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A

Gandhiji’s Talisman

I will give you a talisman. Whenever
you are in doubt or when the self
becomes too much with you, apply the
following test:

Recall the face of the poorest and
the weakest man whom you may have
seen and ask yourself if the step you
contemplate is going to be of any use
to fim. Will he gain anything by it?
Will it restore him to a control over
his own life and destiny? In other
words, will it lead to Swaraj for the
hungry and spiritually starving
millions?

Then you will find your doubts and
your self melting away.
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FOREWORD

The National Curriculum Framework-2005 (NCF-2005) recommends
bringing work and education into the domain of the curriculum, infusing it
in all areas of learning while giving it an identity of its own at relevant stages.
It explains that work transforms knowledge into an experience and generates
important personal and social values such as self-reliance, creativity, and
cooperation. Through work, one learns to find one’s place in society. It is an
educational activity with an inherent potential for inclusion. Therefore,
experience of involvement in productive work in an educational settin
make one appreciate the worth of social life and what is val
appreciated in society. Work involves interaction with material or o or people
(mostly both), thus creating a deeper comprehension and increa\y practical
knowledge of natural substances and social relationships.

Through work and education, school knowledge can ‘B¢ easily linked to
learners’ life outside the school. This also makes a dep&rture from the legacy
of bookish learning and bridges the gap betwéen the school, home,
community, and workplace. The NCF - 2005%@ emphasizes Vocational
Education and Training (VET) for all those children who wish to acquire
additional skills and/or seek livelihood r@gh vocational education after
either discontinuing or completing their s;ool education. VET is expected to
provide a ‘preferred and dignified’ choi@'&rather than a terminal or ‘last-resort’

~ X
option. Q

As a follow-up, NCERT has atte${ed to infuse work across the subject areas
and also contributed to th velopment of the National Skill Qualification
Framework (NSQF) for t untry, which was notified on 27 December 2013.
It is a quality assuran@amework that organizes all qualifications according
to levels of knowle skills, and attitude. These levels, graded from one to
ten, are defined ,Q',@‘terms of learning outcomes, which the learner must
possess regar(@s of whether they are obtained through formal, non-formal
or informi@rning. The NSQF sets common principles and guidelines for a
nationﬁ ecognized qualification system covering Schools, Vocational
Educati and Training Institutions, Technical Education Institutions,
Co&s, and Universities.

Unider this backdrop that Pandit Sunderlal Sharma Central Institute of
Vocational Education (PSSCIVE), Bhopal, a constituent of NCERT has
developed learning outcomes based on modular curricula for the vocational
subjects from Grades IX to XII. This has been developed under the Centrally
Sponsored Scheme of Vocationalisation of Secondary and Higher Secondary
Education of the Ministry of Human Resource Development.

This module has been developed as per the learning outcomes-based
curriculum, keeping in view the National Occupational Standards (NOS) for



the job role and promoting experiential learning related to the vocation. This
will enable the students to acquire the necessary skills, knowledge, and
attitude.

[ acknowledge the contribution of the development team, reviewers and all the
institutions and organisations, which have supported in the development of
this module.

NCERT would welcome suggestions from students, teachers and parents,
which would help us to further improve the quality of the material@n
subsequent editions. <

s

>

Dr. Dines asad Saklani
*Q Director
National Council of Educational,@search and Training
X
X
New Delhi
December, 2025 \@
&P
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ABOUT THE MODULES

The module Office Operations Executive has been designed to provide learners
with the essential knowledge, skills, and attitudes required to perform
effectively in modern offices. It focuses on building professional competence
in handling day-to-day office activities, documentation, communication,
workplace management, and customer interactions. The content is aligned
with industry requirements and national occupational standards, ensuring
that students are well-prepared for real-world of work environments. Each
module combines theoretical concepts with practical activities to proffote
hands-on learning, while also emphasizing professional behavior ical
practices, and communication skills necessary for career grow \?he book
highlights key features such as clearly defined learning o%,:bmes at the
beginning of each module, a balance of theory and practical exe¥cises, realistic

case studies and role plays, glossary and keywords for reference, and
assessment activities in the form of assignments and)&@f—check questions to
strengthen understanding. X,

These modules serves not only as a compre}%swe learning resource for
students but also as a valuable reference for trainers and professionals in the
field. Written in simple language with ex @eas, illustrations, and activities,
it aims to make learning engaging and rxk,@ningful. The goal of the module is
to enable learners to develop acc in preparing workplace texts and
documentation, communicate ively with colleagues, superiors, and
clients, understand organlzatlolégtandards and professional ethics, manage
visitors, phone calls, and ¢ spondence efficiently, and apply health and
safety practices in the wo ace By the end of the course, learners will gain
both technical experti arid the confidence needed to perform their roles with
professionalism, th;{@by preparing them for diverse opportunities in office
operations. (,(b*

The NOS for thsjob role of ‘Office Operations Executive’ covered through this
module a Qgs)follows
1. @P/ NO204: Managing routine office activities

EP/N0224: Check forms and applications for completeness as per
norms

3. MEP/NO216: Use computers to store, retrieve and communicate
information

In this material, we have covered five well-structured modules that provide
learners with the essential skills required to perform effectively as Office
Operations Executive. Module 1: Introduction to an Office Support explains
the fundamentals of office support services, highlighting the roles,
responsibilities, and professional conduct required in a modern workplace.

iv



Module 2: Managing Routine Office Activities focuses on daily office tasks
such as preparing workplace texts, handling correspondence, managing
phone calls and visitors, and supporting meetings efficiently while
maintaining discipline and ethical standards. Module 3: Store, Retrieve, and
Communicate Information through Computers develops learners’ IT
competence by training them to create, store, retrieve, and share documents
and to communicate effectively using digital tools. Module 4: Data Entry in
English and Regional Language emphasizes accuracy and speed in data entry,
with practice in both English and regional languages to cater to div
organizational requirements. Module 5: Record Management Syste als
with the systematic management of office records and documents. %&plains
the importance of maintaining accurate records, classification #4d’indexing
methods, filing systems, and the use of digital tools to e security,
accessibility, and compliance in record-keeping.

Together, these five modules strike a balanceé\é)e ween theoretical
understanding and practical application. The modulé\has been designed to
enhance accuracy, efficiency, and professionalismitY office operations while
preparing learners to handle real workplace c enges. With case studies,
activities, and practice-based tasks, it el@lres that learners gain both
competence and confidence to succeed intge field of office management.

N
&
>
Dr. Punnam Veeraiah
@ Professor and Head
A Department of Business and Commerce,
@& PSSCIVE, Bhopal
%’
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MODULE 1: INTRODUCTION TO OFFICE OPERATIONS

Office operations form the backbone of any organization, ensuring that day-
to-day activities are carried out smoothly and efficiently. They include a wide
range of administrative, clerical, and support functions that enable the core
business processes to function without interruption. The main purpose of
office operations is to provide accurate information, maintain records,
coordinate communication, manage correspondence, and support decision-
making at different levels of the organization. In modern times, office
operations go beyond traditional paperwork and filing; they incorpo e
use of technology, software applications, and digital communicatim&ls to
handle information more effectively. Common activities include p x\zﬁng and
processing documents, managing schedules, handling p@;@v calls and
emails, managing visitors, organizing meetings, maintainin fice supplies,
and ensuring compliance with organizational policies andQ andards. A well-
organized office operation ensures that resources bo@uman and material
which are utilized optimally, deadlines are met, andxtasks are performed in a
disciplined and systematic manner. O

In retail and service industries, efficient -office operations also directly
contribute to customer satisfaction, as ace\g e billing, clear communication,
and prompt response to queries reflect g,@éssionalism. Furthermore, the role
of office staff is not limited to routige”tasks; they also assist in problem-
solving, provide critical data for agement, and act as a bridge between
different departments. With gloBalization and digitalization, office operations
have transformed significantlydemanding employees to be skilled not only in
clerical work but also in use of (ICT) Information and Communication
Technology tools, tea \’k, and interpersonal communication. In summary,
office operations age€_the foundation on which organizational efficiency,
coordination, an ccess are built. Without proper office operations, even
the most adva business strategies may fail to achieve their objectives.

Office ma ment is the vital process of ensuring a business's daily
admini ive and operational activities run smoothly and efficiently. In
Indi s field is particularly dynamic, blending traditional practices with
r@ technological advancements and a diverse workforce to support the
overall success of organizations.

Effective office management streamlines workflows, optimizes resource use,
and maintains critical infrastructure, directly boosting productivity and
contributing to cost reduction by minimizing waste and preventing errors.
Moreover, it facilitates clear internal and external communication, supports

employee well-being by reducing distractions and fostering an organized
environment, and provides essential data for informed decision-making,
allowing businesses to adapt swiftly to change and innovation.



Office Operation Executive Grade 11

Organizational policies and procedures provide clarity and guidance to
employees, reducing ambiguity and empowering informed decision-making.
They ensure consistency and fairness across all operations, which builds
trust and maintains a professional image. Beyond just streamlining workflows
and enhancing productivity, these established guidelines are vital for
ensuring legal compliance, mitigating risks, and fostering a strong
organizational culture, all of which contribute significantly to the company's
reputation and overall success. The Office Operations Executive plays a
pivotal role in ensuring the seamless, efficient, and compliant day—to—@y
functioning of a company's administrative and operational activiti ith
emerging trend of Artificial Intelligence, there is a vital opportunit ;@ Office
Operations Executive to be effective and efficient role in the manéé;gfnent.

This module focusses on introduction to office managementthch contains
four sessions. The first session covers office manager@ in India, their
principles, structure and functions. It also covers meaning of organization,
vision, mission, objectives, departmental objectives individual KPI. The
second session deals with types of organizatiofr) “organizational culture,
organization structure and hierarchy. The third\session focuses on policies
and procedures, and the fourth sessi@ imparts about roles and
responsibilities of Office Operations Exe.c%'we.
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SESSION 1: INTRODUCTION TO OFFICE MANAGEMENT IN
INDIA

Imagine school or even home, for things to run smoothly, someone needs to
make sure everything is organized, right? In a school, the office takes care of
admissions; fees, notices, and making sure teachers have what they need. At
home, our parents manage groceries, bills, and keeping everything tidy.

Well, Office Management is exactly that, but for a business, it's all about
making sure an office runs smoothly and efficiently so that the main worléaf

the company (like making products, providing services, or selling thi can
happen without any hiccups. \&

In India, managing an office is quite interesting because we ha@mix of old
traditions and new technologies. Office management in Ind& is a dynamic
and evolving field, shaped by a unique blend of traditiq@lpractices, rapid
technological advancements, and a diverse workforceFig. 1.1). It plays a
pivotal role in ensuring the smooth functioning_ a overall success of

X

organizations across various sectors. : @)

SCHEDULED WORK
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é Fig. 1.1: Office Management
IMP&ANCE OF OFFICE MANAGEMENT

ice management is absolutely crucial for any organization, regardless of its
size or industry. Think of it as the nervous system of a business — it connects
everything, ensures information flows correctly, and keeps all the "organs"
(departments) working together.

1. Ensures Smooth Operations and Efficiency

Office management is essential because it streamlines workflows by
designing and implementing efficient processes for tasks such as mail
handling, document filing, invoice processing, and supply ordering,

3



thereby preventing bottlenecks and ensuring smooth operations. It also
optimizes resource use, ensuring that office supplies, equipment, and
even time are utilized effectively to minimize waste and maximize
output, which directly benefits the company's financial performance.
Furthermore, office management maintains infrastructure, taking
responsibility for a clean, safe, and well-maintained physical office
space equipped with working technology, ultimately fostering a
comfortable and functional environment that boosts productivity.

2. Facilitates Effective Communication 8
For effective office management, proper communication is req.u@ and
office staff acts as a central hub, ensuring importa essages,
updates, and instructions reach the right people at right time,

thereby preventing misunderstandings and delays. They also facilitate
crucial coordination by helping different departm@ s work together
towards common goals, ensuring everyone isCon the same page.
Furthermore, office staff frequently overseesxexternal communication
with clients, vendors, and other stakeh @s, which is essential for
maintaining a professional and responsive image for the organization.

3. Supports Productivity and Emploxe/@ﬂell-being

Office management signiﬁcantly,iee(%’tributes to employee productivity
and well-being by reducing di@%‘actions, as their efficient handling of
administrative tasks an%&éource provision allows employees to
concentrate solely on goe' core responsibilities, freeing them from
logistical concerns. N@: ver, by fostering an organized environment,
office managemen@elps to reduce stress, improve morale, and
cultivate a more~positive atmosphere for all staff. Crucially, they also
ensure com f&’g&‘lce and safety, meticulously adhering to health and
I(?Qé)ns to create a secure and legally compliant workplace.

safety re@f@
4. Cont@u es to Cost Reduction

B Afﬁciently managing supplies, negotiating with vendors, and

ég;}mizing processes, office management directly contributes to

% inimizing operational costs. Preventing errors, reworks, and delays
also saves money in the long run.

5. Aids in Decision Making

By maintaining accurate records, managing data, and ensuring
information accessibility, office management provides vital information
that supports informed decision-making by management.




6. Adapts to Change and Innovation

In today's fast-paced world, businesses need to be agile. Office
management helps implement new technologies, adjust to new work
models (like hybrid or remote work), and adapt office policies to
changing circumstances.

PRINCIPLES OF OFFICE MANAGEMENT

The principles of office management are the fundamental guidelines and best
practices that ensure an office operates effectively, efficiently,

harmoniously. While specific applications might vary, these un ing
principles provide a framework for optimal performance. They are f&@rooted
in broader management theories but are specifically tailored ?§)the office

environment. Q’O’

1. Principle of Objective (Purpose): Every activity pﬁ{ffmed in an office
must have a clear objective or purpose. The office itself exists to support
the larger goals of the organization. Clarity n’thy" a task is being
done ensures efforts are directed correctl§® waste is minimized.

2. Principle of Division of Work/Specialization: Breaking down the
overall office work into smaller, specialized tasks and assigning them to
individuals who are best suited. fgr”"them. This increases efficiency,
accuracy, and expertise in sp, }1'0 areas (e.g., one person handles
invoices, another manages c%&espondence).

3. Principle of Efficiency: ‘Achieving the desired results with the

minimum expenditur esources (time, effort, money, materials). This
involves constant oking for ways to improve processes, utilize
technology, and ce waste.

organizati structures should be as simple and straightforward as
possible. €omplexity often leads to confusion, errors, and delays. Easy-
to- stand processes are more likely to be followed correctly.

4. Principle 2%" Simplicity: Office systems, procedures, and

5. Primnciple of Flexibility: The office management system should be
%daptable to change. The business environment is dynamic, and
Q technology evolves rapidly. An office needs to be flexible enough to
incorporate new methods, technologies, and respond to unforeseen
circumstances without major disruption.

6. Principle of Coordination: Ensuring that all activities, departments,
and individuals within the office work together in harmony towards
common goals. This involves effective communication, clear roles, and
processes that link different functions. Lack of coordination can lead to
duplication of effort and conflicting outcomes.



7. Principle of Communication: Establishing clear, open, and timely
channels of communication, both internal (among staff) and external

(with  clients, vendors). Effective communication prevents
misunderstandings, facilitates decision-making, and builds strong
relationships.

8. Principle of Authority and Responsibility: Ensuring that individuals
are given the necessary authority to carry out the responsibilities
assigned to them. Authority and responsibility should always go hand-

in-hand. An office manager with responsibility for a task must also e
the authority to make decisions and direct resources related%@that
task. “O\"\,

9. Principle of Control: Implementing mechanisms to m r progress,
evaluate performance against established standards, and take

corrective action when necessary. This ensures th@ office operations
are on track to meet their objectives and that rqiglrces are being used
effectively. X,

10. Principle of Continuity: Designing ofﬁc@stems and processes that
ensure the smooth and uninterrupted ctioning of the business, even
in the face of personnel changes ofminor disruptions. This includes
proper documentation, successic}wb(afanning for key roles, and disaster

recove lans.
ry p &6

11. Principle of Human Eleﬁg& (Staffing & Morale): Recognizing that
people are the most valuable asset. This principle emphasizes the
importance of prope@éafﬁng, training, motivation, and creating a
positive and sup ive work environment to enhance employee morale
and productivity:

STRUCTURE ANDéUNCTIONS OF OFFICE MANAGEMENT

Office manage@nt is a critical function within any organization, responsible
for the e@t and effective operation of the workplace. Its structure and
function& e designed to support the overall business objectives, facilitate
com @cation, manage resources, and ensure a productive environment.

ture of Office Management

The "structure" of office management refers to how the administrative and
support functions are organized and integrated within the broader
organizational hierarchy. It can vary significantly based on the size,
complexity, and nature of the business (Fig. 1.2).
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Fig. 1.2: Structure and Functions of Office Mﬁiagement

Some common aspects of its structure:

1‘

a)

b)

c)

X
:&
L] .
Centralized vs. Decentralized %

Centralized: All office management@nctions (e.g., mail handling,
procurement, record-keeping) ar -\ handled by a single, central
department or team usually led bQ'\an Office Manager or Administrative
Director. This can lead to )Q&isistency, cost efficiency and faster
decision making.

Decentralized: Offic ﬁnanagement tasks are distributed among
different departmen even individual teams. For instance, each
department mig%\ave its own administrative assistant. This can offer
more tailored&p ort but might lead to less consistency.

Hybrid: M organizations use a hybrid approach, centralizing some
core fu ns while decentralizing routine administrative support.

. Repo:@Relationships

utive, such as the COO (Chief Operating Officer), Human Resource

anager, or a Department Head, depending on the organization's

A; ffice Manager or Head of Administration typically reports to a senior

structure. They may supervise a team of administrative staff, including
administrative assistants, receptionists, data entry clerks, and even facility
staff.

a)

. Roles within Office Management

Office Manager: The primary role, overseeing day-to-day operations,
implementing policies, managing budgets, and often supervising
administrative staff.



b) Office Operations Executive: Provides direct support to individuals or
teams, handling scheduling, correspondence, data entry, and other
clerical tasks.

c) Executive Assistant: Provides high-level administrative support to
senior executives, often involving complex scheduling, travel
arrangements, and confidential document management.

d) Receptionist: Manages the reception area, handles incoming calls,
greets visitors, and directs inquiries. b,

4. Integration with Other Departments \QQJ

Office management works closely with all other departments: \',\/

a) Human Resource: For staffing, on boarding, employgz\%cords, and
sometimes payroll. <

b) Finance: For budgeting, expense tracking, invo?@ processing, and
procurement. LY,

c) Information Technology: For tech gy support, network
maintenance, and software implementatiory.

d) Operations/Sales/Marketing: To p&@e administrative and logistical
support for their activities. ,\(D'

Functions of Office Management &QJ

The functions of office man%&ént are the systematic processes and
activities undertaken to achieve the objectives of the office. These can be
broadly categorized as m rial functions and operational functions.

