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Concepts addressed: 
Office procedures and management: workflow topics, assessing references, records management, 
recordkeeping, managing travel and meetings, handling mail; business communications: written 
communications, oral communications, telecommunications, listening skills, communication barriers; 
and employability skills: self-assessment techniques, applications, references, job-search techniques, 
termination, advancement  

Office Procedures and Management 

Workflow Advances in technology affect the culture and work environment in business. Changes in 
how information is produced and exchanged will allow for more flexible work styles and schedules. 
Many employers are finding that in order to get and keep good workers, they have to adopt 
alternative employment patterns. Success with alternative work patterns requires certain qualities that 
are desirable but not always found in workers today. Telecommuters must be self-starters who can 
work without supervision. Job sharers have to combine a flexible attitude with good communication 
skills.  

New policies covering flextime, compressed workweeks, job sharing, independent contracting, part-
time employment, and telecommuting have emerged in the workplace today. Teachers have to be 
ready to share knowledge with students about the new workplace, who is entitled to benefits, how the 
employer-employee relationship is defined, and how business survives with the new digital office.  

Assessing references It is very important to use references to receive and assess information. The 
research process is easy to understand. There are a variety of tools that you can use to research 
inforn1ation such as Internet, library reference materials, and people.  

The Internet allows you to the websites and type in a topic you would like to research. Reference 
materials are also helpful to find articles, books, and periodicals about the topic. A helpful hint is to 
be specific when typing a topic in the Internet or library catalog to research. This will limit the 
amount of unwanted feedback. It is very important to use the MLA or APA style to cite any 
information that you copy to a document. Remember to keep information accurate and cite any 
resources used in documents.  

Processing and Handling Mail The mail comes into the company and is received at the centralized 
mail department. The mail is sorted, which is arranging or separating mail according to the kind it is 
and who is to receive it. After the mail has been separated, open the mail that belongs to your 
employer. Do not open the mail that has Confidential or Personal marked on it unless it is 
specifically addressed to you. Some mail supplies that will help you are things such as a letter 
opener, a stapler, a pencil and some paper clips. If your employer wants you to remove the contents 
from the envelopes follow these steps:  

• If the address of the sender is not on a letter, staple or paper clip the envelope to the letter  
• Check the bottom of each letter for the words enclosure or attached. If you see one of these 

words, check to see that the material is enclosed or attached. If not, make a pencil notation on 
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the letter that the enclosures were not in the envelope when it was opened.  
• Use a paper clip to attach enclosed material.  
• Put all the envelopes aside until you have finished sorting the mail. You may have to check 

for overlooked contents and addresses.  
• If a letter is not dated, write the postmarked date from the envelope on the letter .  
• Attach enclosures to the back of the letters.  

Date and time stamp the mail as it is received and opened. Annotate mail as you open it, which 
means underlining important facts and making comments or special notations in the margin of a 
letter. Before putting the mail on the employer's desk, arrange it beginning with the top of the stack: 
confidential and personal letters, correspondence from outside company, interoffice correspondence, 
advertisements, newspapers and magazines.  

Equipment Use Some key requirements for offices are the use of the computer, Internet, copier, fax 
machine and printer. Your ability to use this equipment is an important business skill. Skills include 
using equipment to calculate and review statistical reports, to respond to e-mail, to compare 
companies to other rival companies, and to get correspondence ready for board meetings.  

Records Management Management is the process of using an organization's resources to achieve 
specific goals through the functions of planning, organizing, leading and controlling. Information is 
an important and valuable business resource. Most people use information to manage their lives and 
perform their jobs. A record is stored information made or received by an organization that is 
evidence of its operations and has value requiring its retention for a specific period of time. Records 
are organized into complex systems. As workers rely more and more on information and as the 
volume of information increases, the value of records and information also increases. Like all other 
company "assets", records must be properly managed.  

Records management is the systematic control of all records from their creation or receipt, through 
their processing, distribution, organization, storage and retrieval, to their ultimate disposition. 
Because information is such an important resource to organizations, the records management 
function also includes information management. Records management is also known as records and 
information management or RIM. Records and information management includes defining key terms, 
classifying records, and determining reasons that records are used. The most common records, such 
as correspondence (letters and memoranda), reports, forms, and books, usually appear on paper. An 
organization may receive these records through mail, facsimile machines (fax), special couriers, or 
electronically by computer networks. Correspondence, reports, and forms are often created through 
word processing software programs. Other types of records to consider are oral records that capture 
the human voice and are stored on cassettes and other magnetic media. Records also are stored on 
films such as movies, videotapes, photographs, and microfilm.  

Recordkeeping Recordkeeping is the way in which financial information is handled. Both people and 
businesses need easy and meaningful ways to handle information about money. There are two major 
steps in recordkeeping - recording and summarizing. Within each of these steps, there are several 
other activities. The seven record keeping activities include  

• Gathering and receiving, 
• Recording 
• Classifying and sorting 
• Computing,  
• Reporting,  
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• Communicating 
• Filing  

Gathering information involves people and businesses collecting facts needed to conduct business. 
Receiving information is when information comes to people or businesses from others. Recording 
information is entering it on some form or device so that it can be handled and used easily. Typing a 
letter is recording. Classifying information is arranging it into different categories, or classes, as it is 
recorded. Sorting information is grouping records according to how they are to be used. Computing 
information is adding, subtracting, multiplying, and dividing numbers. Reporting information is 
organizing records to give overall information. Communicating information is giving records and 
reports to the people who need to use them. Sometimes information is given over the telephone; 
sometimes it is delivered by mail. Filing information is storing it so that it can be used again. Papers 
are often kept in file cabinets. There are many methods of filing records. Three popular methods are 
alphabetic filing, numeric filing, and subject filing.  

