides. The situation is now changing for the betier with greater



awareness of the nature of the supervisory job. In moderu business/enterprises and
commercial establishments, the supervisor’s role has been redefined and reinforced.
He is recognised as a source of work-knowledge to the worker and the work-group.
He is even considered as the fountain-head of technical knowledge and information,
and a channel of information flow to and from various experts to the workers and
the work- group. Viewed from this angle, it becomes quite clear that a supervisor
has an important rolc to play in the preseat day set up of an organisation unit,

17.5.1 Dutles

It has been mentioned earlier that supervision is primarily a delegated function and,
as such, the supervisor’s role, by and large, depends on the organisational set up and
the position he enjoys in the authority structure. For instance, in a small unit the
office manager and the supervisor may be one and the same person, waile in a large
cnlerprises the supervisor may huve limited authority of directing the subordinates
under the overall administrative authority of the office manager.

In a limited way and to the extent required [or executing his tasks, a supervisor is
required to perform managerial [unctions like planning, organising, and controlling,
besides directing and motivating.

The following are the more important duties of the office supervisors:
a)  Tosettargets of outpul of work;

1)  Toschedule work so as to maintain an even and steady flow;

¢) Toorganisc physical conditions in the office so as to crealc proper
environmen:;

d) Tointerpret organisalional policics and programmes;

¢) Towatch for innovations in techniques and methods of werk in other
organisations;

) Tobring about changes in methods and cquipments;

g) To establish systems and procedures for office activities;

h) To provide congenial work atmosphere;

i} To assign work to dilferent office assistants according tc their abilities'

1) To provide leadership to the subordinates;

k} To control work performance of the office cmployees;

) Toevaluate the merit of the employees on the basis of their performance;
m) Toenforce discipline;

n}  Tomativate the oflice employecs in his unit;

o) Toestablish proper authority relationship among members of the work- group;
p)y  Toinitiate corrective steps, where necessary, to improve work performance.

17.5.2 Responsibilities

The responsibility of the supervisor may relale o his (a) superiors (b) subordinates
and () fellow supervisors, as outlined below;

) Responsibility towards superiors:

i) tocarry out what the supervisors desire and as laid down in the plans and
policics,

i) to keep his superiors well informed about the progress of the work done

Office Supervisor
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in the office;
iii) torefer matters requiring the superior®s allention;

iv) 1o ensure that work is performed as per the standard methods and
procedures laid down;

v) toco-ordinate the work of his unit with that of the other units.
b} Responsibility towards subordinares:

i} Toeducate new workers by familiarising them with the olTice rules and
regulations;

ii) To train new and exisling members Lo assume greater responsibilities;
iii) To develop harmony, co-operation and team spirit;

iv} To help his suberdinates in resolving conflicts;

v) Teevaluate members of the work-group impartially;

vi) To establish better human relationship;

vii) To build and sustain the employecs’ morale and to handie the employees’
grievances promptly;

viii}) To protect the subordinates from undue expleitation:

ix) To bring about changes in the methods and procedures with the minimum
hardship to ihe subordinates,

¢)  Responsibility towards his fellow supervisors
it Tohelp co-ordinate the work of his own work-unit with that of the others,

ii) To co-operate with fellow supervisors in the same way that he expects his
subordinates to co-operate with each other.

iii} To study, develop and use new methods in consultation with other
supervisors.

17.6 QUALITIES OF OFFICE SUPERVISOR

To perform his functions efficiently and shoulder his responsibilities, the office
supervisor must possess the basic knowledge and skills, as well as, the requisite
abilities. The knowledge and skills vequired [or proper supervision of work differ
from organisation to organisation. However, ability to perform the supervisory job
well requires the miniimum education, training, and experience. The office

supervisor m 1st have the [ollowing educational and general qualilications lo be
cffective:

Must have sound knowledge of office functions: Sound knowledge does not only
mean knowledge that goes with a university degree but also in-depth knowledge of
various office activities, acauaintance with the types of machines and materials
used, and the methods and procedures laid down for performing specific jobs. He
will be ableto di ect and guide the members of the work-group properly only if he
is fully acquainted with the methods and procedures laid down for various jobs.

Awareness of rules, regalations, authority and responsibility;  The supervisor mus
be aware of organisational rules and regulations, the extent of his authority and
responsibility, and the matters on which he can take decisions. Not only should he
be aware of the rules and regulations but hie should also act accordingly.