A. Managerial Func (The "What" and "How" of Management -
borrowed from g\,&geral management principles):

a) Plannin

Pla Q the foundational step where management determines the
a&y ' for all future actions. It involves setting clear objectives so
@ every task has a purpose, which helps minimize wasted effort and
sources. In a modern context, planning also means being agile
Q% enough to implement new technologies or adjust to new work models,
like remote or hybrid setups, ensuring the office stays relevant in a fast-

paced world.

b) Organizing

Once a plan is in place, organizing is the process of arranging resources
and tasks to make that plan a reality. This involves designing efficient
workflows for things like document filing and mail handling to prevent
bottlenecks. It also includes deciding on the office structure—whether



it should be centralized (one department handles everything) or
decentralized—to ensure that the infrastructure and technology are
used effectively.

c) Staffing

Staffing is centred on the "Human Element," recognizing that people are
an organization's most valuable asset. This function involves the
recruitment, placement, and training of individuals in roles they are
best suited for, such as Office Managers or Receptionists. Beyond juast
hiring, it emphasizes maintaining high employee morale and Cre&%ﬁyg a
supportive work environment to boost overall productivity. \',\/%

d) Directing S

Directing is the leadership phase where managers gui&and lead staff
to perform their assigned duties. It involves ov, ing day-to-day
operations, implementing office policies, and~managing budgets.
Effective directing ensures that instructions eaeh the right people at
the right time, acting as a central hub for €dmmunication to prevent
misunderstandings and delays.

e) Controlling \,©

Controlling acts as a "check a%%alance" system by implementing
mechanisms to monitor prog{ies and evaluate performance against
established standards. Ifg fhings aren't going according to plan,
management takes correcfive action to get operations back on track.
This ensures that th ice meets its objectives and those resources
like time and eqygiq@nent are being used effectively without waste.
Controlling is @‘33 process of monitoring and evaluating work
performance nsure that organizational goals are being achieved as
planned. gers compare actual performance with planned targets
and tak@)rrective action if necessary.

It maintain efficiency, reduce errors, and improve productivity.

@}i’nple: A manager reviewing monthly sales reports to check whether
%G.,ﬂ'xe sales target has been achieved and taking action if performance is
Q below expectations.

Key Elements of Controlling:
* Setting performance standards
* Measuring actual performance
* Comparing results with standards

» Taking corrective actions




f)

Coordinating

Coordinating is the "nervous system" of the business, ensuring that all
activities, departments, and individuals work in harmony toward
common goals. It links different functions—like Finance, HR, and IT—
together so they are all "on the same page". Without proper
coordination, an office risks a duplication of effort or conflicting
outcomes that can disrupt the entire organization

B. Operational (Routine/Service) Functions: b,

a)

b)

o

<

Information Management Y

Information management is the process of being the "me . %of the
organization. It involves maintaining accurate records managing
data to ensure that information is easily accessible Whenever it is
needed. By organizing this data effectively, office n‘%@—gement provides
the vital evidence and history required for leaderSSp to make informed,
strategic decisions.

o
O\'
Resource Management %

This function ensures that the "tools he trade" are always available
and used wisely. It involves the sysﬁe;/matic oversight of office supplies,
equipment, and even time to mi '1&26 waste and maximize output. By
managing these resources efficiéntly and negotiating with vendors, the
office directly contributes tQ @educing operational costs and improving
the company’s financial health.

Communication and respondence

Acting as the "n s system" of the business, this function manages
the flow of infermation both inside and outside the office. It includes
routine tas e mail handling and document processing, while also
ensurin t important messages and instructions reach the right
peop t the right time. Additionally, this function oversees external
co nication with clients and vendors, which is essential for
1@;1 taining a professional and responsive company image.

eeting and Event Management

Meeting and event management involves the systematic processes of
planning, organizing, and facilitating office gatherings and events.
These activities are crucial for coordination, as they provide the space
for different departments to work together and stay aligned on common
goals. By managing this logistics, the office ensures that collaborative
time is productive and free from technical or organizational "hiccups".
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e) Front Office/Reception Services

The front office serves as the primary point of contact and the "face" of
the organization. Staff in this role manage the reception area, handle
incoming phone calls, and greet visitors with a professional demeanour.
Beyond just being friendly, they direct inquiries to the correct
departments, ensuring that the first interaction anyone has with the
company is organized and efficient.

f) Safety and Security b,

Safety and security functions focus on maintaining a ical
environment that is both functional and protected. Thi .'\%VOIVCS
overseeing a clean, well-maintained office space and uring all
equipment is in working order. Most importantly, it req meticulous
adherence to health and safety regulations to createza secure, legally
compliant workplace that protects the well-being O?Q/ery employee.

Managerial functions are the core activities that ma aéers perform to achieve
organizational goals efficiently and effectively. <Itliese functions provide a
systematic approach to planning work, managi%people, and ensuring that
organizational objectives are achieved. T@ major managerial functions

include planning, organizing, staffi directing, controlling, and
coordinating. N

Managerial functions form the found&&on of effective management. Planning
sets the direction, organizing é‘;@étures the work, staffing provides the
required workforce, directin otivates employees, controlling ensures
performance, and coordin %g integrates all activities. Together, these
functions help organizati;@} achieve their objectives efficiently and effectively.

PRACTICAL EX%%SES
Activity 1: Gro (Qfscussion on the principles of office management.

Material requiréd: Whiteboard or blackboard, Markers/Chalk, Handout with
the "Principlés of Office Management", Handout with the "Name of any
i n or office" scenario, Chart paper or large sheets of paper,

1. Briefly recap the core idea of "Office Management" and quickly go over
the "Principles of Office Management" (you can use the handout for
this). Emphasize that these are like "rules" or "guidelines" for making
an office run smoothly.

2. Divide the class into 4-5 small groups (4-6 students per group).

11



Office Operation Executive Grade 11

3. Distribute the "Name of any organization or office” scenario handout to
each group.

4. Instruct each group to discuss the scenario based. They should note
down their findings on the chart paper.

5. Ask each group to briefly present their key findings and solutions (1-2
minutes per group). They can use their chart paper.

6. After the Group Discussion and the Observer will lead the feedback.
Activity 2: Prepare a Chart to Show Structure of Office management. ¢,
Material required: Drawing Sheet, Pen and Pencil, Rubber, Noteb&g{/l'%o
Procedure: 0

O

1. Visit the identified office along with your peers. Q

2. Meet the customer operations executive and other§¥and greet them.

3. Take a round of the office and enquire from tPﬁeaOcustomer operations
executive about the following: %O

a) Structure of office management
b) Major activities related to office r%@gement

4. Show your notes to the Customé«%perations Executive and confirm
that they are correct. \@

5. Prepare a chart, discuss 1@»?111 peers, and show it to the teacher.
6. Discuss your chart in&% class.

Activity 3: Prepare a t on Vision, Mission and objectives of five leading
organizations. é
X

Material require%(é’lank pages, Pen and Pencil, Rubber, Notebook.
Procedure: Q
1. Vi/s\;ts g% identified 05 different leading organizations along with your
%?Meet the customer operations executive and others and greet them.

QS. Take a round of the organization and enquire from the Customer
Operations Executive about the following:

a) What is the Vision, Mission and objectives?
b) How is it communicated and circulated to all the employees?
c) What is the importance of Vision, Mission and objectives?
4. Show your notes to the customer operations executive and confirm that

they are correct.
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5. Prepare a report, discuss it with peers, and show it to the teacher.
6. Discuss your report in the class.

CHECK YOUR PROGRESS

A. Fill in the Blanks

1. Office management is essential because it workflows by
designing and implementing efficient processes.

2. The principles of office management are the fundamental guideli@}s

and best practices that ensure an office operates , efﬁc{eg{tly,
and harmoniously. \&
3. A is an aspirational, long-term statement that d@bes what

the organization ultimately wants to achieve or becomé%- the future.

4. An Individual Key Performance Indicator (K@ej is a specific,
target assigned to a single employee&Q

5. Office management significantly contrlbuteb)& employee productivity
and well-being by reducing

B. Multiple Choice Questions @

1. Which of the following is NOT a ch\&i&cterlstlc of a strong vision?
a) Future-Oriented
b) Highly detailed and specﬁ(%son daily tasks
c) Inspirational and Am S
d) Concise and Mem a.‘%le

2. The Principle of g}_ states that all activities, departments, and
individuals Withi% e office work together in harmony towards common
goals. X
a) Simplicitf0”

b) Flexi’@ty
C) ination

d /\’ ntrol

3 an office handles all its mail, procurement, and record-keeping
Q% through a single, central department, it is following a
structure.
a) Decentralized
b) Hybrid
c) Centralized
d) Fragmented

4. Which of the following is NOT typically a managerial function of office
management?
a) Planning
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b) Organizing
c) Information Management
d) Directing

5. Departmental objectives act as a crucial link, translating the
organization's overarching vision and mission into
a) General ideas
b) Actionable targets for each team
c) Historical records
d) Individual salaries @b

C. State whether the following statements are True or False. .\,%Q

1. Office management is only crucial for large organizatiogonot small

ones. Q

2. The Principle of Efficiency aims to achieve dg;&s@ed results with
minimum expenditure of resources. o)

3. A mission statement focuses on the organization's long-term future

aspirations. %

4. Objectives should be "SMART," l@aning Specific, Measurable,
Achievable, Relevant, and Time—bom\(,:l.

5. Office management's role in exb‘g}nal communication is primarily to
manage internal staff meetin(%?’

D. Match the Columns
4

S.No. Column m S.No. Column B
1 Vision @v A | A specific, measurable target for
an employee.
2 MissiofX, B Explains an organization's core
,t(b' purpose and what it does.

3 C@Etive C An  aspirational, long-term
4'& statement of  what the

&4 organization wants to become.
. 4,¥ | Individual KPI D Ensures individuals have power

C‘-O to carry out assigned duties.
Qv’ 5 Principle of Authority E A SMART target translating
and Responsibility aspirations into concrete steps.

E. Short Answer Questions
1. What do you understand by the office management?

2. How departmental objectives are related to individual key performance
indicator?
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3. What is the primary role of office management in ensuring efficient
workflows?

4. Define the difference between an organization's Vision and its Mission
statement.

5. How do the SMART criteria apply to setting effective objectives?

F. Long Answer Questions
1. Discuss the importance of office management. b’
2. Elaborate structure and functions of office management. «QQJ

3. Discuss why Vision, Mission and Objectives are import ”ts,%or the
business organisations. O

4. Elaborate on the complete strategic alignment processgiemonstrating
how the organizational Vision is cascaded down t%j%t individual Key
Performance Indicators (KPIs). Q)

5. Analyse the impact of clearly defined organizational values (as part of
the Mission) on employee engagement an@porate culture.

G. Check Your Performance @
1. Draw a chart on the principles of.o@e management.
2. Identify and list different activ’i{‘@'%}elated to office management.
3. Draw a chart showing @{ﬁionship between Vision, Mission and

Objectives.
2
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SESSION 2: TYPES OF ORGANISATIONS

In the world of business and economics, organizations take on various forms,
each with its own unique characteristics regarding ownership, liability,
control, and legal compliance. Understanding these different types of
organizations is fundamental because the choice of structure significantly
impacts how a business operates, its ability to raise capital, its tax obligations,
and the personal risk borne by its owners.

From the simplest form run by a single individual to complex entities v@}h
numerous shareholders, these organizational structures provide the 1e%gemd
operational framework for all commercial and non-commercial venturés. Each
type comes with its own set of advantages and disadvantages,\@' ing the
selection of the right organizational form a critical strategic ifion for any
entrepreneur or group looking to establish a new enterpriseeJ

SOLE PROPRIETORSHIP ~O

A Sole Proprietorship is the simplest and most CQé%ﬁoon form of business
ownership, particularly popular among smalgsinesses and individual
entrepreneurs. As the name suggests, it is a business owned and controlled
by one individual, and there is no legal distir@ion between the owner and the

business entity. The main characteristic sole proprietorship organization
are explained below in (Fig. 1.3). 'g\'
x&

s 2
Fourg%io s of Sole Proprietorship
&K:o Direct Control and

Single Ownership " : w/ decision making Limited Life

N\ ——

( ) N al Sepa Easy Formation and Direct Profit of
% Closure Receipt

Fig. 1.3: Foundations of Sole Proprietorship

1. Single Ownership: It is exclusively owned and managed by one person.
This individual contributes all the capital, handles all decisions, and
bears all the responsibilities.
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2. No Legal Separation: The most defining characteristic is that the owner
and the business are considered one and the same in the eyes of the
law. The business does not exist as a separate legal entity from its
owner.

3. Unlimited Liability: This is a critical feature. Because there's no legal
separation, the owner is personally responsible for all the debts and
liabilities of the business. If the business incurs losses or debts, the
owner's personal assets (like their house, car, or personal savings) can
be used to pay off those debts. %8

4. Easy to Form and Close: Setting up a sole proprietorship is. ré?ively
simple and inexpensive. There are minimal legal formalities, often
requiring only basic licenses or permits depending on t%bature of the
business. Similarly, closing the business is also strai%l rward.

5. Direct Control and Decision-Making: The owner had complete control
over all business operations and decisions. K[@is allows for quick
decision-making and flexibility in adapting t@narket changes.

6. Direct Receipt of Profits: All profits generated by the business belong
directly to the sole proprietor.

7. Limited Life: The existence of th siness is tied to the owner. If the
owner dies, becomes incapacita@&, or decides to close the business, the
sole proprietorship ceases to(séﬁist.

8. Taxation: The business' come is treated as the owner's personal
income and is taxed a@rdingly. There's no separate corporate tax.

The sole proprietorshi Qre ideal for Small-size businesses, Individual
professionals (e.g., frt%?nce designers, consultants, doctors, lawyers in
independent practics); Home-based businesses and New entrepreneurs who
want to test a% iness idea with minimal upfront legal complexities.

PARTNERSQ}P FIRM

A Part ip Firm is a popular form of business organization where two or
more@iiduals (partners) agree to share the profits or losses of a business
(Eﬁ on by all or any of them acting for all. It's built on a contractual
agreement, often formalized by a "Partnership Deed." In India, partnership
firms are governed by the Indian Partnership Act, 1932. The main
characteristics of partnership firm are as under (Fig. 1.4).
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e

Partnership Firm Characteristics

Lack of

Perpetual
Succession @ Multiple Owners

Restricted Contractual
% Agreement

Transfer of -“f‘r-‘ : "“
<
(S Unlimited \Q
o
\6

Interest "
== Liability .

Sharing of
Profits and
Losses
& O
Mutual Agency >y No Separate QO'

Legal Entity

O

Fig. 1.4: Partnership Firm Characteristics

. Multiple Owners: Unlike a Sole Proprietorg]@r; a partnership requires

a minimum of two persons. The maxi
generally limited. @

number of partners is

. Contractual Agreement: The re.la@nship among partners is formed

through an agreement, Which'gaan be oral or written. A written
agreement, known as a Part hip Deed, is highly recommended to
avoid future disputes, o g terms like profit/loss sharing, capital
contributions, duties of partners, etc.

. Unlimited Liabilit%?gimilar to a sole proprietorship, partners in a

general partnersfiip-have unlimited liability (if it not the case of limited
liability partnetship). This means that personal assets of the partners
can be us@t pay off the firm's debts if the business assets are
insuffici€ny.”Liability is also joint and several, meaning a creditor can
recover the entire debt from any one partner.

parate Legal Entity: A partnership firm is not a separate legal

ity distinct from its partners. It exists only through its partners. This

eans the firm cannot own property in its own name, sue or be sued

in its own name (partners sue or are sued), and it lacks perpetual
succession.

. Mutual Agency: Every partner is both an owner and an agent of the

other partners and the firm. An act done by one partner within the
scope of the business binds all other partners. This implies a high
degree of trust and responsibility among partners.
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6. Sharing of Profits and Losses: The core objective is to share profits or
losses of the business. The ratio for this sharing is typically defined in
the partnership deed.

7. Restricted Transfer of Interest: A partner cannot transfer their share
in the firm to an outsider without the consent of all existing partners.

8. Lack of Perpetual Succession: The firm's existence is tied to its
partners. The death, insolvency, retirement, or insanity of any partner
can lead to the dissolution of the firm, unless the partnership d@d
specifies otherwise. <

This partnership firms are well-suited for Small and me '1@1—sized
businesses, Professional services like law firms, accouding firms,
architecture firms, and consulting services, where multi @fofessionals
collaborate, Businesses that require a moderate amount, of capital and
combined expertise and Family businesses where trust a@ady exists among

members. 0
HINDU UNDIVIDED FAMILY (HUF) O\'
A Hindu Undivided Family (HUF) is a uniq fo%n of business organization

specific to India, recognized under the ,Q u Law. It's not created by a
contract but arises automatically by vir%@' of family status. It consists of all
family members who inherit a co fadn ancestor's property. The main
characteristics of the HUF are (Fi fﬁd) .

S

Ancestral

%\/0' Property

Membership
by Birth

%O’é Continuity
Q‘b

Liability Karta

Coparceners

Fig. 1.5: Characteristics of Hindu Undivided Family (HUF)
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. Arises from Hindu Law: An HUF is automatically created when a

Hindu family possesses ancestral property. It's governed by the Hindu
Law, not by a specific act like the Partnership Act.

. Ancestral Property: The core of an HUF is the ancestral property,

which is inherited by male members from their ancestors. This property
can include land, buildings, and even financial assets.

. Membership by Birth: Membership in an HUF is acquired byh‘:$/6n
the

the family. All coparceners (family members with a right to inhefi
ancestral property) are members. \»,\,

. Karta: The eldest male member of the family typica%xﬁnages the

affairs of the HUF and is known as the "Karta." The\Karta has the
authority to manage the property and the business\éztfhe HUF.

. Coparceners: Coparceners are family membe ho have a right to

inherit the ancestral property. Traditionally, \enly male members were
coparceners, but the Hindu Successionﬁg, 1956, was amended in
par

2005 to give daughters equal rights as@j?o ceners.

. Liability: The liability of the Karta iN,Jn imited, meaning their personal

assets can be used to pay off t '&i@UF‘s debts. The liability of other
coparceners is generally limite,Q their share in the ancestral property.

. Continuity: The death O%Q‘parcener does not affect the existence of

the HUF. The business cortinues, and the management passes on to
the next eldest membé(

Taxation: An l—k%\tls assessed separately for tax purposes from its
members. Thi%c/a offer tax advantages.

These HUF busin@@ées are typically family-run businesses where ancestral

property is ifwe@lved. They are common in traditional businesses like
agricultur all-scale industries, and trading.

JOINT@\OCK COMPANY

A g§% Stock Company is a type of business organization that is legally
s@ rate from its owners (shareholders). It's a popular and highly regulated
form for large-scale businesses seeking to raise substantial capital. In India,

joint stock companies are primarily governed by the Companies Act, 2013.
Types of Joint Stock Companies (in India)
Private Limited Company (Pvt. Ltd.):

Minimum 2, Maximum 200 members.

Cannot invite the public to subscribe to its shares or debentures.
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* Restrictions on the transfer of shares.

* Requires "Private Limited" or "Pvt. Ltd." as suffix to its name.
Public Limited Company (Ltd.):

e Minimum 7 members, no maximum limit.

* Can invite the public to subscribe to its shares and debentures.

* Shares are freely transferable.

* Requires "Limited" or "Ltd." as suffix to its name. @6
Characteristics: . (;Q
. o D
1. Separate Legal Entity: This is the most fundamenta@ature. A
company has an identity distinct from its owners (shar. ers). It can
own property in its own name, enter into contracts, $ue; and be sued,
all independently of its members. O

2. Perpetual Succession: A company has an uﬁ&terrupted existence.
The death, insolvency, or change of shaé‘él@ ers does not affect its

continuity. It continues to exist until it is'}egally wound up.

3. Limited Liability: This is a major ad@tage for investors. The liability
of shareholders is limited to the un amount of the shares they hold.
Their personal assets are not at@é@‘k for the company's debts.

4. Common Seal: Being an ayﬁficial person, a company cannot sign
documents. Therefore, a mon seal (like a rubber stamp with the
company's name) acts@its official signature for documents.

5. Transferability o Shares: Shares of a public limited company are
generally freely nsferable, allowing owners to buy and sell their
ownership ini‘éests easily. For private limited companies, there are

usually @Q tions on transferability.

6. Separation of Ownership and Management: Shareholders are the

%,B but they typically don't directly manage the company.
agement is entrusted to a Board of Directors, elected by the
qghareholders, who then appoint executives.

oW,

Q . Large Capital Base: Companies can raise vast amounts of capital by
issuing shares to a large number of investors.