Alphabetic filing concepts include:  

(1) Names of people are filed by their last names.  
(2) Nothing comes before something.  
(3) A last name alone comes before the same last name with a first name or a first initial.  
(4) Names of businesses and institutions are generally filed as written.  

There are several advantages to filing records in numerical order rather than alphabetical order. 
Numeric filing concepts include:  

(1) The correct order of two numbers is often easier to recognize than the correct order to two 
names. This makes filing and storing records simpler.  

(2) The chances of making an error in numeric filing are less because the most important rule to 
follow is simple: Arrange the numbers in order from lowest to highest.  

(3) Numeric files are easier to expand than alphabetic files.  

 
Although the alphabet is limited to 26 letters, there is no limit to numbers. Subject filing concepts 
include:  

(1) (1) Arranging records by topic.  
(2) The subject is determined first. Then all the records on that subject are filed alphabetically.  

Managing travel and meetings It is important to come to meetings and be on prompt. You need to 
learn to manage your time for the meetings and travel to get to the meetings. Use the following skills 
to manage your traveling and meetings.  

• Use a calendar to keep track of when each meeting is.  
• Calculate how long it will take you to travel to and from the meetings.  
• Plan work and other various things around meetings; be sure you get documents finished and 

handed in for each meeting one day prior to the meeting so it can be analyzed and used in the 
meeting.  

Business Communication  
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Effective communication is very important to the success of a business. Businesses depend on 
communication to plan products, hire, train, motivate workers, coordinate manufacturing, deliver 
products, persuade customers to buy, and bill customers. The three basic purposes of communication 
are to inform, persuade, and build goodwill. Communication takes many forms such as face-to-face, 
telephone, informal meetings, email messages, letters, memos, and reports.  

Good communication benefits business because it saves time, makes efforts more effective, makes 
points clearer, and builds goodwill. Criteria for good business communication is to make sure the 
written or oral communication is clear, complete, correct, save the reader's time, and builds goodwill. 
Informal listening, speaking, and working in groups are just as important as writing formal document 
in business.  

Many think of communication as communicating with words. Being clear, concise, and courteous in 
choosing our words is important, but the effect of messages we receive come from nonverbal 
communication such as facial expressions, eye contact, body language, and tone of voice. 
Communication experts indicate that in face-to-face communication, 55 percent is body language, 38 
percent is how we speak, and 7 percent is what we say. If we are on the telephone, we have fifteen to 
thirty seconds to make a good impression. Only 10 percent to 20 percent of what we communicate on 
the phone is based on what we say while 80 percent to 90 percent is how we say it (Carol Smith, 
2001). Feedback can also be verbal or nonverbal responses. Feedback should be given so that it is not 
received with threats, harm, or negativity. Good feedback requires that sensitivity be given to other 
people and their positions on issues.  

Telecommunications Telecommunications is the transfer of data from one place to another over 
communication lines. Telecommunications includes the communication of all forms of information 
including voice and video. Getting documents, written or electronic, into the hands of the people who 
need to see them and getting them back at the right time is of great importance to any business 
organization. The right combination of technology and telecommunications, both wired and wireless, 
plus the skills to understand how to use the technology is an important part of the classroom. 
Teachers need to help students understand connectivity and how it enhances access to important data 
needed for making decisions. New forms of communication and cooperation are called networking 
and telecommuting. Virtual workers need to be comfortable with the computer and understand how 
to install software programs, read software manuals, and ask for technical help.  

Listening Good listening involves making a mental note of instructions given, checking your 
understanding by asking questions, paraphrasing what the speaker has said, and being an active 
listener. Strategies for active listening are to paraphrase the content, mirror the speaker's feelings, 
state your own feelings, ask for information or clarification, and offer help to solve problems.  

Employability Skills 

Job-Search Techniques Job-hunting involves writing a good resume, job application letter, and 
follow-up letters. A resume is a marketing tool to display your strengths and potential; it should 
highlight your best features, education, work experience, and skills. The job application letter 
accompanies the resume. The letter should introduce yourself in the first paragraph, state facts about 
yourself and why you are the best candidate for the job in the second paragraph, and the indicate how 
to contact you in the third paragraph. In the job interview, develop a strategy to let the interviewer 
know about your skills and strengths, minimize weaknesses, and determine what you need to know 
about the job or organization to decide if you want to accept the job.  
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Employment Skills Potential employees need to have excellent communication skills. A background 
in office and technology skills will be helpful for gaining employment. Keyboarding and computer 
skills that can keep up with today's technology changes are necessary in the office today. Being 
organized, trustworthy, and loyal are traits every employer looks for in a potential new hire in the 
business.  

Advancement Advancement is moving ahead or climbing the corporate ladder. People who advance 
in a company are those you display employment skills and go the extra mile. Use your knowledge of 
the company, your education, your understanding of the field, and your experience to show that you 
are unique. Be positive and support your employer to show you have the credentials and traits 
desirable of advancement in the company.  

Termination Termination is a request for an employee to leave a job. It is the last unfortunate step in 
a relationship between an organization and an employee. "At-Will Employment" means that the 
employer can fire the employee for no reason or any reason. If an employee is not under contract, he 
or she is an at-will employee. "Wrongful Termination" refers to a person being fired when they 
shouldn't have been. Many terminations that people think are wrong are not wrong. An example 
would be an employer firing someone because of their race or other illegal reasons. The Worker 
Adjustment and Retraining Notification Act (WARN) offers protection to workers, their families, 
and communities by requiring employers to provide notice 60 days in advance of planned closings 
and mass layoffs. This notice must be provided to either affected workers or their representatives.  