Communicatic» skill: Ability to communicate with his superiors and subordinates
effectively, is an important aspect of supervisory work. The job involves issuing
instructions to the subordinates and reporting to the supervisors. The subordinates



will take greater interest in their workoonly when they are clearly informed about
the nature of the work and the methods to be followed. Similarly, management will
be in a position to guide only-when they are regularly informed about work
performance.

Leadership qualities: A supervisor should possess leadership qualitics which
include ability to get along with the subordinales and securing their co-operation.
As a jeader of Lis work-group, the supervisor has o guide the subordinates and
promote harmonious relationship among them, The ability to treat his subordinates
as human beings, to generaje mutual respect and understanding, to secure trust and
co-operation without any coercion, are some of the essential qualities that the
supervisor shonid possess to be effective as a leader.

Personal Qualities

A good supervisor is expected to have the following qualities with regard to his
conduct and behaviour :

1 Heshould be punctual;
He must be self-disciplined

He should be alert so as to be able to take note of irregularities in work
performance;

He should take timely decisions;

He should adopt a human approach to solve human problems;

4

5

6  Hemust have integrity of character and a strong personality;

7  Hemust avoid giving a sense of inferiority to his subordinates:
8

He should deal with the subordinates with sympathy and urderstanding.
Check Your Progress B

1 Which of the following statements are True and which are False ?

i)  The office manager may undertake the work of supervision. in small
offices only.

1i) I alarge organisation, the office supervisor has nothing to do with the
office manager.

iif) The supervisor is never liked by his subordinates.

iv) The plans and policies of the higher level managers are implemented by
the office supervisor.

v) The office supervisor cannot take any decision even 1n matter relating to
day to day work of his subordinates.

vi) Within the limits of his authority, the supervisor can plan and prepare the
work schedule of the jobs of the employees.

vii) The supervisor doss not have the power to cstablish systems and
procedures of routine operations in the oflice.

viii) An office supervisor has no responsibility towards fellow supervisors.

ix) Itis possible for the supervisor to enforce discipline as well as maintain
harmonious relationship among the subordinates.

X) Initegrity of character isa quality of every good supervisor.

2 List five personal qualities of a good SUpervisor,

Office Supervisor
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17.7 EFFECTIVE SUPERVISION

Effectiveness of supervision implies achieving the objectives ol the supervision to
the maximum degree. Ta be etfective, the supervisor must be able io guide, direct
and motivate his subordinates and sccure the maximum co-operation from them in
their day to day performance of the office work. For this purpose the office
supervisor should keep in view the following requisites of elfective supervision:

1

Operate objectively. Tye snpervisor should perform his duties and act on the
basis of facis. In other words, his personal likes and dislikes should not
influence his decisions and actions as a supervisor. He should assign work on
the basis of abilities and evaluate the performance of the workers on the basis
of objective standards and measures of work.

Adopt participative style. To secure [ull co-operation of his work-team, the
supervisor should allow his group to discuss [ully any problem conceming
their work, and invite their suggestions to improve. He should make
suggestions and carry them along with him to achieve higher objectives.

Enforce rules and regulutions. The supervisor should be strict and impartial in
enforcing organisational rules and regulations. If he is slack in the enforcement

of rules, etc., he will be regarded as inefficient and incompetznt to cope with
the situation.

Use simple language in communication. The supervisors should issue clear
instructions to the subordinates. The 'anguage used should be simple and easily
understandable. Words having donbie meaning should be avoided.

Reduce waste and check on output  Maintaining satislactory outputs of work
is the primary responsibility of the supervisor. But he should aiso guard against
waste of materials and time which may be caused by over-speeding of
operations. The office activities mainly consist ol paper work. Reduction in
wastage of paper used in the course of office work [or a desired output always
leads to overall efficiency and coslt reduction.

Develop understudies. The supervisor should always be concerned with the
growth and devclopment of the organisation, It requires more capable persons
to be available lo take up differcnt positions. The contribution that the
superviso  can make o an organisational development is by providing the
employces to take up the higher positions to teplace the exisling personnel.
Thus, the supervisor should develop capable assistants [or replacements in
required number. Failure to do so may hinder his own growth in the
organisation,

Establish good reporting system. Every decision and action ol the supervisor
requires approval and backing of the higher level managemeni. Hence, it is
essential for him to report what is going on in the unit to his supervisors giving
reasons for the steps taken to maintain and improve efficiency of work.