8. Strict Regulations: Companies are subject to extensive legal
formalities and regulations regarding their formation, operations,
annual filings, auditing, and dissolution. This provides transparency
and protects investor interests.

These Joint Stock Companies are ideal for Large-scale businesses that require
substantial capital, Businesses aiming for rapid growth and expansion,
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Ventures where limited liability is crucial for investors, Businesses that need
to maintain continuity regardless of changes in ownership and Companies
that can afford the higher compliance costs and manage complex legal
requirements.

COOPERATIVE SOCIETY

A Cooperative Society is a voluntary association of individuals who come
together to achieve common economic, social, or cultural needs and
aspirations through a jointly-owned and democratically-controlled enterprise.
Unlike profit-driven companies, the primary motive of a cooperative is mitual
help and service to its members, rather than maximizing profit for &rnal
shareholders. In India, cooperative societies are governed by the x}perative
Societies Act, 1912, and various state-specific cooperative ac&@g. 1.6).

COOPERATIVE SOCIETY

Consumer

U/_lé Cooperative Societies
Housing Cooperative

Societies

Q Producer Cooperative
Societies

Credit Cooperative

Societies Q Ef

Marketing Cooperative
Societies

A%
& Fig. 1.6: Types of Cooperative Societies
Types @Cooperative Societies

% onsumer Cooperative Societies: Formed by consumers to obtain
Q daily necessities at reasonable prices by eliminating middlemen. (e.g.,
Kendriya Bhandar)

* Producer Cooperative Societies: Formed by small producers to
procure raw materials, tools, and equipment, and to sell their output,
providing better bargaining power. (e.g., handloom cooperatives)

» Marketing Cooperative Societies: Formed by small producers to sell
their products jointly, thereby gaining better prices and market access.
(e.g., AMUL for milk producers)
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Housing Cooperative Societies: Formed by people who wish to build
or acquire houses at lower costs.

Credit Cooperative Societies: Formed to provide financial assistance
to members at reasonable interest rates, protecting them from
moneylenders. (e.g., urban cooperative banks, rural credit societies)

Characteristics

1.

o

Voluntary Association and Open Membership: Membership is open
to anyone who shares the common interest for which the cooperati %@
formed, without any discrimination based on caste, creed, ge , or
religion. Members are free to join or leave the society after g\/b@lg due

notice. NO

. Democratic Control: Cooperatives operate on the pﬂlciple of "one

member, one vote," regardless of the number ares held by a
member. This ensures democratic management 6here members have
an equal say in decision-making. \,\-’

. Service Motive: The primary objective Qo serve the welfare and

interests of its members, not to maximize profits. Any surplus generated
is typically reinvested in the cooperative; used to provide better services,
or distributed among members b:;d on their transactions with the
cooperative, rather than their c%ggital contribution.

Separate Legal Entity: @)51{1 registration under the Cooperative
Societies Act, a cooperati society acquires a separate legal identity,
distinct from its me s. It can enter into contracts, own property,
and sue or be sueq&,i@«lts own name.

. Limited Liabilit%The liability of each member is limited to the extent

of the capita &S’ltributed by them. Their personal assets are not at risk
for the soejsty's debts.

. Capit@from Members: Capital is contributed by the members through

thespurchase of shares, though the emphasis is on members' needs
athler than capital accumulation.

conomic Upliftment: Cooperatives aim to improve the economic
condition of their members, often by eliminating middlemen, providing
access to better resources, or securing better prices for their
goods/services.

. Perpetual Succession: As a separate legal entity, a cooperative society

enjoys perpetual succession. Its existence is not affected by the death,
insolvency, or resignation of its members.

Cooperative societies are suitable for groups of individuals, often with limited
means, who share a common need and wish to collectively achieve economic
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benefits or social welfare. They are prevalent in rural areas, agriculture, small-
scale industries, and urban communities seeking collective benefits (Fig. 1.7).

Perpetual Succession

Voluntary Association
.~ and Open Membership

Economic Upliftment |

Cooperative

Capital from Members - Democratic Control

Society

Limited Liability Service Motive

Separate Legal Entity

Fig. 1.7: Characteristics of Q@erative Society

ORGANIZATIONAL CULTURE &\,@'
Organizational culture refers to ©shared values, beliefs, assumptions,
norms, and practices that sha e way people behave and interact within

an organization. It's the "persgl ity" of the company, influencing everything
from how employees dress communicate to how decisions are made and
how the organization rﬁds to challenges. It's often described as "the way

we do things arourg

Importance of O{ izational Culture

1. AttractsQand Retains Talent: A desirable culture makes an

orga @tion an attractive place to work, helping to recruit top talent

educe employee turnover. People want to work for companies
ﬁo’se values align with their own.

Q@ Enhances Employee Engagement and Productivity: When
employees feel a sense of belonging, understand the company's values,
and are aligned with its purpose, they are more motivated, engaged,
and productive.

3. Guides Behavior and Decision-Making: Culture provides an
unwritten framework for how employees should behave and make
decisions, even in ambiguous situations. It promotes consistency in
actions that align with organizational goals.
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. Fosters Innovation and Adaptability: A culture that values

experimentation, learning from mistakes, and open communication can
significantly boost innovation and the organization's ability to adapt to
change.

. Strengthens Brand Identity and Reputation: The internal culture

often translates into the external brand image. How employees treat
each other and customers reflects on the company's reputation.

. Promotes Cohesion and Teamwork: A shared culture builds a se@e

of community, trust, and shared purpose among em es,
encouraging collaboration and reducing internal conflicts.

. Facilitates On boarding: New employees can quickly le @ he ropes

and understand the expected behaviors by observmg@l immersing

themselves in the existing culture.

Elements of Organizational Culture O

10

6.

QG*’

I\
Shared Values: These are the core principles and standards that the
organization considers important (e.g., in@Qty, innovation, customer
focus, teamwork, respect).

. Beliefs and Assumptions: Underlyn&g convictions about how the world

works, how people should behaw % d what leads to success or failure

within the organization. Theﬁ;ej re often unspoken but profoundly

influential. %
. Norms: Unwritten rulesgf onduct that dictate acceptable behavior and
1

interactions among e yees.

. Practices and Q%&als: Recurring activities and events that reinforce

the culture (eﬁl m-building events, weekly meetings, celebration of
milestones, oarding processes).

. Symbol@bjects designs, or events that convey meaning within the

cult e.g., office layout, dress code, company logo, awards).

ies and Myths: Narratives about key events, founders, or

%mployees that are passed down and teach new members about the

organization's history, values, and what is truly important.

7. Language and Jargon: Unique terms, phrases, or acronyms used

internally that reflect the culture and create a sense of belonging.

. Leadership Style: The behavior and attitudes of leaders significantly

influence and reinforce the prevailing culture.

Organizational structure, hierarchy and reporting relationship domain
in India

Organizational Structure
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Organizational structure refers to the system that defines how job tasks are
formally divided, grouped, and coordinated within an organization. It
essentially lays out the framework for how a company is built, showing the
hierarchy, roles, responsibilities, and reporting relationships among
individuals and departments (Fig. 1.8).

Think of it as the skeleton of an organization. Just like a skeleton provides
support and shape to a body, the organizational structure provides a
framework for the business to operate efficiently and effectively towardsgc’s

goals. %8

Ny
Fig. 1.8: Organiéﬁional structure

Source: https:/ /www.istockphote.¢om/photo/organization-chart-mind-map-
businessman-usesta-pen-to-draw-an-organigram

Importance of Organizatio@ Structure
A well-designed organi%‘&onal structure is crucial for several reasons:

1. Clarity of Rolés and Responsibilities: It defines each employee's job
and how it ,@ into the overall system, reducing confusion and ensuring
account@hty.

2. Im@éd Efficiency and Productivity: By streamlining workflows,
@ﬁmizing duplication of efforts, and allocating tasks effectively, it
C?g osts operational efficiency.

Q@ Facilitates Communication: It defines formal communication
channels, ensuring information flows correctly between different levels
and departments.

4. Supports Decision-Making: A clear structure helps in identifying who
makes what decisions and where authority lies, leading to more
organized and often faster decision-making.
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5. Promotes Growth and Adaptability: A flexible and appropriate
structure can support the company's growth, allowing it to adapt to
changing market conditions, technologies, and strategic shifts.

6. Optimizes Resource Allocation: It helps in better management and
allocation of human, financial, and physical resources.

7. Enhances Employee Morale: When employees understand their place,
their contribution, and their career path, it can lead to higher job

satisfaction and engagement. b,
Elements of Organizational Structure \QQJ
1. Hierarchy/Chain of Command: This defines the levels of m %gement
and the vertical reporting lines, illustrating who report whom. It

establishes the flow of authority from the top down.

2. Departmentalization: This is the process of '@)eljlping jobs and
activities into departments based on various cri,k@a such as:

a) Function: Grouping by specialized are s&g., Marketing, Finance,
HR, Operations). %

b) Product: Grouping by specific proc@ts or services (e.g., Electronics
Division, Clothing Division). | Q

c) Customer: Grouping by ty @{o\f customers served.
d) Geography: Grouping %ographical region.
e) Process: Groupin; stages of a workflow.

3. Span of Control: s refers to the number of employees that a

manager can eff@ely and efficiently supervise. A narrow span means
m¥ates per manager (taller structure), while a wide span
means mogi bordinates (flatter structure).

fewer subord

4. Centrali ion vs. Decentralization:

a) Q ralization: Decision-making authority is concentrated at the
Q p levels of the organization.

% ) Decentralization: Decision-making authority is distributed
downwards to lower levels of management and employees.

5. Formalization: This refers to the degree to which jobs within the
organization are standardized and the extent to which employee
behavior is guided by rules, procedures, and policies.

Types of Organizational Structure

Organizational structures are frameworks that define how tasks are divided,
grouped, and coordinated within a company. The choice of structure is critical
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as it impacts communication, efficiency, and decision-making. Here are some
common types of organizational structures:

1. Hierarchical Structure (Traditional/Functional): This is the most
common and traditional structure, resembling a pyramid. It features clear
lines of authority with multiple layers of management, where
communication and directives flow from the top down. Employees are
grouped into departments based on specialized functions (e.g., Marketing,
Finance, Production, HR) (Fig. 1.9). A

Board of Directors

Sally
HR Manager

Raj Sammy Mike

Team Lead 1 Team Lead 1 Team Lead 1

Ronny Jean Dave
Team Lead 1 Team Lead 1 Team Lead 1

Whatﬁx

\Y
\ﬁ‘ig. 1.9: Hierarchical Structure (Traditional/Functional)

T Hbe-

B

|  iEhe-
AMAMAMAAR A AAAAARAALA

(Source: https://whatfix.com/blog/organizational-structure/)
l@%ntages:

a) Clear chain of command and well-defined roles/responsibilities.

b) Promotes specialization and deep expertise within departments.
c) Clear career paths for employees.
d) Efficient for stable environments with routine tasks.

Disadvantages:
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a) Can lead to "silos" where departments operate in isolation, hindering
cross-functional communication and collaboration.

b) Slow decision-making due to multiple layers of approval.
c) Can stifle innovation and employee autonomy.
d) May create a bureaucratic environment.

2. Divisional Structure: The organization is divided into separate, semi-
autonomous units or divisions, each typically operating like a miqi-
company with its own set of functional departments (e.g., its @own

marketing, sales, production) (Fig. 1.10). Divisions can be s.t@@hred
based on: NY
0

Product: Each division focuses on a specific product line. N
Geographic: Divisions are based on different regions or géuntries.

Customer/Market: Divisions cater to specific custor)@r segments.

e

Region A Region B Region C
— HR [——  Personal f—— Personel
——  Finance ——  Finance ——  Finance
R = -
— Sales —— Marketing —— Marketing
'—— Production '—— Production '—— Production

c ullvhatfix
Fig. 1.10: Divisional Structure
(Source: https://whatfix.com/blog/organizational-structure/)
Advantages:
a) Better focus on specific products, markets, or customers.

b) Faster decision-making within divisions due to decentralization.

c) Clear accountability for divisional performance.
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d) Easier to adapt to local market conditions.
Disadvantages:

a) Potential for duplication of resources and functions across divisions,
leading to higher costs.

b) May lead to a lack of coordination or internal competition between
divisions.
c) Can make it challenging to maintain a unified company culture.
3. Matrix Structure: This structure combines elements of both fungctional
and divisional structures (Fig. 1.11). Employees report to two t%, ers: a

functional manager (e.g., Head of Marketing) and a projec product
manager. This creates a grid-like reporting relationship.

Marketing Production Finance

é Fig. 1.11: Matrix Structure
C(Source: https://whatfix.com/blog/organizational-structure/)

%@ntages:

a) Enhances communication and collaboration across functional
departments.

b) Allows for efficient sharing of specialized resources across projects.
c) Promotes skill development as employees work on diverse projects.
d) Facilitates faster response to specific project needs.

Disadvantages:
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a) Can lead to confusion and conflict due to dual reporting lines ("two-
boss problem").

b) Requires strong communication and interpersonal skills from both
managers and employees.

c) Can increase complexity and take longer to make decisions due to
consensus building.

d) Potential for power struggles between functional and project managers.

4. Flat (Horizontal) Structure: Characterized by very few or no levets~of
middle management between staff and senior leadership. It Ni%s to
streamline hierarchy, promoting direct communication and\@xcreased
employee autonomy. Common in startups and small busines@ (Fig.

1.12).
(74

Manager

Employee Employee Employee Employee

wWhatfix

~
gﬁéi‘g. 1.12: Flat (Horizontal) Structure

(Sourc tps:/ /whatfix.com/blog/organizational-structure/)

Advantaﬁ@

a) Fc}‘;er decision-making due to fewer layers of approval.
creased employee responsibility, empowerment, and autonomy.
Qﬁstem open communication and collaboration.
d) Reduced management overhead costs.
Disadvantages:

a) Can become unsustainable as the company grows, potentially leading
to overworked managers.

b) May create confusion regarding roles and reporting lines without clear
supervisors.
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c) Limited opportunities for upward career progression.

d) Potential for power struggles among peers due to a lack of clear
authority.

5. Network Structure: This is a highly decentralized and flexible structure
where the organization outsources many of its core functions to
independent firms or individuals (e.g., manufacturing, marketing, R&D).
The central organization focuses on its core competencies (e.g., design or
strategy) and coordinates the network of external relationships (%g
1.13).

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII“I

Design by a company
in canada

Transportation by a company I Accounts receivable by a

in Korea company in the US

Company Core

(Hub)

e N

Manufacturing by a company Distribution by a company
in Asia in Europe

ulvhatfix
o

@ Fig. 1.13: Network Structure
A.lrce: https://whatfix.com/blog/organizational-structure/)

ageS'
é High flexibility and adaptability to market changes.

b) Access to specialized skills and global talent without maintaining large
in-house departments.

c) Reduced overhead costs.
d) Scalability — easy to expand or contract operations as needed.
Disadvantages:

a) Less control over outsourced activities and quality.
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b) Potential for communication breakdowns and coordination challenges
among multiple external partners.

c) Risk of losing proprietary knowledge or core competencies.
d) Dependence on external entities can pose risks.
Organizational hierarchy and reporting relationship domain in India

Organizational hierarchy and reporting relationships define the formal lines
of authority, communication, and accountability within a company. In India,
these structures are often a fascinating blend of global management prac@&s
and indigenous cultural influences, particularly affecting the 1:0%9 and
reporting lines within office management. \',\/

Characteristics '\}'

1. Strong Hierarchical Tendency: Indian workplaces,@traditionally and
often even in modern settings, exhibit a pronoticed hierarchical
structure. This stems from cultural values tha phasize respect for
age, seniority, and authority. Decision-ma i&-'typically flows from the
top down, and there's a greater acceptanéof an unequal distribution
of power compared to some Western c@ures.

2. Respect for Authority: Employ.e@generally show a high degree of
deference to their superiors. {j‘his is often reflected in formal
communication styles (e.g., us¢-of "Sir" or "Ma'am") and a tendency to
seek approvals or guidan m higher-ups, even for routine matters.

3. Relationship-Orient pproach: While hierarchy is clear, personal
relationships (the ept of Sam bandh) play a significant role.
Reporting relati 1ps aren't purely transactional; they often involve
elements of torship, loyalty, and a strong personal bond, which can
sometimesgbvl?{strict professional lines.

4. Implici ommunication and Deference: Direct confrontation or

disa ent with a superior in a public forum might be avoided due

t & tural norms of respect. Feedback may be given indirectly, and

&ordinates might be hesitant to voice dissent or challenge decisions
penly.

Q

5. Evolving Landscape: While traditional hierarchical structures are
prevalent, the influx of multinational corporations (MNCs) and the rise
of start-ups have introduced flatter, more agile, and decentralized
reporting models, especially in sectors like IT, e-commerce, and modern
services. This creates a hybrid environment where traditional and
modern approaches coexist.

Hierarchy and Reporting
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1. Balancing Authority and Relationships: An effective Office Manager
in India often needs to navigate both formal hierarchical authority and
the informal influence of personal relationships. Building trust and
rapport is crucial for smooth operations, even while adhering to formal
reporting lines.

2. Decision-Making: The speed of decision-making can be influenced. In
traditional setups, quick decisions might depend on the Karta (in HUF)
or the sole proprietor. In larger companies, while the formal hierarchy
exists, the push for agility in modern offices means that office man@és
might have more delegated authority for operational demsm %thﬂe
strategic ones still go up the chain.

3. Adaptability: Office management structures need to be @ge to adapt
to the evolving Indian business environment, which increasingly values

efficiency and global best practices while still reco ing local cultural
nuances.
xO
PRACTICAL EXERCISES Qv

Activity 1: Prepare Organizational Chart ﬁioting different types of
organizations

Material required: Drawing Sheet, Pen‘@ Pencil, Rubber, Notebook
o9
Procedure: \_,6

1. Visit the identified 05 diﬁ@&t types of Business organizations along
with your peers.

2. Meet the customer o@gatlons executive and others and greet them.

3. Take a round o e office and enquire from the customer operations
executive ab%%‘the following:

a) Type siness organization

b) éb)‘ advantages and disadvantages associated with type of
siness organization

@QM&JOI‘ Challenges

Q@ Show your notes to the Customer Operations Executive and confirm
that they are correct.

5. Prepare Organizational chart, discuss it with peers, and show it to the
teacher.

6. Discuss your Organizational chart in the class.

Activity 2: Prepare Organizational Chart depicting organizational structure,
hierarchy and reporting relationship.
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Material required: Drawing Sheet, Pen and Pencil, Rubber, Notebook.
Procedure:

1. Visit the identified 05 different types of Business organizations along
with your peers.

2. Meet the customer operations executive and others and greet them.

3. Take a round of the office and enquire from the customer operations
executive about the following: b’

a) Organizational Structure and its types. <

b) Major advantages and disadvantages associated with strugergre and

hierarchy. §
c) Major Challenges associated with structure and hiegrchy.

4. Show your notes to the Customer Operations Execlitive and confirm
that they are correct.

xO
5. Prepare Organizational chart, discuss it W't]&bers, and show it to the
teacher. é\

6. Discuss your Organizational chart in @ class.

Activity 3: Prepare a report on ori&@iation culture of any 3 leading
organizations. &@

Material required: Blank Page@&i and Pencil, Rubber, Notebook.
Procedure:

1. Visit the identified & different leading organizations along with your

peers. %

2. Meet the cus(giéler operations executive and others and greet them.

3. Take a 'S'ld of the organization and enquire from the Customer
Oper@ns Executive about the following:

a w organizational culture communicated and circulated to all the
employees?

Q% b) What is the importance of organizational culture?