Feedback on supervision. A good supervisor will always obtain feedback as
regards his methods of supervision. He ascertains what is the effect of his
supervision on the work output, motivation and morale of the subordinates.
For this purpose, the supervisor may have informal or casual conversation with



his subordinates, arrange group discussion, inlerview, etc., to find out what is
bothering the employees at work. Maintaining harmonious relations with the
subordinates, and providing adequate and correct information at the right time
are helpfu! in avoiding or minimising conflicts, as well as. needless troubles,

i7.8 HUMAN RELATIONS IN SUPERVISION

A supervisor with all qualifications may not succeed in his job unless he is able 1o
maintainsproper human relations with and among his subordinates. It is true that
knowledge of office work and skills of supervision aie necessary, but the daily
challenges to most supervisors do not arise out of the work related with the
motivation of the employees. In fact, the challenge lies in stimulating the group 1o
the best of their abilities, and making it possible for them to {cel contented and
happy in their day to day work. A supervisor does not merely deal with machines
but mostly with people who operate the machine. Hence, it is essential that he must
adopt a human approach while dealing with the office stail.

To maintain satisfactory hunan relations, the supervisonshould be open-minded,
impartial and fair in handling day to day problems of his work group. He must
remove the barriers of communications, if any, between himself and the members
ol the work group. He should be a good listener and ai end te the prublems and
difficulties of the subordinates with due attention and sympathy. He must also keep
up to his commitments 1o the subordinates at any cost.

To achieve and maintain better human relations at work, the office supervisors
should have regular meetings with the subordinates to discuss various issues
concerning them and their work. Suggestions, if any, should be brought to the
notice-of the higher level management for due consideration. This is likely to bring
about harmony in team work, develop a positive allitude towards work and
minimise conflict among the employees.

Check Your Progress C

1 Which of the foliowing statements are True and which are False 7
i)  Office supervisors should evaluate the merit of the employees in their
jobs only on the basis of objective measures of output.

ii) Itis not necessarily appropriate foran offiee supervisor to send regilar
reports to the office manager, if he is able 1o resolve all problems himscif.

ii) Anemployee who caries not follow the roules efficr may be excused in

some cases if he does not follow the rules and regulations in certain
circumstancesz,

iv) The supervisorshould control overspeeding of work and check on output
50 as lo minimise wastage of materials.

v)  The office assistants must be developed for higher positions so that the
supervisors may also grow with the organisalion’s growth.

Mention four steps whercby the office supervisor may be able to maintain
good human relations :

Why is simple language considered desirable for communications made by the
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supervisors ?
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17.9 LET US SUM UP

The present day business aclivily requires group elfort to achieve crganisational
objectives. Whercver group work is involved, there remains the vital task of seeing

that the work is ctually performed and completed efficiently and on time. This is
the basic task of supervision.

Application of techniques, principles and practices, involved in the supervision of
the office activitizs, is known as office supervision. In the absence of the
supervision in office, each employee may carry oul what he or she likes to doin a
manner convenicnt to him or her. Besides, a new worker cannol be expected Lo
perform his/her job well unless he is-well instructed, guided, and directed properly.
No other person can dao.this job belier than the oflice supervisor.

The office supervisor exercises limited pewers which are delegated to him by the
office manager. Office supervision is a continuous [unction; it is a delegated
function, it is [irst level management. In a smali organisation, the same person may
act as the office] manager, as well as, the office supervisor. But in a large
enterprise, the office manager may be assisted by one or more supervisors for day
to day supervision of work. The office] supervisors are [irst level managers and
exercise delegated powers o secure both elficiency and effectiveness.

The office manager is a person who is overall incharge of general administration
directly reporting to cither the Company Secretary o1 the General Manager
However, the office supervisor works under direct supervision of the office
manager, and uses delegated powers to guide, direct and motivate his subordinates.
He occupies a very delicate but important position in the organisation structure of
the office. He is the linking pin between the middle-level management and the
operalive personnel.

The office supervisor isa key [igare in managing oflice work. Every plan and

policy must pass through him [or implemenation. The supervisors role is somelimes
a difficult one lo manage.