4. Show your notes to the customer operations executive and confirm that
they are correct.

5. Prepare a report, discuss it with peers, and show it to the teacher.

6. Discuss your report in the class.
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CHECK YOUR PROGRESS
A. Fill in the Blanks
1. A Sole Proprietorship is a business owned and controlled by

2. In a Partnership Firm, the relationship among partners is formed
through a agreement, often formalized by a Partnership
Deed.

3. The eldest male member managing the affairs of a Hindu Undivies’d
Family (HUF) is known as the

.
4. A Joint Stock Company is a type of business organization tha{é?egally
from its owners (shareholders). O

5. Organizational culture refers to the shared @ues, beliefs,
assumptions, norms, and that shape thgé@y people behave
and interact within an organization.

xO

B. Multiple Choice Questions X,

1. Which form of organization has unlimitedtsicgility for its owner and no
legal separation between the owner ar@the business?

a) Joint Stock Company N
b) Cooperative Society '\'@'
c) Sole Proprietorship <

d) Hindu Undivided Famﬂé F)

2. In India, Partnership Fi are primarily governed by:
a) The Companies AcﬁlS
b) The Indian Pa t@'ship Act, 1932
c) The Co-opera Societies Act, 1912
d) The Hind ccession Act, 1956

3. A Publi@mited Company must have a minimum of how many
mempers:
a)

2\
)
‘Egjso
Q% d) 200
4. Which organizational structure combines elements of both functional
and divisional structures, leading to dual reporting lines?
a) Hierarchical Structure
b) Flat Structure

c) Matrix Structure
d) Network Structure
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5. The characteristic of Indian organizational hierarchy that describes a
tendency to avoid direct confrontation with superiors is:
a) Strong Hierarchical Tendency
b) Respect for Authority
c) Relationship-Oriented Approach
d) Implicit Communication and Deference.

C. State whether the following statements are True or False

1. The primary motive of a Cooperative Society is to maximize proﬂt@r
external shareholders. <

2. In a Joint Stock Company, the liability of shareholders is'\'éherally
unlimited. A

O

3. An HUF is created by a contract between family membe%.

4. A Flat (Horizontal) Structure is characterized by m’é@(/ layers of middle
management. &Q

5. In India, personal relationships (samband &lay a significant role in
reporting relationships, often blurring st rofessional lines.

D. Match the Columns \@
S.No. Column A S.No. °\®7 Column B
1 Sole AK‘Q, overned by the Indian Partnership

Proprietorship Q Act, 1932, requiring a minimum of
& two owners.

2 Partnership Fi rn% B Owned and controlled by one
rb' individual with no legal distinction
&0 between owner and business.

3 Joint \“/Stock C | Primary motive is mutual help and
Comp&%}y service to its members, with

O’Q democratic control.
4 <§§&§perative D Highly decentralized, outsourcing
4 ociety many core functions to independent
) firms.
%\5 Network E Has a separate legal entity and offers
) Structure limited liability to its shareholders.

QG
E. Short Answer Questions

1. Define Organizational Culture.

2. What is the key characteristic of a Sole Proprietorship regarding the
legal distinction between the owner and the business entity?

3. What is the fundamental principle of control in a Cooperative Society?

F. Long Answer Questions
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1. Discuss types of organization in detail.
2. Elaborate in detailed note on organization structure.

3. Discuss how organization structure and hierarchy can impact the office
management?

G. Check Your Performance

1. Draw a chart indicating characteristics of different types of
organization.

2. Identify and demonstrate organizational structure and hi
followed by anyone Public sector organization and Prlvat\G’g ector
organization.

3. Draw a chart indicating organization culture of a@q'wo leading
business organization. <
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SESSION 3: POLICIES AND PROCEDURES

Rules are specific, mandatory directives that dictate what must or must not
be done in a particular situation. They are often more rigid and less flexible
than policies, and their violation usually carries direct consequences. Rules
are typically derived from policies to ensure specific compliance (Fig. 1.14).

Fig. 1.14: Rules and Procetkl@e‘\’s of an Organisation
Purpose of Rules &6&
* To enforce specific stand (Dc;f conduct or safety.
* To prohibit certain be a%iors deemed unacceptable.
e To maintain disci r&' and order within the office environment.

Examples of Rules X,
* "No smoki%&n office premises." (A specific prohibition).

e "All e @fees must swipe their ID cards upon entry and exit." (A
ma@ry action for security/attendance policy).

. ’@rkstation must be logged off before leaving for the day." (A rule
erived from a data security policy)

Q- "Meetings start promptly at the scheduled time." (A rule for punctuality,
often tied to a productivity policy)

INTRODUCTION TO POLICIES

Policies are broad statements of principle that guide decision-making and
actions within an organization (Fig. 1.15). They reflect the organization's
values, mission, and overall objectives. Policies explain what should be done
and why. They provide a framework within which employees can make
decisions, allowing for some flexibility and judgment.
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<
S =

Fig. 1.15: Policies in an Organisation <

Purpose of Policies O~O
* To set a consistent approach to recurring si&uations (e.g., "It is the
company's policy to provide a safe worki ironment").

* To communicate the organization's philosophy and ethical standards
(e.g., anti-harassment policy, code o&c nduct).

* To ensure compliance with legal regulatory requirements (e.g., data
privacy policy, leave policy). \@

e To define general expec@ns for employee behavior and company
operations (e.g., remogﬁzork policy, internet usage policy).
Examples of Policies ’(,0'

* Leave Policy: &tlines the types of leave (sick, casual, earned),
eligibility Cri;é}a{, and general guidelines for applying for leave.

e DressC &Policy: Sets the general standards for appropriate attire in

the place.
AvY

. se Reimbursement Policy: States the general principles for
at types of business expenses are reimbursable.

Q% Workplace Safety Policy: A general commitment to maintaining a safe
environment and outlining responsibilities.

INTRODUCTION TO PROCEDURES

Procedures are detailed, step-by-step instructions that explain how a specific
task or activity should be performed to implement a policy. They outline the
sequence of actions, who is responsible for each step, and when each step
should occur. Procedures ensure consistency and efficiency in routine
operations (Fig. 1.16).
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Fig. 1.16: Procedures of an organisation (,

Purpose of Procedures Q)

* To standardize repetitive tasks, ensuring the¥ are performed correctly
and consistently every time.

* To provide clear guidelines for employ@, reducing errors and the need

for constant supervision. @"\’
* To facilitate training for new e ees.

* To ensure compliance wi‘@éies by detailing the operational steps.
Examples of Procedures

* Leave Application dure: Step-by-step guide on how to apply for
leave (e.g., fill ou%m , submit to manager, await approval, inform HR).

* Visitor Mandgement Procedure: Details steps from visitor arrival
(sign-in, se%{ﬁ'lty check) to departure.

* Procu e@nt Procedure: Outlines the steps for purchasing office
su , from raising a request to receiving and accounting for goods.

. @rgency Evacuation Procedure: Step-by-step instructions for what
do in case of fire or other emergencies.

IﬂPORTANCE OF ORGANIZATIONAL POLICIES AND PROCEDURE

Organizational policies and procedures are the bedrock of effective office
management. They serve as a vital guide for all employees, ensuring clarity,
consistency, and compliance across the board. Their importance can be
summarized through several key benefits:

1. Clarity and Guidance for Employees: It reduced ambiguity. Policies
clarify expectations regarding behaviour, performance, and conduct.
Procedures detail how to perform specific tasks, leaving less room for
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guesswork. It promotes empowered decision making. When employees
understand the "why" (policies) and the "how" (procedures), they can
make more informed decisions independently, reducing the need for
constant supervision and speeding up operations. Knowing what is
expected and how to achieve it reduces stress and fosters confidence.
Employees feel more secure and capable when clear guidelines are in
place.

2. Consistency and Fairness: Procedures ensure that repetitive tasks ére

performed uniformly across the organization, leading to consi t
quality in services and output. Policies promote fairness by esta ing
standardized rules and guidelines for all employees, enting

favouritism, discrimination, and bias in various situ ns, from
promotions to disciplinary actions. A consistent env@nment builds
trust among employees and between employ6636% management,
knowing that rules apply equally to everyone.

O

3. Enhanced Efficiency and Productivity: )W)éﬂ—deﬁned procedures
streamline processes, minimize duplic ) of effort, and optimize
resource utilization, leading to increased” operational efficiency. By
providing step-by-step instructions p@edures significantly lower the
chances of mistakes and the need rework. Policies and procedures
serve as comprehensive refere materials for new hires, enabling
them to quickly understa company culture, expectations, and
operational processes, ¢ch speeds up their integration and
productivity.

4. Legal Compliance\}gnd Risk Mitigation: Policies ensure the
organization co@\ies with employment laws, health and safety
regulations, a privacy laws, and other industry-specific legal
requireme his includes, for example, policies on anti-harassment,
equal o rﬁtunity, and workplace safety. Documented policies and
proc es provide a strong defence in case of legal disputes or
e yee grievances. They demonstrate that the company has

lished reasonable standards and communicated them to

%%mployees. Policies, especially codes of conduct, establish ethical

Q guidelines, fostering a culture of integrity and responsibility. They

provide a framework for reporting unethical behaviour (e.g., through

whistle-blower policies) and addressing conflicts of interest.

5. Stronger Organizational Culture and Reputation: Policies and
procedures translate the organization's core values into actionable
behaviours, reinforcing desired cultural traits (e.g., a policy on
customer responsiveness reflects a customer-centric value). A well-
organized office with clear guidelines projects professionalism and
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reliability to clients, partners, and the public, enhancing the company's
brand image and reputation. When expectations are clear, employees
can be held accountable for their actions and adherence to company
standards.

IMPACTING THE OFFICE MANAGEMENT IN THE ORGANIZATION

Office management plays a vital role in ensuring the smooth functioning and
efficiency of an organization. It involves planning, organizing, coordinating,
and controlling office activities to support organizational objectives. Effec@e
office. management improves communication, maintains er
documentation and records, and ensures the efficient use of resourﬁupch
as time, manpower, and technology. It also helps in creating ciplined
work environment, enhancing employee productivity, and f@@aﬁng better
decision-making by providing accurate and timely infor ion. Overall,
strong office management contributes to impro'\@é-‘ organizational
performance, customer satisfaction, and the achieveng&e@ of long-term goals.

1. Indian Companies Act, 2013: The Act prim@]py focuses on corporate
governance, financial reporting, and compliaftce at a statutory level, its
provisions necessitate specific administr@?ve and operational adherence
within an office (Fig. 1.17).

@ Fig. 1.17: Indian Companies Act 2013

Sourcs\https :/ /www.vramaratnam.com/section-1801c-of-companies-act-
2013/

LQ@ct of Indian Companies Act, 2013 on Office Operations

The Act has made company compliance more stringent, transparent, and
accountable. This directly translates to increased administrative
responsibilities for maintaining records, ensuring timely filings, and adhering
to prescribed procedures. Key areas of impact include:

a) Registered Office and Records: Every company must have a registered
office capable of receiving and acknowledging all official
communications. The Office Operations Executive often plays a crucial
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role in ensuring the physical and operational readiness of this office,
including displaying the company name board as required.

The Act mandates the maintenance of various statutory registers and
records (e.g., Register of Members, Register of Directors and Key
Managerial Personnel, Minutes Books of Board and General Meetings)
at the registered office. The Office Operations Executive, often in
coordination with the Company Secretary and others, is responsible for
the proper physical and sometimes electronic maintenarg,

accessibility, and security of these records. %8
b) Board Meetings and General Meetings: The Office O \%ions
Executive, or their team, often supports the Company etary in

logistical arrangements for these meetings, preparing ing spaces,
ensuring quorum requirements are met (especially for smaller
companies), and sometimes assisting with the drafﬁgor finalization of

minutes by providing administrative support. &Q
c) Filings with Registrar of Companies (RO While this is primarily
the domain of the Company Secretary inance team, the Office

Operations Executive often provides C@cial administrative support in
collating necessary documents, ens ring physical records match
electronic filings, and managing @l’ogistics of submissions.

d) Corporate Social Responsihﬁlty (CSR): For companies meeting
certain thresholds, CSR %ding is mandatory. While policy and
strategizing are high-level functions, the implementation of CSR
activities often requ@ operational support. An Office Operations

Executive might ihvolved in managing logistics for CSR projects,
coordinating withNGOs, or overseeing resource allocation for such
initiatives.

2. Environm Laws: Environmental laws and regulations are

increasi@f mportant in India, even for office operations, as businesses
are more accountable for their environmental footprint. While
magiufacturing industries face the most stringent regulations, offices also
%@ a significant role to play in environmental compliance and
Q stainability (Fig. 1.18).

44




Office Operation Executive Grade 11

NVIRONMENTAL

PON

3
4L 7 LAWSININDIA

Fig. 1.18: Environmental Laws <
Source: https://www.lexisnexis.in/blogs/ environmee{a?laws-in-india /
Key Environmental Laws in India Relevant to Office Operations

a) The Environment (Protection) Act, 1% (EPA): It allows for the
formulation of various rules covering{waste management, hazardous
substances, and environmental st&p@;rds, which indirectly impact
office operations. &\,@'

b) The Water (Prevention an ’&ntrol of Pollution) Act, 1974 & Air
(Prevention and Contro@ollution) Act, 1981: The acts focus on
emissions and effluents. These acts establish the Central Pollution
Control Board (CPC d State Pollution Control Boards (SPCBs).
Offices must en that manufacturing do not contribute to air or
water pollutio%b ond permissible limits

c) Other Rele Facts: E-Waste (Management) Rules, 2022 and Plastic
Waste gement Rules, 2016 etc.

3. Labour @vs: In India, a vast and complex web of Labour Laws governs
the oyer-employee relationship. For an Office Operations Executive,
uéztpanding and ensuring compliance with these laws is absolutely

ical, even if a dedicated Human Resources Manager or Legal team

Qhandles the primary statutory compliance. The operational aspects of
running an office directly touch upon various labour law provisions (Fig.
1.19).
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Fig. 1.19: Labour Act
Source: https://okcredit.in/blog/ labour-lawsO Qndm/

Key Indian Labour Laws Relevant to Office Operkt;%hs

a)

b)

c)

The Minimum Wages Act, 1948: Man%gs payment of minimum
wages as notified by central or state governments for various categories
of employment. Office operations stensure that all staff, including
contractual and support staff, are;&d at least the minimum wage.

The Employees' Provident F ﬁis and Miscellaneous Provisions Act,
1952 (EPF Act): Mandat fbontnbutlons to Provident Fund (PF) for
retirement savings, %n Scheme (EPS), and Deposit Linked
Insurance Scheme | [). Office operations must ensure proper
deductions and tlr;{/eﬁr remittances.

The Sexual ssment of Women at Workplace (Prevention,
Prohlbltlon Redressed) Act, 2013 (POSH Act): Mandates every
organizaé?'ﬁ with 10 or more employees to constitute an Internal
Com%ﬁ Committee (ICC) to address complaints of sexual
ent. This is a critical compliance area for all offices.

4. In%@;ne Tax Act: The Income Tax Act, 1961is the primary legislation
% rning income tax in India. While the core responsibility for income tax
Qcom

pliance lies with the finance, accounts, and HR departments

(especially for payroll and statutory filings), an Office Operations Executive
plays a crucial supportive and facilitating role in ensuring the necessary
data, records, and operational processes are in place to meet the
company's income tax obligations (Fig. 1.20).
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Fig. 1.20: Income Tax Act \,%Q
Source: https://www.indiafilings.com/learn/ income-tax-actﬁ& 1/

5. Goods and Service Tax Act: Goods and Services ’@( (GST) is a
comprehensive indirect tax levied on the supply of g@ and services in
India. It has replaced a multitude of central and -state indirect taxes,
simplifying the tax structure but also introddeing new compliance
requirements (Fig. 1.21). Q)

| 2N\

GOODS AND SERVICES TAX

‘U
Q'(’ Fig. 1.21: GST Act

@hrcehttps: / / corpvisory.com/goods-and-services-act/

For a ice Operations Executive, while the core GST compliance (filing
retuﬁ:ag, calculating tax liabilities) typically falls under the finance or accounts
(jé}tment, their role is crucial in managing the day-to-day operations that
geherate GST implications. They are often the first point of contact with
suppliers and vendors, manage procurement, and handle expenses, all of
which directly impact the company's GST compliance.

PRACTICAL EXERCISES

Activity 1: Field visit to collect common policies and procedures of
organizations.

Material required: Blank pages, Pen and Pencil, Rubber, Notebook.
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Procedure:
1. Visit the identified different leading organization along with your peers.
2. Meet the customer operations executive and others and greet them.

3. Take a round of the organization and enquire from the Customer
Operations Executive about the following:

a) Common policies and procedures related to HR, Accounts and Sales
departments

b) What is the importance of common policies and procedures?. <

4. Show your notes to the customer operations executive and cogfjrm that
they are correct. 6’0

5. Prepare a report, discuss it with peers, and show it to tiie teacher.
6. Discuss your report in the class. O

Activity 2: Group discussion on 5 different s’ﬁgues impacting the
organisation and the purpose of those statues. @)

Material required: Whiteboard or blackboard, Markers/Chalk, Handout with
the "Companies Act", “Labour Act”, “Income Act”, “GST”, “Environmental
Law”, Chart paper or large sheets of papq&Pens /Markers for groups.

x
\‘

1. Briefly recap the core ide%{b()fﬁce Management" and quickly go over
the "Companies Act",, “kabour Act”, “Income Tax Act”, “GST”,
“Environmental Law” %u can use the handout for this). Emphasize
that these are lik,@fules" or "guidelines" for making an office run
smoothly.

X
2. Divide the c]%s\s into 5 small groups (4-6 students per group).
3. Distribu@%e respective handout to each group.

4. Ins @each group to discuss the scenario based. They should note
/%;n their findings on the chart paper.

%%sk each group to briefly present their key findings (1-2 minutes per
Q group). They can use their chart paper.

6. After the Group Discussion and the Observer will lead the feedback.
CHECK YOUR PROGRESS
A. Fill in the Blanks

1. is specific, mandatory directives that dictate what must or
must not be done in a particular situation.
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2. Policies are broad statements of principle that guide and
actions within an organization.

3. Procedures are detailed, instructions that explain how a
specific task or activity should be performed.

4. The Indian Companies Act, 2013 mandates the maintenance of various
statutory registers and records, such as the Register of Members and
Books.

5. Under the E-Waste (Management) Rules, 2022, offices, as
consumers, are responsible for the proper collection and dis of

__ waste. '\,
o

B. Multiple Choice Questions

QO'
1. Which of the following is an example of a Rule?
: &
a) Leave Policy O
b) Emergency Evacuation Procedure \10
c) "No smoking in office premises."

X
d) Expense Reimbursement Policy %O

2. The primary purpose of Procedures is fo;
a) Set broad principles for decisionﬁ@@ing.
b) Enforce specific standards of 'Q@uct.
c) Provide detailed, step—by—st&i@ nstructions for tasks.
d) Communicate organizatiogal values.

3. Which Act mandates every organization with 10 or more employees to
constitute an Interrg mplaints Committee (ICC) to address sexual
harassment? X0
a) The Minir&%ages Act, 1948

b) The Emp es' Provident Funds and Miscellaneous Provisions Act,

1952 X
c) Th @xual Harassment of Women at Workplace (Prevention,
@bition and Redressed) Act, 2013

(aiklcome Tax Act, 1961

@%01‘ companies meeting certain thresholds, CSR spending is mandatory
Q as per which Act?

a) Income Tax Act, 1961

b) Indian Companies Act, 2013

c) Goods and Services Tax Act

d) The Water (Prevention and Control of Pollution) Act, 1974

5. When is TDS applicable on payments made by an office to contractors
for carrying out work?
a) Only if the contractor is an individual.
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b) As per Section 194C of the Income Tax Act, 1961.
c) Only for manufacturing units, not offices.
d) It is not applicable to services, only goods.

C. State whether the following statements are True or False.
1. Violation of a Rule usually carries direct consequences.

2. Policies provide detailed, step-by-step instructions on how to perform a
task.

3. The Office Operations Executive is primarily responsible for strateg@%g
Corporate Social Responsibility (CSR) activities. . %Q’

4. Under GST, a company can claim Input Tax Credit (ITC) @he GST
paid on inward supplies used for its business operatio

5. The POSH Act, 2013, is relevant only for manufacturifig industries and
not for office environments.

O
D. Match the Columns \’\’
eV
S.No. Column A S.No. @ﬁmn B (Purpose)
(Concept) A
1 Policy A D&tét”rfed, step-by-step instructions
Q>
2 Procedure B 4:Yyax Deduction at Source (TDS) and
x [ Input Tax Credit (ITC)
& -
3 Rule 4$\'C Broad statement of principle
A4 guiding decisions
4 Indian 0\)" D Maintenance of statutory registers
Compani%\: Act, and records
2013 _,
5 GST (&V E Specific, mandatory directive with
[\& direct consequences

E. Short @'}a{' Questions
1. Policies.
% at do you understand by Rules?

Which Indian Act primarily mandates the maintenance of statutory
registers and records like Minute Books at a company's registered
office?

F. Long Answer Questions
1. Explain the importance of organizational policies and procedures.

2. Discuss the various statues impacting the office management in the
organization.
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3. Differentiate between Rules, Policies and Procedures.

G. Check Your Performance

1. Draw a chart showing any 3 statues and their impact on office
management.

2. List out role of office operations executive while handling policies and
procedures.

3. Draw a chart showing policies and procedures related to HRti)’r
Accounts department of any organization. "8

AN
"o
NS
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SESSION 4: ROLES AND RESPONSIBILITIES OF OFFICE
OPERATIONS EXECUTIVE

An Office Operations Executive plays a pivotal role in ensuring the smooth,
efficient, and compliant functioning of a company's day-to-day administrative
and operational activities. This role is essentially the backbone that supports
all other departments, creating a conducive and productive work
environment.

ROLES AND RESPONSIBILITIES b'
The key roles and responsibilities of an Office Operations Executive (F]@Q’ 22):

Figb';%ZZ: Roles & Responsibilities
Core Purpose 0

To ensure the seam nd efficient functioning of all administrative, facility,
and operational as qéfs of the office, supporting employees and management
to achieve org@ﬁa‘uonal goals while maintaining compliance with relevant
regulations,

Key Rol@nd Responsibilities

ice Infrastructure and Facilities Management: Overseeing the
% general maintenance, repairs, and cleanliness of office premises
Q (building, furniture, fixtures, equipment). Ensuring uninterrupted
supply of electricity, water, internet, and communication services;
managing utility bills. Optimizing office layout, managing seating
arrangements, and planning for office expansion or relocation as
needed. Implementing and overseeing security protocols (CCTV, access
control), managing fire safety equipment, and coordinating emergency
drills and evacuation procedures.
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b) Administrative Support and Coordination: Supervising reception
services, managing incoming/outgoing mail, and handling visitor
management systems. Coordinating business travel arrangements,
hotel bookings, and transportation for employees and guests. Arranging
meeting rooms, setting up audio/visual equipment, and managing
logistics for internal meetings, workshops, and company events.
Ensuring efficient internal communication channels and managing
general office correspondence.

c) Compliance and Regulatory Support: Ensuring the phy@@l
readiness of the registered office, managing access to s tory
registers, supporting logistics for Board and General Mee't:{, s, and
assisting with physical documentation for ROC filings. I ementing
waste segregation (e.g., E-waste, plastic, wet/dry wasﬁ, coordinating
with authorized recyclers, promoting energy/ Wate,rgﬁnservation, and
supporting green procurement initiatives. Assisting” with maintaining
attendance records, ensuring basic workplade hygiene and safety
standards, facilitating POSH compliance (e isplay of policy, support
for ICC logistics), and overseeing contr labour compliance with
vendors. Supporting the finance team @ providing accurate records for
expense deductions, asset management for depreciation, and
facilitating collection of emplo 6¢” declarations for TDS purposes.
Ensuring that all supplier in&@bes are GST-compliant for Input Tax
Credit (ITC) claims, verify@éndor GSTINs, and maintaining detailed
purchase records for at&i eadiness.

d) Vendor Managem Assisting in identifying, evaluating, and
negotiating wit dors for office supplies, maintenance services,
security, cat ;{;? and other operational needs. Managing vendor
contracts, ring timely renewals, and monitoring service level
agreeme 'iét‘As). Liaising with the finance department to ensure
timely-processing of vendor invoices and payments.

e) Roélrce Management: Managing inventory, procurement, and

@ribution of office stationery, pantry supplies, and consumables.

%%/Iaintaining an up-to-date asset register, tracking office equipment,
Q furniture, and IT hardware; coordinating maintenance and disposal.

f) Employee Experience and Welfare: Striving to create a positive, clean,
and comfortable working environment. Ensuring availability and
maintenance of amenities like drinking water, restrooms, and common
areas. Managing first aid kits and coordinating with emergency services

if required. Addressing employee concerns related to office facilities and
administrative services promptly.
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g) Record Keeping and Documentation: Maintaining comprehensive
and organized physical and digital records of all office operations,
including vendor contracts, invoices, maintenance logs, asset registers,
and utility bills. Ensuring documentation is readily accessible for
internal reviews, external audits, and statutory compliance checks.

PROFESSIONAL SKILLS REQUIRED

The role of an Office Operations Executive demands a robust blend of both
hard skills (technical or teachable abilities) and soft skills (interpersonabr
personal attributes). Success in this position hinges on the ability to age
diverse tasks, interact effectively with various stakeholders, and iﬂ@re the
smooth functioning of the entire office with the required Profeﬁ&al Skills.

(Fig. 1.23). Q

g{& ‘JFig. 1.23: Professional Skills

Hard Skills (’lgﬁnical and Measurable): Hard skills refer to the technical
and measurableabilities that individuals acquire through education, training,
or practi,%l xperience. These skills are specific to a particular job or
and can be easily demonstrated and evaluated. Examples include
ér proficiency, data analysis, accounting, office software usage,
entation management, and knowledge of industry-specific tools or
syStems. In an organizational setting, hard skills enable employees to perform
tasks accurately and efficiently, follow established procedures, and contribute
to the overall productivity of the workplace. Since these skills are quantifiable
and can often be certified or tested, they play a crucial role in recruitment,
performance evaluation, and professional development.

a) Office Software Proficiency: Advanced knowledge of Excel (for
budgeting, data tracking), Word (for document creation), PowerPoint
(for presentations), and Outlook (for efficient communication and
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calendar management). Familiarity with Google Docs, Sheets, Slides,
and Gmail/Calendar if the organization uses it. Software related to ERP
and project management should also be known to the office operations
executive.

b) Budget Management and Financial Acumen: Ability to assist in
budget preparation, track expenses, reconcile accounts, and identify
cost-saving opportunities. Understanding basic financial principles
related to office operations.

c) Vendor Management and Procurement: Skills in vendor seledtion,
negotiation (basic level), contract management, and perfﬁﬁgce
monitoring. Knowledge of procurement processes for ofﬁc@ upplies,
services, and assets. A

d) Facilities Management: Basic understanding, of building
maintenance, safety protocols (fire safety, ﬁrstNQd), and security
systems. Knowledge of space planning and utilization.

e) Data Management and Record eé%ing: A foundational
understanding of relevant statutory requirements that impact office
operations (e.g., GST, TDS, Comps Act provisions related to
registered office/records, basic Lg@r Laws, Environmental rules like
waste management). Ability to i@ntify and flag potential compliance
issues to relevant departments®

f) Basic IT Troubleshooti@# Ability to troubleshoot common office
technology issues (e printer problems, Wi-Fi connectivity) and
coordinate with IT s ort.

Soft Skills (Interpers&ié‘l and Personal Attributes)

Soft Skills are the gﬁﬂity to manage life skills, it helps us to develop and
improve us int d intra personal attributes to lead a good life.it refer to a
combination-ofSboth attributes that helps individuals interact effectively &
work har fously with others.

Inter %nal skills include communication. teamwork, empathy, and active
lis g which enable smooth collaboration and relationship management.

<2a) Exceptional Organizational Skills: Ability to manage multiple tasks,
prioritize effectively, and maintain meticulous order in physical and
digital files. Strong attention to detail to ensure accuracy in all
administrative and operational tasks.

b) Communication Skills: Clear, concise, and professional verbal
communication with employees, management, vendors, and visitors.
Ability to draft and write professional emails, reports, memos, and other
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office correspondence. To understand needs, concerns, and
instructions effectively one should be active listener also.

c) Problem-Solving and Decision-Making: Ability to identify operational
issues, analyze root causes, and implement practical solutions quickly
and efficiently. Ability to take informed decisions, often under pressure,
to keep operations running smoothly.

d) Time Management and Prioritization: Effectively managing one's own
time and that of others, setting realistic deadlines, and ensuring ta%s
are completed promptly. <

e) Interpersonal Skills and Collaboration: Ability to buﬂ%%ositive
working relationships with diverse individuals across all }9€ls of the
organization and with external partners. Strong tea rk skills to
collaborate effectively with different departments (HRgFinance, IT).

OFFICE OPERATIONS EXECUTIVE AND USFO F ARTIFICIAL

INTELLIGENCE (AlI) \,\,

Artificial Intelligence (Al) refers to the simu]@ of human intelligence
processes by machines, especially computer ‘systems. These processes
include learning, reasoning, and self-correction. More broadly, Al aims to
enable machines to perform tasks tha @%ioally require human cognition,
such as understanding natural la age, recognizing patterns, solving
complex problems, and making de

%&ons (Fig. 1.24).
\\

Fig. 1.24: Artificial Intelligence

The core of Al lies in its ability to analyse vast amounts of data, identify
patterns, and learn from experience without explicit programming for every
scenario. This capability powers various sub-fields like Machine Learning
(ML), Deep Learning (DL), Natural Language Processing (NLP), and Computer
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Vision. These technologies allow Al systems to do everything from accurately
predicting market trends and diagnosing diseases to personalizing user
experiences and automating complex industrial processes, fundamentally
transforming industries and daily life.

Use of AI and Office Operations Executive

Artificial Intelligence (Al) is rapidly transforming various business functions,
and the role of the Office Operations Executive is no exception. Far from
replacing the human element, Al serves as a powerful enhancer, automa
routine tasks, providing intelligent insights, and enabling the office operations
executive to shift focus from reactive problem-solving to strategic optimyzation
and proactive management of the workplace. This technological sgtegration
can significantly boost efficiency, accuracy, and the O\Q@} employee
experience (Fig. 1.25).

One of the primary ways Al assists is through intelligent attdmation of routine
administrative and facility management tasks. AI—R@vered chatbots can
handle common employee queries regarding ofﬁcec?elicies, facility requests,
or IT troubleshooting, freeing up the office o ions executive’s time for
more complex issues. @

Fig. 1.25: AI and Office Management

Predictive analytics, driven by Al, can transform facilities management by
forecasting equipment maintenance needs, optimizing energy consumption
based on real-time data and environmental factors, and analyzing space
utilization to inform strategic layout adjustments. Automated visitor
management systems, utilizing Al for check-ins and host notifications, further
streamline front-desk operations, ensuring a seamless and secure experience.
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Furthermore, Al enhances compliance and resource management, critical
areas for any office operations executive. Al tools can automatically process
and categorize vast amounts of operational data, from vendor invoices for GST
and Income Tax compliance to maintenance logs and asset registers. This
capability ensures meticulous record-keeping and facilitates quick retrieval of
documents for audits, significantly reducing manual effort and potential
errors. Al can also assist in vendor management by analyzing contract
clauses, monitoring performance against service level agreements and even
identifying potential new suppliers based on criteria like sustainability @d
cost-effectiveness. \Q

Ultimately, by leveraging Al, the Office Operations Executive can el‘e.{)a e their
role from purely operational to strategically impactful. This rtnership
between human expertise and artificial intelligence not only’Qp imizes daily
operations but also contributes directly to the organizatio@verall efficiency,
cost-effectiveness, and employee satisfaction.

O
PRACTICAL EXERCISES \,\J

O
Activity 1: Prepare a report on roles and resporﬁbilities of Office Operations
Executive of any leading organizations @
Material required: Blank Pages, Pen ar,ld%encil, Rubber, Notebook.
,(,'\/

Procedure: \'@

1. Visit the identified differer%&ding organizations along with your peers.

2. Meet the customer operations executive and others and greet them.

3. Take a round of tlfg~organization and enquire from the Customer
Operations Exeo@‘gVe about the following:

a) Roles and <ii&:&:ponsibilities of customer operations executives
b) Majo@%llenges
c) Skillg required to perform better

4. M your notes to the customer operations executive and confirm that
ey are correct.

Q@ Prepare a report, discuss it with peers, and show it to the teacher.
6. Discuss your report in the class.
Activity 2: Role Play Professional Skills for Office Operations Executive.

Material Required: Props: Office desk setup, headset (optional), notepads,
name tags for roles (e.g., “Office Operations Executive”).

Scenario Cards: Each describes required professional skills.

Procedure:
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4.

. Assign roles to students, such as Customer, Office Operations

Executive, Supervisor and (Optional) Observer to give feedback on
performance.

. Provide each group with a scenario card describing required

professional skills.

. Ask students to perform role plays, demonstrating how professional

skills can help in office management.

After Role Play — Observer may give feedback to students. @b’

Activity 3: Group discussion on use of Al in office management. %Q

Material Required: Whiteboard or blackboard, Markers/ Cha andout
with the "Artificial Intelligence", Chart paper or large SLQ@ of paper,

Pens/Markers for groups.

<&

Procedure: \O

1.

Briefly recap the core idea of "Use of Al in ﬁ‘i’ce Management" and
quickly go over the “Artificial Intelligence" (%61} can use the handout for
this). Emphasize that these are like "rules¥ or "guidelines" for making
an office run smoothly. @

. Divide the class into 4-5 small grc@ (4-6 students per group).

. Instruct each group to discus@:z e scenario based on how Al can be

applied to solve office-rel et challenges (e.g., managing schedules,
automating documentation, improving communication). They should
note down their findi dpn chart paper.

. Within each grogﬁésign roles such as Leader, Recorder, Presenter,

and Tlmekeep ensure equal participation.

. Ask groups @ ist both benefits and possible challenges of using Al in

the give enario. They should also propose one innovative Al-based

solﬁi@ for their scenario.

presentation.

6ﬁv 5-10 minutes for groups to finalize their charts and key points

o

8.

Each group presents their key findings and solutions (1-2 minutes per
group) using their chart paper or visuals.

After all presentations, the assigned Observer (teacher or student) leads
the feedback session—highlighting strong ideas, creativity, and clarity
of understanding.

. Facilitate a short open discussion on how Al is transforming office tasks

and decision-making. Encourage students to share real-life examples
of Al tools they have seen or used.
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10.

Conclude by summarizing how Al contributes to efficiency, accuracy,
and innovation in office management, while also noting the importance
of human oversight

11. Distribute the "Artificial Intelligence" scenario handout to each group.
12. Instruct each group to discuss the scenario based. They should note
down their findings on the chart paper.
13. Ask each group to briefly present their key findings and solutions (1-2
minutes per group). They can use their chart paper. o
14. After the Group Discussion and the Observer will lead the feqd@@k.
D
CHECK YOUR PROGRESS \g&'
A. Fill in the Blanks <

1. An Office Operations Executive plays a pivotal m@e’in ensuring the
_______, efficient, and compliant functioning@ company's day-to-
day administrative and operational activities.x_

2. Optimizing office layout, managing seatin@rangements, and planning
for office expansion or relocation needed falls under Office
Infrastructure & Manage’ﬁQ,ent.

3. Soft skills for an Office Operationé\g(ecutive include interpersonal and

attributes. \_,@

4. Al-powered ca&ndle common employee queries regarding
office policies, facility e.%uests, or IT troubleshooting.

5. «@é’ Predictive analytics can transform facilities

In the context ok

management by equipment maintenance needs.

B. Multiple Choic@%ﬁestions

1.

Which o é’following is NOT a core responsibility under Administrative
Sup and Coordination for an Office Operations Executive?

a) aging incoming/outgoing mail.

@oordinating business travel arrangements.

%) Overseeing security protocols (CCTV, access control).

e

2.

d) Arranging meeting rooms and setting up AV equipment.

Which hard skill is essential for an Office Operations Executive related
to financial oversight?

a) Basic IT Troubleshooting

b) Budget Management & Financial Acumen

c) Communication Skills

d) Facilities Management
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3. The ability to identify operational issues, analyze root causes, and
implement practical solutions quickly is a key part of which soft skill?
a) Time Management & Prioritization
b) Interpersonal Skills & Collaboration
c) Problem-Solving & Decision-Making
d) Exceptional Organizational Skills

4. Al's ability to analyze vast amounts of data, identify patterns, and learn
from experience without explicit programming for every scenari%i’s

central to which sub-field of AI? %0
a) Robotics O
b) Computer-Aided Design (CAD) \',\,6

c) Machine Learning (ML) O

d) Data Warehousing Q

5. How does Al primarily assist an Office Opera@q{s Executive in

compliance and resource management? Q)

a) By completely replacing human auditors.

b) By automating routine administrative % 11ke scheduling.

c) By automatically processing and cate gorizing operational data for
compliance and record-keeping.

d) By directly negotiating Ve contracts without human
intervention. 6’(,

C. State whether the following § ements are True or False

1. The Office Operatlon cutive is essentially the backbone that
supports all other A\% ents in an organization.
d

2. Maintaining an ate asset register is a responsibility under

Vendor Mana

3. A foundati 1@‘1 understanding of relevant statutory requirements like
GST and@bour Laws is considered a hard skill for an Office Operations

Extﬁ@ye.
4. \an help the Office Operations Executive by predicting equipment
intenance needs.

Q . Al's primary role is to replace the human element in office operations.

D. Match the Columns

S.No. Column A (primary S.No. | Column B (skill type)
category)
1 Overseeing security protocols A Hard Skill (Office
(CCTV, access control) Software Proficiency).
2 Advanced knowledge of Excel B Soft Skill (Exceptional
and PowerPoint Organizational Skills)
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3 Ability to manage multiple| C Office Infrastructure &
tasks and prioritize effectively Facilities Management

4 Al for automated visitor D Administrative Support
management systems & Coordination

5 Coordinating business travel E Use of Al in Office
arrangements Management

E. Short Answer Questions

1. Define Artificial Intelligence. b’
2. Name one example of a 'hard skill' required for an Office Ope&bns
Executive.

&
0"

3. What is the core purpose of an Office Operations Executi’@
F. Long Answer Questions Q

1. Discuss in detail professional skills requ1red f@ofﬁce operations
executive.

2. Elaborate use of Artificial Intelligence in @KManagement

3. Discuss roles and responsibilities of of %peratlons executive.

G. Check Your Performance

1. Identify and prepare a chart on u'gég% Artificial Intelligence by the office
operations executive. \,

2. Draw a chart showing uired professional skills for the office
operation executive. 4%

3. List out and pre a chart on advantages and disadvantages of
Artificial Intelhg@e

S
@

4@0
O
&
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MODULE 2: MANAGING ROUTINE OFFICE ACTIVITIES

In every organization, the smooth functioning of office activities is essential
for efficiency, productivity, and effective communication. Routine office
activities include day-to-day administrative tasks such as handling
correspondence, maintaining records, filing documents, scheduling meetings,
attending phone calls, managing visitors, and coordinating internal
communication. Although these activities may appear simple, they form the
backbone of organizational management and ensure that the office opera@s
in a systematic and organized manner. <

Routine office activities support the functioning of different departa s and
help maintain continuity in organizational work. They ure that
information flows smoothly between employees, departmen nd external
stakeholders. Proper handling of these tasks contribute@ to maintaining
professional relationships, timely completion of work, and effective decision-
making. When routine office activities are managed )ev@ciently, they reduce
confusion, prevent delays, and help maintain disci@ne within the workplace.