B.:ing a first level manager, his subordinates do not consider him to be one of them.
Yet they consider him to be their spokesman to protect them from unfavourable
decisions of the higher level management. On the other hand, because of his lower
rank, he is separated from higher level management. But he is expecled to secure
the co-operation of the subordinates in achieving the maximum output at the
minimum cost. As a result, the supervisor has often to bear the pressure from both
the management and the employee union. However, the supervisor in a modern
enterprise is recognised as a source of Work-knowiedge to the work group and as
the fountain head of technical knowledge and information,

To the extent required [or executing his task, a supervisor also performs managerial
functions. The more important duties of the office supervisor include settimg targets
of output, scheduling the flow of wdrk, creating proper physical envirenment,
establishing systems and procedures, assigning work to the olfice assistants,
controlling work performance of the employees, evaluating employee performance,

etc. The supervisor has responsibilities towards his superiors, subordinates, as well
as, fellow supervisors.



The essential qualifications of an effective supervisor include; sound knowledge Office Saperiisor
mainly ef various office activities, awareness of rules, regulations, authority and

responsibility; ability 10 communicate effectively, and leadership qualities. A good

supervisor is also cxpected to have certain personal qualities like punctuality,

self discipline, alcriness, decision-making ability, human approach, integrity of

characler, sympathy and understanding in relation to the subordinates.

Tu be effective in hjs job, a supervisor must keep in view the following
requirements, viz., he should operate objectively, adopt participative style of
supervision, enforce rules and regulations strictly and impartially, use simple
language in communication, reduce waste and control output 5o as Lo prevent
overspeeding, develop assistants for higher positions, establish good reporting
system, and obtain fecdback as regurds his methods of supervision.

The supervisor must maintain human relations with and among the subordinates. It
is essential that he should adopt a human approach while dealing with the office
stall. For this purpose he should be open-minded, fair and impartial in handling day
to day problems ol his work group. He should have regular meeting with his
subordinates to discuss issues concerningthem ard their work,

1710 KEY WORDS

Group effort :  Wark done by'a number of individuals assembled together with a
common goal.”

Linking Pin : One who serves as a link between parties.
Objectives :  Something toward which effort is directed.

Office Manager . The Office Manager is the head of ihe offize, and is also
incharge of overall administration of the office.

Supervision :  Supervision means overseeing subordinate employces at work, so
that the work is performed efficiently and clfectively in accordance with the
cstablished rules and procedures.

17.11 ANSWERS TO CHECK YOUR PROGRESS

A 3 (i) True (ii) False (jii) True (iv) False (v) False

B 1 (i) True (ii) False (iii) False (iv) True (v False
(vi) True (vii) False (viii) False (ix) True (x) Truec

C 1 (i) True (ii) False (iii) False (iv) Truc (v) Truc

17.12  TERMINAL QUESTIONS

I What do you understand by supervision ? Explain the significance of oftice

supeIvusuin

As an ollice manager, what duties and responsibilities would you assign 1o
your supervisors 7

3 Who is an office supervisor 7 What are the essential qualifications and
qualities of an effective office supervisor ?
4

5

What faclors will you keep in mind for effective supervision of the office staff?

Outline the qualities of a good supervisor 7 What functions does he perform ?

|' Note: These questions will help yon in anderstanding this unit betier. Try to answer ACQCOM-01/259
| these questions but do not send your answers to the University. These are for your

| practice only.
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UNIT 18 WORK MEASUREMENT AND
STANDARDISATION

Structure

18.0 Objectives

18.1 Introduction

18.2 Meaning and Objectives of Work Measurement
18.3 Measurement of Office Work

18.4 Importance of Olfice Work Measurement

165 Techniques of Work Measurement in Office
18.6 Standardisation and Methods of Setting Standards
18.7 Benefits of Work Standards

18.8 Let Us Sum Up

18.9 Key Words

18.10 Answers to Check Your Progress

18.11 Terminal Questions

18.0 OBJECTIVES

After studying this anit, you should be able to :Study

s explain the meaning and objectives of work measurement
* state why measurement af office work is nccessary and what is its importance
# describe the concept and lechniques of measuring an office work

* explain what is meant by stsndardisation and the benefits of setting work.
standards

* describe the methods/techniques of setting standards.