Handling correspondence is an important rmﬁle activity in an office. It
includes receiving, sorting, drafting, and @patohing letters, emails, and
official documents. Proper correspon ence management ensures that
important information reaches the con éxtied person on time and appropriate
responses are sent without delay. )anﬁntaining records and documents is
another essential activity. Offic%\&‘nerate a large volume of information in
the form of files, reports, and official documents. Proper record management
helps in easy retrieval of in@r ation, preserves organizational history, and
supports accountability.\"o’

Filing and docum tglaon are closely related to record management. A
systematic filing ! stem whether physical or digital—helps organize
documents in astructured manner. Proper labeling, indexing, and storage of
files ensuregﬁl documents can be easily located when required. Efficient
filing p%m s save time and prevent the loss or misplacement of important
information.

Sc ling meetings and appointments is another routine office
r@ponsibility. Offices frequently organize meetings, conferences, and
discussions to plan activities and make decisions. Effective scheduling
involves coordinating with participants, preparing agendas, arranging
meeting rooms, and maintaining records of discussions through minutes.
Good meeting management ensures productive discussions and helps in
timely follow-up of decisions.

Handling telephone calls and managing visitors are also part of routine office
work. Telephone communication helps maintain quick contact with clients,
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employees, and other stakeholders. Office staff must answer calls politely,
provide accurate information, and transfer calls to the appropriate person
when required. Similarly, managing visitors involves greeting them
professionally, maintaining a visitor register, guiding them to the appropriate
department, and ensuring that their needs are addressed efficiently.

In modern offices, many routine activities are supported by digital tools and
office management software. Computers, email systems, cloud storage,
scheduling applications, and communication platforms have made it easier to
manage office tasks quickly and accurately. The use of technology imp@és
efficiency, reduces paperwork, and enables better coordination \@'mng
employees. \}6
Effective management of routine office activities saves time, qi&ges errors,
and enhances the overall image of the organization. It creates awell-organized
working environment where employees can focus on t’l@ responsibilities
without unnecessary interruptions. Therefore, developing proper skills in
managing routine office activities is essential for)administrative staff and
plays a crucial role in ensuring the smooth and %@essful functioning of any
organization.

This Module Consist of four sessions, ‘sQe first session discusses about
importance of routine office activities, i{&!nd session deals with Developing
skills in correspondence and emailgetiquettes whereas the third session
elaborates the managing calls @ e final session four discuss managing

visitors.
S
O'b
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SESSION 1: IMPORTANCE OF ROUTINE OFFICE ACTIVITIES

Routine activities form the foundation of administrative work. Without them,
it would be difficult to maintain order or provide timely responses to clients,
colleagues, or superiors. For example, properly recording incoming and
outgoing correspondence ensures smooth communication, while systematic
filing allows employees to access information whenever required. Similarly,
timely scheduling of meetings and efficient visitor management reflect
professionalism and organizational discipline (Fig. 2.1). b’

<

\}@6

Q
Fig. 2.1: Ke@butine Office Activities
Key Routine Office Activi@%

1. Correspondencﬁagement: Handling letters, emails, memos, and
reports is a co% nction. Clear, professional communication ensures
that instructions and information flow correctly between departments.

2. Record %ping and Filing: Maintaining accurate records, whether
physi or digital, is vital. Well-organized files reduce duplication of
Si and act as reliable references during decision-making.

S%lleduling and Timetabling: Proper scheduling of meetings,
Q% eadlines, and appointments helps in avoiding conflicts and ensures

that resources are used optimally.

4. Telephone and Visitor Management: Attending phone calls politely,
directing them to the concerned person, and managing visitors
professionally create a positive impression of the office.

5. Documentation and Reporting: Preparing reports, minutes of
meetings, and maintaining registers are important routine tasks that
support transparency and accountability.
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Methods for Managing Routine Office Work

* Planning and Prioritization: Tasks should be planned in advance and
prioritized according to urgency and importance.

» Use of Technology: Office automation tools such as email systems,
databases, and scheduling software improve speed and accuracy.

 Standard Operating Procedures (SOPs): Following established rules
and formats ensures uniformity and reduces errors.

* Delegation of Work: Routine tasks should be appropriately delegated
among staff members to avoid overburdening and delays. S

« Time Management: Employees should adopt time-savin niques,
avoid procrastination, and ensure timely completion of@&s.

Challenges in Managing Routine Office Activities <

O

Some challenges include work overload, lack of )g?per filing systems,
miscommunication, and inadequate wuse of ,technology. Delays in
correspondence or mishandling of records can(tause serious setbacks.
Therefore, organizations must continuously date systems and train
employees to meet modern office requiremer@.

Managing routine office activities is abon&/{@}iscipline, accuracy, and efficiency.
While these tasks may seem repe‘%ﬁve, they hold great importance in
maintaining organizational effect'v#ss. By combining planning, technology,
and teamwork, offices can str&é\line their daily operations and create a
productive work environmétln% A well-managed office not only supports
smooth internal functionir@ t also builds a professional image that inspires
confidence among clim@\and stakeholders.

Every office, whetl’fév in a retail store, service organization, or corporate
company, requir(g.(b'systematic operations to run smoothly. Routine office
activities are day-to-day tasks that support the functioning of an
organizati These include preparing workplace texts, writing
corresp nce, managing emails, and handling telephone calls. Although
they @ppear simple, these activities play a crucial role in communication,
ﬁkeeping, decision-making, and maintaining professionalism. By

stering these basic skills, students can build a strong foundation for
working in any office environment.

This module is designed to give students both theoretical understanding and
practical skills in routine office operations. The focus is not only on learning
the meaning and features of office communication but also on practicing real-
life tasks such as drafting letters, creating email IDs, transferring phone calls,
and preparing file notes.
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Prepare Workplace Text

Workplace text refers to all kinds of written material that is produced and
used within an office for communication and record-keeping. These include
letters, notices, memos, circulars, file notes, and reports. The main features
of workplace text are clarity, formality, conciseness, and accuracy. A well-
prepared workplace text reduces confusion and helps in quick decision-
making (Fig. 2.2).

DOCUMENTS

Fig. 2.2: W%ﬁ})’lace Text

For example, a file note is an i K‘cant workplace text where details of a
situation or conversation are re% for future reference. It acts as evidence
and supports decision-mak Similarly, notices and circulars inform staff
about meetings, policy c @ges, or events. Reports summarize information in
a structured manner a@ elp managers review progress.

Meaning of Workp&e Text

Workplace te rs to the written communication created and used within
an office or@lganizational setting to share information, record activities, or
provide 1‘5& ctions. These texts may include emails, memos, notices,
circul /\’reports meeting agendas, minutes, business letters, and even
digi messages shared through workplace platforms. The purpose of

place text is to ensure clarity, accuracy, and professionalism in
communication so that employees, supervisors, and clients can understand
and act on the information provided. Unlike informal writing, workplace texts
follow specific formats, standards, and tones, depending on the audience and
purpose. They not only serve as a tool for smooth day-to-day operations but
also act as official records that reflect the credibility and efficiency of the
organization.
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Types of Workplace Text

Workplace texts can be classified into different types depending on their
purpose, format, and audience. The most common type is informative text,
which provides information such as notices, circulars, memos, and reports.
Another type is instructional text, which gives directions or guidelines, for
example, office manuals, standard operating procedures, and meeting
agendas. Persuasive text is also important in the workplace, as it is used to
influence or convince others, such as proposals, business letters, d
marketing communication. In addition, transactional text deals with d &
day official communication, including emalils, letters, and meeting tes
that document exchanges between employees, departments, 01\,'\6 ternal
clients. With the growth of digital platforms, electronic textsalike instant
messages, chat updates, and notifications have also becomegart of modern
workplace communication. Each type of workplace text i&es a specific role
n

in ensuring effective, accurate, and professional com cation within and
outside the organization. \,\/

Features of Workplace Text %O

Workplace texts have certain distinctive feature§ that make them different
from casual or personal writing. The most i rtant feature is clarity, as the
message should be easily understood Wrga ut confusion. They also require
conciseness, meaning information " be brief and to the point without
unnecessary detail. Formal tone and professionalism are key, since workplace
communication reflects the credibility of both the writer and the organization.

Another feature is accuracy, ensuring that facts, figures, dates, and
instructions are correct. ék lace texts also follow a specific structure or
format, such as memoss teports, or notices, which helps maintain uniformity
across the organization~In addition, they should be purpose-driven, focusing
on informing, instraéting, persuading, or recording information depending on
the situation. Figa y, workplace texts often serve as official records, so they
must be car lﬁ drafted, proofread, and stored for future reference (Fig. 2.3).

S
e
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COLLABORATIVE

FLEXIBLE
#,, ENVIRONMENT

) WORK HOURS

: O
: Y
) OPEN EMPLOYEE g
‘e COMMUNICATION WELLNESS
MODERN ° | PROFESSIONAL
AMENITIES = DEVELOPMENT

INCLUSIVE
CULTURE

RECOGNITION
& REWARDS

XU
&(b" Fig. 2.3: Feature of Workplace Text

PRACTIC QXERCISES

Activit /{l; roup discussion the importance of office management.

Mat Required: Flipchart/whiteboard or large paper, markers, sticky
n @, timer/phone, role cards Moderator, Timekeeper, Note-taker, Presented,
sgnple case scenario handout.

Procedure:

1. Teacher divides class into groups of 4-6. Give each group role cards:
Moderator, Timekeeper, Note-taker, Presenter (and 1-2 Members).

2. Teacher frames the topic in 1-2 minutes: “Why does office management
matter? Think beyond filing — consider reputation, decision-making,
legal compliance, customer service, continuity.”
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3. Each student writes 2-3 short reasons/ideas on sticky notes (one idea
per note) — 4 minutes.

4. Guided by the Moderator, groups discuss clusters and expand. Use
these guided questions (teacher prints or projects them):

a) Which 3 reasons are most important for an organization and why?

b) How does good office management affect customer/stakeholder
trust?

c) What happens when records or correspondence is poorly managg?
Give one real or imagined example. S

d) Which routine activity (filing, scheduling, calls, Visite()x}émdling)
should be improved first in a small office — and ho

e) How can technology help — and what risks does iZbring?

5. Timekeeper ensures discussion stays on track. éote—taker writes the
group’s 3 main reasons and 3 practical impro,(e, ent suggestions.

6. Presenter and Note-taker prepare a sumr@s@

a) 3 main reasons why office mana@nent is important (with brief
explanation) N

b) 3 practical steps an office cagiimplement immediately
7. Each group presents. If cl@ is large, limit to 4 groups
8. Teacher or peers can as§

9. Teacher Synthesis c@é

a) Teacher high@r‘[s common themes, adds any missed key points
(e.g., legal pliance, audit trails, disaster recovery, staff morale,
cost sayidgs), and ties discussion to module content and real
Work@ce examples. Provide brief feedback on group dynamics and

short question per group.

back:

C nt.

/Each student writes one sentence on “one new thing I learned” and
% one action they will practice in the next week (e.g., starts a simple
3% filing index). Collect these for quick formative assessment.
0

. Distribute a print out of Guided questions to give student:
a) What is the main purpose of office management?

b) Name three routine activities that protect an organization’s
reputation.

c) How does good filing save time and money? Give an example.
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d) How would you handle an urgent visitor while the manager is in a
meeting?

e) Suggest one low-cost technology that improves record accessibility.
Activity 2: Power point presentation on different Types of workplace text.
Materials Required: files, pen, notepad and projector.

Procedure:

1. Take the students to the presentation room. b,
2.Ask them to form in different groups. \er
Make them understand the different types of workplace tezg&)\.}
Provide them 15 minutes to discuss and prepare the per&tation.
Each group will present their PPT. <

AS

Other group will notedown the important aspect @t out or points to be
incorporate. \,

QP‘:PPOE\’

7. After the presentation the suggestions Wi‘ksse narrated by the teacher
in the class. @

8. Now the given feedback students W' incorporate the final presentation.

x

9. Students will present the final to the class.
10. Submit the final presentati 1@% the subject teacher.

Activity 3: Practice writing a f%e ote on a given situation such as a customer
complaint or a staff request

Materials Required: ﬁ@apen, notepad.
Procedure: C{,&o

1. Visit an ?ﬁmzatmn
2. Meet R and take permission to visit and learn the office activities.
small groups.
ny 1sit the different departments.
Q% Request the authorities to provide the pattern of writing the file note.
. Make small groups of students.

7. Provide them different situation like; customer complaint or staff
request.

8. Give them the pattern of file note.
9. Prepare a FILE NOTE' based on the given situation enabling decision

making.
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10. Draft a notice for a staff meeting, or prepare a short report on classroom
activities.

11. Ask them to practice writing a file note.

12. Here the teacher is supposed to take a note of the activity.
13. Students will submit the note draft to the teacher.

14. Teacher will give the feedback to the students.

CHECK YOUR PROGRESS @b
A. Fill in the Blanks %Q

1. Routine office activities form the of administratk@ ork.

2. Maintaining accurate records, whether physical or (@Ql, is called

&
3. Handling letters, emails, memos, and reports 6 part of
management. X,
4. and prioritization help in com g routine tasks on time.

Ul

. A well-prepared workplace text shou]@ﬁave clarity, conciseness, and

N

B. Multiple Choice Questions \(b’

1. Which of the following is N Iﬁgrloutine office activity?
a) Filing documents &
b) Preparing notices
c) Conducting market research

d) Scheduling m@ings
2. Record keepiﬁéand filing are important because they:
a) IncreaseQ%'rkload
b) Redu uplication of effort
c) C delays in decision-making
ﬂé only for legal compliance

ich feature ensures workplace texts are easily understood?
Q% a) Creativity
b) Clarity
c) Storytelling
d) Humor
4. Which method improves speed and accuracy in managing routine
office work?

a) Delegation of work
b) Procrastination
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c) Ignoring SOPs
d) Avoiding planning

5. Minutes of meetings and reports are examples of:
a) Informative text
b) Instructional text
c) Persuasive text
d) Transactional text

C. State weather the following statements are True or False b
1. Routine office activities have little impact on organizational efﬁe;es\' eéy.
2. Workplace texts should always maintain a formal and profegS@xal tone.
3. Poor filing systems can lead to duplication of work. N2
4. Delegation of routine tasks often causes delays in offiée work.

5. Emails, notices, and memos are examples of Worg)lace text.
D. Match the Columns XU
A
S.No. | Column A S.No. | Column A
1 Record Keeping A Usg of emails, memos, and letters
and Filing for official communication
2 Scheduling and B \Maintaining accuracy and easy
Timetabling C, retrieval of information
3 Prioritization (D,V Avoiding conflicts in meetings,
%\\’ deadlines, and appointments
4 Telephone and % D Creating a professional first
Visitor b’ impression through polite
X0 handling
5 Managem"@t E Reporting Preparing minutes,
Docunfg ation registers, and reports for
accountability
6 n1ng and F Organizing tasks according to
é@rioritization urgency and importance

E. Sh(@l\Answer Questions
%C,Deﬁne routine office activities with examples.
. Why is correspondence management important in an office?
3. State two challenges faced in managing routine office activities.
4. What are the main features of workplace text?
5. How does scheduling and timetabling help improve office efficiency?
F. Long Answer Questions

1. Explain the importance of managing routine office activities in an
organization.
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2. Discuss in detail the different types of routine office activities with
examples.

3. What methods can be used to manage routine office work effectively?
[Nlustrate with examples.

4. Describe the types and features of workplace text and their role in
organizational communication.

5. “Routine office activities form the backbone of organizational
management.” Discuss this statement in detail.

<,
G. Check Your Performance . %Q
1. Perform recording incoming and outgoing corresponde \ensures
smooth communication QQ
2. Demonstrate the types of filling in office. <
O
xO
X
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SESSION 2: SKILLS IN CORRESPONDENCE AND EMAIL
ETIQUETTES

Correspondence means the exchange of information through written
communication such as letters, memos, or emails. In offices, correspondence
ensures that information is transmitted clearly between departments,
employees, and external stakeholders. Developing good correspondence skills
is essential because it reflects the professionalism of the organization.
Business correspondence requires adherence to certain principles. Let'@;s
must be clear, brief, polite, and correctly formatted. Good compre on
ensures that the message is understood properly, and brevit
unnecessary details. For instance, an enquiry letter should direc
information is required, while a complaint letter must cle@@explain the
problem and request corrective action. Correspondence refershto the process
of written communication between two or more parties, ly in the form of
letters, emails, memos, or messages. In an office or(professional setting,
correspondence serves as a formal means to exch@n e information, ideas,
instructions, requests, or decisions. It is oft (Considered the lifeline of
business communication because it documents communication in a
permanent format, which can later be used for reference or proof. Good
correspondence not only conveys a, ssage clearly but also builds
relationships, maintains professionali \,’and ensures smooth functioning of
organizational activities. For example.A letter to confirm an appointment, an
email to update a project statu@ﬁ( memo to announce a policy change all
are forms of correspondence

(&i\g.2.4).

Fig. 2.4: Office Correspondence

Skill in Correspondence

Skill in correspondence means the ability to write and communicate effectively
in a clear, precise, and professional manner. It is not just about putting words
on paper but about ensuring that the message is understood as intended,
while maintaining the tone, accuracy, and etiquette of professional
communication. Skill in correspondence refers to the ability to convey ideas,
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information, and instructions effectively through written communication. It
involves much more than simply writing sentences it is the art of crafting
messages that are clear, concise, courteous, and purposeful.

In a professional environment, correspondence may include emails, business
letters, memos, reports, notices, and official documents. Each of these forms
requires specific writing skills, tone, and structure to ensure that the intended
message is received and understood correctly.

Developing skill in correspondence means being able to: b,
1. Communicate Clearly — Express thoughts in a simple, dir ,eénd

unambiguous way so that the reader easily understands the{g%ésage.

2. Maintains Professional Tone - Use polite and respec{f}? language
appropriate to the context and recipient.

3. Ensure Accuracy — Check facts, spellings, grammeﬁo%ld figures before
sending any communication to maintain credibj{/@.

4. Adapt to the Audience - Tailor the conten :é‘d' tone depending on who
is receiving the message — for instance, a al tone for superiors and
a cooperative tone for colleagues or cli@ts.

5. Be Purposeful and Concise - Stat e objective of the communication
clearly without unnecessary detéi,ﬁc

6. Follow Proper Format an Eﬁluette — Use correct salutations, closing
lines, and formatting tha ect professionalism.

Example: A well-written e ‘%to a client requesting additional information
should be polite (“Kir@ share the required details at your earliest
convenience”), structu ogically, and free from grammatical errors.

e A formal let(,&o a superior should include proper salutations (“Dear
Sir/Madami?), an introduction stating the purpose, a clear body
explaining the context, and a courteous closing.

Why It n@ﬁ)rs

Skill%yorrespondence enhances the efficiency, image, and professionalism
ozgs@t the individual and the organization. Clear correspondence reduces
misunderstandings, builds trust, and fosters effective collaboration within
and outside the organization.

In essence, correspondence skill is not only about what you write but also
how you write — ensuring that your communication is precise, professional,
and positively received.

Key skills required for effective correspondence include:
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1. Clarity and Conciseness — Writing in simple, straightforward language
without unnecessary words.