18.1 INTRODUCTION

The main purpose of cffice activity in 2ny organisation is to provide services
efficiently to various functional departments of the organisation. In the earlier
units, you have studied the nature of administrative arrangement and facilities
required in an oifice, systems and procedures relating to records management, and
handling of mail, uses of office machines and equipments, and inanagement of
office stationery and forms control. The growth of business is followed by a
correspending growth in the volume of office work to be handled by an increasing
number of employees, leading Lo an increase in the cost of office operations. Ina
modern office, one of the major concerns of the office manager is to ensure that
efforts are made to keep the cost of operations 10 tliz extent possible low. To bring

about reduction in office costs and for the purpose of cost saving wherever passible,
large organisations huve a separate department known 2s Organisation and Methods

(O & M) department. Personnel from this department periodicaily carry out
“Operation Analysis”, that is, analysis aimed at work measurement and work
improvement. They set or revise standards of work output. Operation analysis
undertaken at regular basis enables office costs 1o be reduced. It also helps office
personnel achieve higher efficiency in their day to day work. In this unit, you will
learn about the objectives and importance of work measurement , the meaning of
standardisation, and the benefits of setting work standards. In addition, you will



lesnn about the methods and techniques of work measurement and setting standards ;’s‘;’;‘ ’;L‘;:-'t'{;“‘“‘ and
of the office work.

18.2 MEANING AND OBJECTIVES OF WORK
MEASUREMENT

There is often a wide difference of opinicn between employees and management on
the issue of 'output particularly as 10gards what is a “[air day’s work”. However,
in manufacturing activities which involve production of goods and whose output
can be measured in units of production, fair day*s work can be reasonably
determined. But in the case of office wark, it is difficult to measure a “[air day’s
worl” in view of the nature and type of work.

In simple words, work measurement refers Lo determining the output in quantitative
terms. It implics measuring the volume of work completed and the time spent in
completing it. By implication, therefore, it involves the study of the lime required
for performing each element of an office operation. Thus, work measurément
includes the task of analysing each operation, identifying its clements of parts and
measuring the time taken by an employee in performing each clement of the
operation. This technique used for work measurcment is known as “time study™
Besides determining the actual time taken in performing any operation, lime study
also enables time standards to-be set for performing the operation.

Althiough the main objective of olfice work measurerment is to aid management in

planning and controlling office operations, yet some of the other objectives of work
measurcment are :

a) To decide the number of oflice employces to be employed in each
section/depariment;

b) To determine the standard work-load [or each office employee;
¢) To measure the performance of individual employees;

d) To help in deciding appropriate methods of motivation;

e) To simplify work systems;

f) To increase individual efficiency;

g) Toreduce the cost of office services;

Check Your Pregress A
1 Which of the following statements are True and which are False ¢
i) Work measurement means determining the quantity of output.

i) Time spent by office employces in the office is determined by “lime
study’.

iii) Identifying the elements or pars of an.operation is possible through
operation analysis.

iv) Work measurement js carried out with the help of ihe technique of time
study.

v) The quantity of output cannot be measured in any work place.

2. What do you mean by work measurement ?

........................................................................................................................
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183 MEASUREMENT OF OFFICE ;WDRK___

Work measurement refers to the application of techniques designed to determine

the fair time for a qualified worker to carry out a specified job at a defined level of
performance. The techniques are based on scientific principles and found beneficial
in exercising control over office costs. Therefore, the exercise of work.
measurement should be underiaken in every office. Although, the general view is
that most of office work is repelitive in nature and th= quality and quantity of work
can be measured, However, there are others who hold a different view. Accordine
to them, measurement of oflice work is not always usclul for the following reasons :

(a) In mostorganisations, the number of employees in the office is 100 small and
as such there isno need for using techniques of work measurement to reduce
the cost of ollice services.

(k) Ollice work is both varied and complex. It consists mainly of paper work and
varies from organisation lo organisation depending on the nawre of business
activitiés. Hence, it docs not call for the usc of work mcasurement techniques.

() PBecause of the close proximity of offic: employees lo management znd
administration, work measurement becomes superfluous.

(d) By and large, work measurement is possible only in the case of production
activities involving physical output.

MNowadays, office work is also considered to be productive as it provides valuable
services to other departments. Besides, nearly three-fourths of all work done in an
office is measurable. Actually with some adjustments in the work measurement
techniques, office work which can be measired includes activities relating to filing
and indexing, invoicing, typing, duplicating, mailing, electronic data processing etc.

As already staled, the basic purpose of work measurement in an office is to assist
office management in planning and controlling office services. Several other
objectives are also served by work measurement, like establishing standard work
load for each employee, datermining the number of employees required in any
section, simplilying office systems and procedures, cvaluating the performance of
employees and controlling office costs.

Steps in Work Measurcment

The following steps should be taken by the oflice manager belore wor