2. Correctness — Using proper grammar, spelling, and punctuation, and
ensuring facts are accurate.

3. Politeness and Courtesy — Maintaining a respectful and professional
tone.

4. Relevance - Including only important and necessary information.

5. Organization - Structuring the message logically (introduction, ,

conclusion). WS
6. Adaptability - Adjusting the tone and format depend@g\’ on the
recipient (formal for superiors, slightly informal for coll es, etc.).

7. Confidentiality and Professionalism — Respectir%@e sensitivity of

information.
Adaptablllty
Correctness O Adjusting the tone and
Using proper grammar, format depending on the
spelling, and punctuation, Relevance recipient (formal for

and ensuring facts are Including only |mportant superiors, slightly informal
accurate and necessary |nfo n for colleagues, etc.)

Clarity and Politeness @nd Organization Confidentiality and

Conciseness y Structuring the message Professionalism
logically (introduction,

Writing in simple, Maintainingla respectful body, conclusion) Respecting the sensitivity
straightforward language rofessional tone ’ of information

aj
without unnecessary
words 0

F'g(' :5: Effective Correspondence Model

For example: W writing a business proposal email, the skill lies in being
persuasive ye@pectful or When drafting a complaint letter, the skill lies in
presenti &@ problem factually and politely, without aggression.

1. Im ‘i’tance of Skill Development

Sk %Velopment is the processes of acquiring and improving abilities that

individuals perform tasks more effectively and efficiently. In today’s
professmnal world, developing communication, technical, and soft skills is
crucial for personal growth and career success. Skill development:

* Increases Employability — Employers look for candidates who are
skilled, adaptable, and ready to handle responsibilities.

* Enhances Productivity — Skilled individuals can complete work faster,
with greater accuracy.
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* Builds Confidence — Knowing how to perform tasks well boosts self-
esteem.

* Keeps You Relevant — With rapid technological changes, continuous
skill development ensures you stay updated.

* Promotes Growth and Innovation - It encourages problem-solving,
creativity, and leadership in the workplace.

2. Business Letter Writing Principles

Business letters are formal written communications used for official pur@Qs
like making requests, sharing information, or building relationships. Wting
an effective business letter requires following certain principles: ~<)\>/

QO'

Business Letter
Clarity Writing Principles )\,

N —

(b_)

Completeness

Conciseness

Courtesy

Correctness
@eﬁ

Fig. 2.6: Business Letter Writing Principles
e Clarity - S %t’he purpose of the letter in clear and simple language.

J Concise@ss — Be brief and avoid unnecessary details.

J Cox& ness — Ensure proper grammar, spelling, facts, and figures.

e _Courtesy — Use polite and respectful language.

%%ompleteness — Provide all necessary information so the reader
Q understands fully.
Consistency — Maintain a uniform tone and format throughout.

¢ Formal Structure — Use standard parts like heading, date, salutation,
body, closing, and signature.

* Professional Tone - Keep the letter objective and businesslike,
avoiding slang or casual expressions.
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For example: Writing to request information from a company should be
polite, clear, and structured, not long and confusing.

3. Comprehension and Brevity

e Comprehension in communication means ensuring that the message
is easily understood by the recipient. The writer should use simple
words, logical flow, and clear expressions so there is no confusion.
Misunderstood communication can cause delays, mistakes, or even
losses in business. b

* Brevity means expressing ideas in the fewest possible words u@%”out
losing clarity or meaning. In business, time is valuable, s '@g and
wordy letters are often ignored. Brevity ensures the ri%;@r quickly
grasps the point while respecting their time. Q

Example: Instead of writing “We are writing this letter to.,i m you that due
to certain unavoidable circumstances, we will not be_able to process your
request at the present moment”, you can simply w,r{c)év “We regret to inform

you that we cannot process your request at this tifie.”
L

EMAIL ETIQUETTES
Let people know their email

has been received

©)
5 Rules of Email Etiquette

To:
Subject: Take a closer look
before sending

Q\ Ei2a Use acronyms
N

sparingly

BE CAREFUL
USING ALL
CAPS

Compress Your
Attachments

Fig. 2.7: Email Etiquettes

Email has become the most widely used method of communication in modern
offices. It is fast, cost effective, and provides a written record of
communication. Emails can be formal or informal, but in the workplace,
formal emails are most common. Features of email include subject lines, body
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text, attachments, and sender/receiver details. Proper email etiquette is
crucial. This means writing professional subject lines, addressing recipients
respectfully, avoiding grammatical errors, and keeping the message concise.
Emails should also be free from informal abbreviations or emoticons in
professional contexts.

Email Features, Usage, and Types of Email

Email (Electronic Mail) is one of the most important tools of communication
in modern workplaces. It allows quick, reliable, and cost-effective exchangg.of
information, documents, and files across the globe. Understandi its
features, usage, and types helps professionals communicate effectiw‘;nd
maintain proper business etiquette. Email, widely used communi \%on tools
in today’s professional world. It has revolutionized the way jindividuals,
businesses, and organizations share information. Unlike traditional letters or
memos, emails are instant, cost-effective, and can be ac&ed anytime and
anywhere, provided there is an internet Connectiq@ Understanding the
features, usage, and various types of email helpg professionals maintain
efficiency, professionalism, and clarity in workp%@communication (Fig.

2.8). -
Why Is Email Etiquette Important?

Professionalism Efficiency Respect
Show that you are Look efficient Avoid unnecessary
ready for your sending to-the-point embellishments
future career messages & small talk.
%% Fig. 2.8: Importance of Email Etiquette

Features of Email

Emails have several features that make them an efficient means of
communication. These features ensure that information is clearly presented,
organized, and securely transmitted.

1. Subject Line
The subject line is one of the most important parts of an email. It

provides a brief summary or the main idea of the message. A well-
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written subject line helps the receiver understand the purpose of the
email at a glance. For example, “Meeting Rescheduled to 3 PM, 16th
Oct” immediately informs the reader about the nature of the
communication. Clear and specific subject lines improve the chances of
the email being read promptly.

2. Sender and Receiver Details

Every email includes email addresses of both the sender and the
receiver. The sender’s address identifies who sent the message, w@e

the receiver’s address specifies who is intended to receive it n,
multiple recipients can be added using CC (Carbon Copy) or BCS {Blind
Carbon Copy) options. CC allows others to view who else ived the

email, while BCC hides recipients’ addresses, mainta@ privacy in
mass communication. o

3. Body Text S

The body of the email contains the main m s&ge or content. It may
include greetings, the main purpose, suppdrting details, and a polite
closing. The tone of the body text varies depending on the nature of
communication formal for business@qd professional purposes, or
informal for personal correspondengey A well-structured body enhances
clarity and professionalism. ,g\,

x&

4. Attachments Q
Emails allow users to ach files, such as documents, images,
spreadsheets, or PDEs<This feature is especially useful for sending
reports, proposals mes, and other important documents. However,

it is essential tc@ ntion the attachment in the body of the email to
ensure the r ient notices it. For example: “Please find the attached
report for y,g@‘ review.”

5. Signatur
A @ure is automatically added at the end of professional emails. It
i@l des the sender’s name, job title, company name, phone number,
% nd sometimes a company logo. Email signatures help establish
Q credibility and allow the recipient to easily identify and contact the
sender. For example:

Regards,
ABC

Sales Executive, XYZ Retail Pvt. Ltd.
Phone: +91-9876543210
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6. Time and Date Stamp

Every email automatically includes a time and date stamp that
indicates when it was sent or received. This helps in maintaining a
timeline of communication and is useful for tracking responses or
resolving disputes about when information was shared.

. Reply, Reply All, and Forward Options

After receiving an email, users can Reply (send a response to the
sender), Reply All (respond to everyone in the thread), or Forward ( éd
the same email to another person). These features simplify foﬂeg—up
communication and help in maintaining continuity in conve& ons.

. Folders ,\S,O

Emails are organized into different folders such as In&o , Sent, Drafts,

Spam, and Trash. O

* The Inbox stores received messages. \_,O

* The Sent folder contains copies of sent ils.

e The Drafts folder stores messages t are written but not yet sent.

« The Spam folder automatically collects suspicious or promotional
emails. A
S
* The Trash folder stores d &%d messages temporarily.

Proper management of folders@sures quick access and prevents loss of
important information. b’%

Usage of Email \"Q'

Emails play a vital Q@in both professional and personal settings. In the
workplace, they arg\rsed for a wide variety of purposes, ranging from routine
communicatio strategic decision-making.

Q

1. Int@l Communication
l@vi s are extensively used for internal communication within an
a

nization. Employees communicate with colleagues, supervisors,
and subordinates to share updates, assign tasks, and discuss projects.
For instance, a manager might email team members to assign daily
responsibilities or to share meeting minutes.

. External Communication

Businesses use emails to communicate with external parties such as
clients, suppliers, government bodies, and partners. These
communications are usually formal and must follow proper business
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etiquette. For example, a company might send a quotation to a client or
respond to a supplier’s inquiry through email.

Record Keeping

Emails act as written proof of communication. They can be stored,
retrieved, and printed when needed. This is especially important in
professional settings for verifying agreements, approvals, and
transactions. Since emails are date-stamped, they provide an authentic

record of correspondence. b,
Information Sharing \QQJ
Organizations often use emails to distribute information qui across

departments or branches. Memos, circulars, compan A301cies, and
reports can be shared instantly with multiple emplogees, ensuring
everyone is informed and aligned with current up

. Promotional Use &O

In the marketing world, emails are used as @werful promotional tool.
Businesses send newsletters, advertiseﬁéﬁts, or discount offers to
customers to promote products and i]@ease sales. For example, retail
stores may send festive season offer&gr membership renewal reminders
via email marketing campaigns. (,'\,(b'

. Customer Support \_,6
Customer service depar@nts rely heavily on email for handling
complaints, feedback, queries. This mode of communication allows
companies to res quickly and maintain written records of

interactions, ens@i%%ng accountability and better service management.

Types of Email X
>

Emails vary in ‘ﬂe, structure, and purpose depending on the situation and
audience. %} rstanding the types of emails helps users choose the
r

appropri

1

Q

mat and language for different contexts.

GXnal Emails

..Eo
ahese are used for official or business communication. They follow a

professional tone and structure. Examples include job applications,
official notices, reports, and meeting invitations. The language is
respectful, concise, and free from slang or abbreviations.

. Informal Emails

Informal emails are written to friends, family, or close colleagues. The
tone is casual and personal. These emails may include greetings,
updates, or friendly conversations, often without strict structure or
format.
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8.

Personal Emails

These are non-work-related emails, sent for private matters such as
scheduling family events, sharing photos, or sending greetings. They
are often exchanged through personal email accounts rather than
official ones.

Professional Emails

These are work-related but less formal than official business
communication. They are used for sharing quick updates, remin ,
or acknowledgments among colleagues. For example, a ail
reminding a team about an upcoming meeting can be profes§ignal but

brief. O

, , A
. Promotional Emails Q

Used primarily in marketing and retail, promotm@% emails aim to
attract customers. They may include offers, p ct launches, event
invitations, or discounts. These emails are often visually appealing and
designed to persuade recipients to act, as visiting a website or
making a purchase. @

. Transactional Emails \,

Transactional emails are automa@tally generated by systems following
a specific user action. Exam include order confirmations, payment
receipts, shipment tracki@id password reset notifications. They are
essential in e—commerc%a d online services.

. Group Emails O

These are sergb\‘co multiple recipients at once, usually for
announcemeﬁév, meeting schedules, or departmental updates. Group
emails en@/@e that everyone receives the same information
simulta sly, promoting consistency and teamwork.

PraQ1 al Learning and Activities

evelop confidence and accuracy in email communication, students

o
%hould practice by creating their own professional email IDs (preferably

e

using their name and initials, avoiding informal usernames). They
should learn to:

a) Compose and format emails correctly.

b) Use CC and BCC appropriately.

c) Attach documents or images correctly.

d) Draft subject lines that are brief and meaningful.

e) Practice replying, forwarding, and organizing emails into folders.
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Teachers can create exercises where students identify errors in poorly written
emails and rewrite them in a professional format. Another activity can involve
drafting promotional emails for a retail product, applying principles of
marketing communication and customer engagement.

In summary, email communication is an essential skill for success in any
modern workplace. It not only facilitates fast and reliable information
exchange but also supports record-keeping, marketing, and customer service.
By understanding the features, uses, and types of emails, individuals gan
communicate effectively, maintain professionalism, and contribute th%e
smooth functioning of an organization. Practicing proper email etiqu “t@and
structure ensures that one’s messages are clear, respectful, and i&ctful—
qualities that define effective professional communication. O

Students should create their own professional email IDs. They can practice
composing, sending, replying to, and forwarding emails. A@@ities can include
attaching documents, using CC and BCC correctly, and drafting promotional
emails for a retail product. Teachers may also preyvide examples of poorly
written emails for students to correct and impro@

PRACTICAL EXERCISES @
Activity 1: Group Discussion on Importanee of skill in correspondence.
Materials Required: Pen, Pencil, Noté(o\ék.
Procedure: @@SJ

1. Gather students in th %lassroom

Divide the class into@&all groups

Provide them Wi@guiding points for discussion.
Allot time for&)up discussion.

a kK b

Ask one@presentative from each group to present the key points of
thei @cussion to the class.

6. @&t do you understand by correspondence?

QWhy is correspondence (letters, emails, memos, notices, etc.) important
Q in professional life?

8. How does skill in correspondence help in-
a) Clarity of communication
b) Building professional image
c) Saving time and avoiding misunderstandings
d) Maintaining records and proof of communication
9. Examples of situations where poor correspondence caused problems.
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10. Suggestions to improve skills in correspondence.

11. Students will be able to explain the importance of skill in
correspondence.

12. They will practice teamwork, communication, and critical thinking
during the group discussion.

13. They will learn how effective correspondence builds professionalism and
trust in workplace communication.

14. Make a final report on the discussion and submit it to the su@g':t

teacher. %Q’

Activity 2: Drafting simple correspondence in proper format and@}ﬁt it.

Materials Required: Pen, Pencil, Notebook. Q'Q'
Procedure: ,\O@
1. Explain the basic parts of a formal letter: \10

a) Sender’s Address OK'

b) Date %

c) Receiver’s Address \,©

d) Subject line &\,@"

e) Salutation (D’S'QJ

f) Body of the letter (Introduction, Main Message, Closing)

g) Complimentary Cl@e

h) Signature/N esignation

Give student§\/5ne or two scenarios (examples below).

Ask the raft the letter in the correct format.

. After@ ing, students should type and print the correspondence.
. %le Scenarios:

@cenario 1: Write a letter to your college principal requesting permission
Q to organize a cultural program.

oo w N

7. Scenario 2: Draft a letter to a stationery supplier placing an order for
office supplies.

8. Scenario 3: Write an email (formal) to your supervisor informing about
completion of an assigned project.

9. Students will learn to structure correspondence properly.

10. They will apply principles of clarity, brevity, and professionalism.
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11. They will get hands-on practice in typing and printing correspondence.

12. Students should participate in group discussions on the importance of
correspondence skills.

13. They should also draft different types of letters such as
acknowledgement letters, enquiry letters, and complaint letters.

14. Exchange letters with classmates for correction and feedback.

15. Make the report and submit. b’
CHECK YOUR PROGRESS «Q?J
A. Fill in the Blanks \'}g

1. The line in an email summarizes the content. 0

2. Files such as documents or images can be added to @n email through

Q)
3. Correspondence means the exchange of inforrKa)ﬁon through
communication such as letters, memos, omxegmmails.

4. Business letters must follow a form including heading,
date, salutation, body, closing, and,ii ture.

5. in communication r@s expressing ideas in the fewest
possible words without losing,Q@ ity.

B. Multiple Choice Questions 4
1. Which of the followingbi%not a feature of email?

a) Subject line
b) Attachments X
c) Stamp pa
d) Folders (P;Q’Q
e |
2. Corres @ence in an office mainly ensures:
a) tainment
b ar information exchange
%Anformal chatting
% ) Time wastage

3. Promotional emails are mainly used for:
a) Family communication
b) Customer marketing
c) Job applications
d) Legal notices

4. Brevity in correspondence means:
a) Writing in detail as much as possible
b) Writing in the fewest words without losing clarity
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c) Using difficult vocabulary
d) Adding personal comments

5. Transactional emails usually include:
a) Greeting cards
b) Order confirmations and receipts
c) Personal notes
d) Friendly updates

C. State Weather the following statements are True or False b
1. Email can be used as proof in official communication. Nc,@
2. Informal emails are suitable for writing to your company C R
3. Professional correspondence should maintain conﬁden@@y.
4. Business letters can use slang and casual expressiong;
5. Group emails are useful for sending information@o multiple people at
once. Y
O\,
D. Match the Columns %
S.No. | Column A S.No. @ Column B
1 Formal Email A J %application, report to manager
2 Informal Email B ,@‘ﬁt to friends and family
3 Confidentiality Cx X “Respecting sensitivity of information
4 Correctness @Ky Ensuring facts, spelling, and
R grammar are accurate
5 Courtesy O1 E Polite and respectful tone

~”
E. Short Answer Que@‘ns

. Define email (g}your own words.

—

2. Define ¢ pondence in a professional setting.
3. Me @any three features of an email.
4. @%e two examples of correspondence in offices.
QWhy should a subject line be short and clear?
l&Long Answer Questions
1. Explain in detail the features of email with examples.

2. Discuss the different types of email and their importance in workplace
communication.

3. Explain the meaning of correspondence and discuss its importance in
offices.
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4. Describe the key skills required for effective correspondence with
examples.

5. Explain the principles of business letter writing and why they are
necessary.

G. Check Your Progress
1. Draw a poster on Importance of Skill Development.

2. List out the most important tools of communication in modern
workplaces. "8

AN
"o
NS
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SESSION 3: MANAGE PHONE CALLS

Phone calls continue to be a vital mode of communication in modern offices,
particularly in customer service, administration, and retail environments.
Despite the growth of digital communication tools, telephonic interaction
remains one of the quickest and most personal ways to exchange information,
resolve issues, and build professional relationships. Effective management of
phone calls requires a combination of communication skills, professional
behavior, and technical awareness. b’

At the core of managing phone calls is telephone etiquette, which reﬂg&the
organization’s image and professionalism. The way an employee handles’a call
often forms the first impression for clients, customers, or sfsée olders.
Therefore, it is essential to maintain politeness, clarity, anQ*&tentiveness
throughout the conversation (Fig. 2.9). <

AN

% Fig. 2.9: Telephone
Igportance of Managing Phone Calls

Managing phone calls efficiently contributes to smooth office functioning and
effective communication. A well-handled call not only saves time but also
ensures clarity and builds trust. Whether the purpose is sharing information,
addressing concerns, or making decisions, a structured and professional
approach enhances the overall communication process.

The process of managing phone calls begins with answering calls promptly—
ideally within three rings. A courteous greeting, followed by a clear
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introduction of oneself and the organization, sets a positive tone. The voice
should be warm, confident, and professional, helping to establish rapport with
the caller.

Telephone Etiquette

Telephone etiquette refers to the professional manner in which employees
communicate while making or receiving calls. It plays a crucial role in creating
a positive impression of the organization.

Key elements of good telephone etiquette include: @b
* Answering calls promptly and politely . %Q’
* Greeting the caller and introducing oneself clearly xo\’

* Speaking in a pleasant, clear, and confident tone QO
* Listening carefully without interrupting .\O@

* Providing accurate and relevant information \10

* Maintaining confidentiality of sensitive infqor ion

* Ending the call politely by thanking the cﬁr

Practicing proper telephone etiquette 'e\I}Qres respectful and effective
communication, which is essential in ar@rofessional environment.

Understanding the Purpose of Bus'kgéss Calls

Every business call has a speci@purpose, and understanding this purpose
is essential for effective commuinication. Calls may be made for:

 Providing or receivinginformation
o

* Responding to )& omer inquiries

* Scheduling meetings or appointments

. Resolvir@omplaints or issues

* Di ing work-related matters

Empl @5 should be aware of the objective of the call before engaging in
cog%ation. Proper preparation, such as keeping necessary documents or
iQo mation ready, helps in making the interaction smooth and productive. A
clear understanding of the purpose ensures that the call remains focused and
achieves its intended outcome.

Active Listening Skills

Active listening is a critical component of effective telephone communication.
It involves giving full attention to the caller, understanding their message, and
responding appropriately (Fig. 2.10).
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////////

Fig. 2.10: Active Listefing Skills
To practice active listening:

x
¢ Avoid distractions while on th&éél

* Listen patiently without i pting
* Use verbal cues such as{T understand” or “Yes”
* Ask relevant questj for clarification

Active listening h in minimizing misunderstandings, building trust, and
providing acc solutions to the caller’s concerns.

* Summarize og &@at key points to confirm understanding

Handlm e Calls Effectively

Handh@%hone calls efficiently requires a structured approach. After greeting
the er, the employee should identify the purpose of the call and address it

ptly. Calls should be concise and focused, avoiding unnecessary
conversation.

Taking notes during the call is important to record essential details such as
names, contact information, and key points discussed. This helps in
maintaining accuracy and prevents confusion later.

When making outgoing calls, preparation is essential. Employees should
gather all relevant information beforehand, plan the conversation, and ensure
clarity in communication.
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Handling Difficult or Irate Callers

In professional settings, employees may encounter difficult or upset callers.
Handling such situations requires patience, empathy, and professionalism.

Effective strategies include:
* Remaining calm and composed

* Listening to the caller’s concerns without interruption

* Acknowledging and empathizing with their situation b,
* Avoiding arguments or defensive responses \QQJ
* Offering practical solutions or alternatives \}’

If the issue cannot be resolved immediately, the caller shou]%? assured of
follow-up action. It is important to keep such commltments aintain trust
and credibility.

Transferring Calls \/O

X
Transferring calls is a common task in office eny@-ﬂents. It should be done
carefully to ensure a smooth experience for the caller (Fig. 2.11.).

A

Fig. 2.11: Transferring Calls
Steps for effective call transfer:
e Understand the caller’s requirement clearly
* Inform the caller about the transfer and the reason
* Transfer the call to the appropriate person or department

* Provide necessary details to the receiving person, if possible
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Proper call transfer minimizes inconvenience and ensures that the caller
receives the required assistance without delay.

Use of Telephone Systems and Technology

Modern offices use advanced telephone systems such as EPABX (Electronic
Private Automatic Branch Exchange) (Fig. 2.12.) and VoIP (Voice over Internet
Protocol). Employees should be familiar with these systems to manage calls
efficiently, including placing calls, holding calls, transferring calls, and
conferencing. b

F@ 12.: EPABX System

Technical knowledge %’;@%se systems enhances productivity and ensures
smooth communicai& ithin and outside the organization.
Maintaining Co ntiality

Confidentialj 3@ a crucial aspect of telephone communication. Employees
must ens%é&at sensitive or private information is not shared without proper
authorization. Maintaining confidentiality builds trust and protects the
orga(ﬁfon’s reputation.

ch'?ng a Call Professionally

Closing a call professionally is a crucial part of effective telephone
communication. Just as the opening of a call creates the first impression, the
closing leaves a lasting impact on the caller (Fig. 2.13).
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Fig. 2.13.: Closing a Call Professionally

A well-structured and polite conclusion ensures that the conversation ends
clearly, respectfully, and with mutual understandin&ﬁ’also helps in avoiding
confusion, reinforcing key points, and é@ngthening professional
relationships.

Before ending a call, it is important to s Qrize the key points discussed.
This involves briefly restating the ma@' information shared during the
conversation, such as decisions e, issues resolved, or information
provided. Summarizing ensures K'both parties are on the same page and
helps in minimizing misunderst%ings. It also gives the caller an opportunity
to correct any inaccuracies dd further details if needed.

Another essential step is &onﬁrm any agreed actions or next steps. In many
business calls, certain ﬁ(s, follow-ups, or responsibilities are decided upon.
Clearly stating Who%‘ill do what, and by when, ensures accountability and
clarity. For exa f@,’ confirming that an email will be sent, a meeting will be
scheduled, or ﬁogncem will be addressed helps in maintaining transparency
and profe/ﬁ alism.

Expre@g gratitude is equally important. Employees should always thank
the er for their time and interaction. A simple and sincere “Thank you for

g” or “Thank you for your time” reflects courtesy and respect. It makes
thé caller feel valued and appreciated, which contributes to a positive
impression of the organization.

Finally, it is important to end the call politely and on a positive note. The tone
should remain warm and professional until the very end. Phrases such as
“Have a good day,” “We look forward to assisting you again,” or “Please feel
free to contact us if you need further assistance” help in creating a friendly
and professional closing. Employees should also ensure that the caller has no
further questions before disconnecting.
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In addition, it is good practice to wait for the caller to disconnect first,
especially in formal or customer service interactions, as it reflects respect and
professionalism.

In conclusion, a professional call closing is not merely about ending the
conversation, but about ensuring clarity, expressing courtesy, and reinforcing
a positive relationship. By summarizing discussions, confirming actions,
thanking the caller, and ending politely, employees can leave a lasting positive
impression and enhance the overall effectiveness of communication.

So, we understand that ending a call properly is as important as sta{gg it.

Before concluding: .\,@
* Summarize the key points discussed
. O
* Confirm any agreed actions or next steps Q
* Thank the caller for their time “OQJ
* End the call politely \,O

A positive closing leaves a lasting impression é@l reinforces professional
communication.

Conclusion \,©

Managing phone calls is a fundament .&ill in any workplace. It combines
communication abilities, profession%@tiquette, and technical knowledge. By
consistently practicing proper §%phone etiquette, active listening, and
effective call handling techwniques, employees can enhance their
communication skills and@vtribute to the efficient functioning of the

organization.
g \"Q'

These routine office aetivities, though often considered simple, form the
backbone of profegsional communication and play a significant role in
shaping the i and success of an organization.

PRACTI EXERCISES

Activi@: Role play different scenarios of receiving and making professional
calls

1\{% rials Required: Phone connection EPBAX, pen, register and Note pad.
Procedure:
1. Take the Students to a lab or reception area of school.

2. Transferring calls to the correct department and using EPABX or
simulated phone systems.

3. Recording and reviewing sample conversations helps improve tone and
etiquette.
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4. They can also prepare and maintain a telephone log sheet, noting
details such as caller name, time, and message.

5. Case studies on handling difficult customers can be discussed in
groups to develop problem-solving skills.

Creating a professional email ID (avoid nicknames, e.g., use
rajsharma98@gmail.com not coolrajl23@gmail.com).

a) Practicing composing, sending, replying to, and forwarding emails.
b) Attaching documents to an email. "8
c) Using CC and BCC correctly. NQ

d) Drafting a promotional email for a retail product. ,QNS},

e) Correcting poorly written sample emails to 1mpr8e clarity and
professionalism. '\O

6. Prepare a report and submit it to the subject te% er.
Activity 2: Transferring to the correct departm %@K{ndwldual

Materials Required: desk phones or softphones rinted extension directory,
role cards (caller / operator / recipient), pe message pads.

Procedure: ‘\,@'

1. Take the students to any orga&@atlon

2. Take permission from the@h(g;orlty to perform the activity.
3. Make groups accordlr@
4

. Instructor shows t@' office extension list and explains basic transfer
types (blin )(a@ect transfer, attended /announce transfer,
voicemail / m%' ge).

5. Studenbg'sdl correctly identify the right department/person for
incor@g calls and complete transfers (attended & blind) while following
pr ional scripts and message-taking protocol.

@ YOUR PROGRESS
AQ 1 in the Blanks

. The line of an email summarizes its purpose.

N

Files like documents or images can be added to an email as

@

In professional contexts, emails should be free from informal
or emoticons.

4. emails are used to promote products or services.
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5. The block at the end of an email contains the sender’s name
and contact details.

B. Multiple Choice Questions

1. Which of the following is not a feature of email?
a) Subject line
b) Attachments
c) Greeting card

d) Body text b’
2. In workplace emails, which greeting is more appropriate? \QQJ
a) Hey buddy '\,6

b) Dear Sir/Madam O

c) Hidude Q’Q'

d) Yo &
3. What does BCC stand for in emails? O~O

a) Blind Carbon Copy \'\/

b) Business Communication Code @)

c) Basic Contact Channel %

d) Best Client Communication @
4. Which type of email confirms an o@e order?

a) Formal email 6&

b) Promotional email (D’S’

c) Transactional email
d) Newsletter email 4%

5. Which of the followi® should be avoided in professional emails?
a) Clear subjectday
b) Emojis X0
c) Signatu ock
d) Corr@grammar

C. State &@her the following statement are True or False

1. @ils provide a written record of communication.

GQ sing “u” instead of “you” is acceptable in professional emails.
QS. CC is used when you want to keep others informed.

4. Promotional emails are always informal.

5. A professional email ID should avoid nicknames.
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D. Match the Columns

S.No. Column A S.No. Column B

1 Subject Line A Informal/casual messages

2 Formal Email B Used for advertising products

3 Promotional Email C Summarizes the purpose of ema&

Vo4

4 Signature D Name, designation, and co b@f’
details ,\'\6

5 Informal Email E Professional communic'é@ﬁ with
clients Q

R4
E. Short Answer Questions <

O

What is the importance of the subject line in an&@laﬂ?

Mention any three rules of email etiquette. O\'

Differentiate between formal and informal emails.

What is the purpose of CC and BCC\iQn email?

Why should a professional email%&fd abbreviations and emoticons?

aoH e b=

F. Long Answer Questions (5&6
1. Explain the features and ge of email in a professional setting.
2. What are email etique@%? Discuss them in detail with examples.
3. Describe the diff; BnQ’types of emails with suitable examples.
4

. Why is it impqéant for students and professionals to learn proper email
handling? &@'

5. Write @nple promotional email for a retail product, following proper
etiguette.

G. Ch@Your Performance
% emonstrate Effective phone calls.

2. Identify the right department/person for incoming calls and complete
transfers (attended & blind) while following professional scripts and
message-taking protocol.
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SESSION 4: MANAGE VISITORS

The reception area is the first point of contact for visitors in any organization.
The way visitors are welcomed reflects the professionalism, culture, and
discipline of the company. Managing visitors requires not only communication
skills but also personal grooming, security awareness, and organizational
knowledge. A well-managed reception builds a positive image of the
organization and ensures smooth functioning of daily operations. @b«
ven

Visitors may include clients, suppliers, job applicants, auditors, g@e

employees from other branches. The way they are welcomed an anaged
sets the tone for their impression of the organization. In ma ases, the
reception desk is called the “face of the organization” becat@ it represents

the company’s values, discipline, and professionalism. <

A receptionist or front desk executive plays a vital role){i@nsuring visitors feel
respected and comfortable, while also maintaining workplace security and

efficiency. %O
©

Manage Phone Calls

Managing phone calls is a crucial skill foroffice and front-desk professionals,
as telephone communication often ,é'seates the first impression of an
organization. Effective phone )Qg»ﬂ management ensures smooth
communication, saves time, and (flects professionalism and courtesy.

The process begins with an Vs%ring calls promptly, ideally within three rings.
The caller should be gree bbolitely with a standard greeting that includes
the organization’s narn%n the receiver’s designation or name. A calm, clear,
and respectful tone must be maintained throughout the conversation. Active
listening is essenti@, allowing the caller to speak without interruption helps
in understandﬁ@'(their query accurately.

Proper q @joning techniques should be used to gather complete
inform t&Q, , such as the caller’s name, purpose of the call, and contact
detai essages must be recorded accurately and passed on to the
co ed person without delay. If the call needs to be transferred, the caller
SQ)uld be informed politely and not kept waiting unnecessarily.

Handling difficult or upset callers requires patience and empathy. The caller’s
concern should be acknowledged, and solutions should be offered within
organizational guidelines. Confidential information must never be shared over
the phone, ensuring data privacy and security.

Ending the call professionally is equally important. The conversation should
be summarized briefly, any next steps confirmed, and the call closed with a
polite thank-you. Proper phone call management improves efficiency,
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enhances customer satisfaction, and strengthens the professional image of
the organization (Fig. 2.14).

. o O
Fig. 2.14: Receptionist \,\z
Visitor Management O

Visitor management is a critical function front office operations in any
organization. Visitors may include clients, Vendors, interview candidates,
government officials, parents, or other\@,’akeholders. The way visitors are
received, guided, and assisted ¢ es a lasting impression of the
organization. An efficient visitor agement system not only enhances the
organization’s image but also &es security, smooth coordination, and
overall workplace efﬂciency.bs

First Impressions Matt@

The reception area ;{(51 e receptionist are the first points of contact for any
visitor. A clean, or ized reception area combined with a courteous and well-
groomed receptighrist immediately creates a positive first impression. Since
first impre B@ are formed within a few seconds, a warm welcome, polite
behavior professional environment help build trust and confidence in the
organization.

Im@%ance of Visitor Management

Visitor management is important to ensure the Safety and security of the
workplace by tracking who enters and exit the workplace premises.

It helps in maintaining a professional image by providing a smooth and
organized experience for visitors.

* First Impressions Matter — The reception area and receptionist are the
first things visitors notice.
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* Professional Image — Politeness and grooming reflect the company’s
standards.

* Security — Proper checks prevent unauthorized entry.

» Efficiency — Properly directing visitors saves time for both staff and
visitors.

» Comfort and Hospitality — Offering seating, water, and assistance
shows respect.

Personal Grooming of Reception Staff @6

Personal appearance and grooming are crucial for front office G;(é?ff. A
receptionist or front desk executive must always look neat, prof x\'nal, and
approachable. Personal appearance and grooming are crucialgs&cts of front
office professionalism. A receptionist or front desk executiveél st always look
neat, clean, and approachable, as they interact with visitgrs throughout the

day.

xO
Personal grooming ensures that the receptioni E;EOks approachable and
professional (Fig. 2.15). %

—

a

QQ) Fig. 2.15: Groomed Staff
Impor@ge of Personal Grooming

Pr grooming ensures that the receptionist appears confident,
t@ worthy, and professional. A well-groomed appearance enhances
communication and creates a welcoming atmosphere for visitors (Fig. 2.16).

* Appearance: Clean, well-ironed clothes (formal attire).

e Hygiene: Fresh Dbreath, neat hair, trimmed nails, light
perfume/deodorant.

* Body Language: Friendly smile, polite tone, good posture.
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* Dress Code: Wear clean, formal clothes as per organizational
standards.

* Hpygiene: Maintain personal cleanliness, fresh breath, and tidy hair.

* Body Language: Smile, make eye contact, and maintain a polite
posture.

* Confidence: Calmly handling queries without showing stress.

\'v
Fig. 2.16):& é‘lsonal Grooming

Key Aspects of Personal Groo%’&
* Appearance: Wearing+ clean, well-ironed formal attire as per

organizational stand 4

* Hygiene: Maint )%'hg personal cleanliness, fresh breath, neat hair,
trimmed nailg&i@nd light use of perfume or deodorant.

* Dress C &g(b' Following the organization’s prescribed dress code
consi Qz

ste
* Bo %énguage: Maintaining a friendly smile, polite tone, good posture,
@positive facial expressions.

%onfidence: Handling visitor queries calmly and confidently without
showing stress or irritation.

Example: A receptionist in a corporate office greets a visitor with a smile,
maintains eye contact, and offers them a seat while the concerned employee
is informed of their arrival.

Greeting and Welcoming Visitors

A warm greeting sets a positive tone for the visit. Reception staff should always
acknowledge visitors promptly, avoid keeping them waiting unnecessarily,
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and provide assistance with clarity and courtesy. Managing visitors means
aiding from the time they enter until they leave (Fig. 2.17).

* Greeting: “Good Morning, welcome to [Company Name|, how may I help
you?”

* Guiding: Direct the visitor to the correct department or provide
information.

* Comfort: Offer seating, water, or reading material while they wait.

* Professionalism: Always remain polite, calm, and helpful. "8

Fig. 2.17: coming Visitors
. : W :

* Greet visitors warmly Wlt@ﬂe and polite words.
* Use professional greetil;%s uch as:

» “Good Morning, may I help you?”

X
> “Welcome to @mpany Name], whom would you like to meet?”
* Helpin loca& the right department or person.

Provide comfo@fﬁile they wait (seating, water, reading material

Managin tors

Visitor@qagement is an important front-office function that ensures safety,
pr ionalism, and positive experiences for guests entering an organization.
% visitor represents an opportunity to build goodwill and trust.

The process starts with a warm and polite greeting. Visitors should be
welcomed courteously and asked about the purpose of their visit. Proper
identification procedures, such as entry registers or visitor passes, should be
followed according to organizational policy. This helps maintain security and
track visitor movement within the premises.

Visitors should be guided clearly and respectfully. If they need to wait, they
should be informed about the expected waiting time and offered seating or
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refreshments, if applicable. A clean, organized reception area reflects
discipline and professionalism.

Effective communication plays a key role in visitor management. The
concerned staff member should be informed promptly about the visitor’s
arrival. Confidentiality must be maintained at all times, and sensitive
information should not be discussed in public areas.

Special care should be taken while managing VIPs, elderly visitors, or persons
with disabilities by offering additional assistance. In case of complamt%
unexpected situations, visitors should be handled calmly and d1recte
appropriate authority.

When the visit concludes, visitors should be thanked and guideyw\’ards the

exit. Proper visitor management enhances organizational ge, ensures

safety, and creates a welcoming environment for all stakehglders (Fig. 2.18).
AN

.

4 ‘Q,

0&2 2.18: Managing Visitors
Notifying Staff of Vls@r Arrival
After receiving the ()?&or it is essential for the receptionist to ensure smooth
commun1cat10 coordination with the concerned employee. This step
reflects the cy and professionalism of the organization.
Steps to@l ow:

. é;fify Appointment Details: Check the visitor logbook, appointment
% schedule, or digital system to confirm the visitor’s name, company, and
Q purpose of visit before notifying the staff.

Immediate Communication: Inform the concerned staff as soon as
possible through intercom, internal chat, or company communication
software (e.g., Microsoft Teams, Slack, or internal visitor management
systems).

* Polite Announcement: Always use courteous and professional
language when informing staff.
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Example: “Good morning, Ms. Kapoor. Your 11 AM visitor, Mr. Ramesh
from ABC Supplies, has arrived.”

Confirm Availability: Ask the concerned staff whether they are
available to meet the visitor or if any delay should be communicated.

Example: “Shall I send the visitor in now, or would you like them to wait for
a few minutes?”

Q

Inform the Visitor Clearly: After receiving a response, update the
visitor politely.
<

Example: “Ms. Kapoor will be with you shortly. Please make %&rself
comfortable.” N
0

Handling Delays Gracefully: If the employee is busyg:\}lnavaﬂable,
reassure the visitor respectfully. Offer water or readiné aterial during
the wait. O

Example: “Mr. Singh is in a brief meeting and\&ll meet you shortly.
Would you like to take a seat while you wa'tb&'

Record the Notification: Log the visitor’s name, time of arrival, the
person they are meeting, and the tim@ey were informed, especially if
the office uses a manual register .or(gigital visitor tracking system.

Confidentiality and Discretio%@ever disclose sensitive details about
staff availability or interna r%‘tters. Use professional discretion when
communicating with visi 4

Example: Instead of s@&g, “He’s not in the office,” say, “He is currently
unavailable; may I‘{j&e a message for him?”

Follow-Up C %.lnication: If the visitor has been waiting for more
than 10-15 aninutes, check back with the concerned employee and
update t?’&lsitor courteously.

Esc en Necessary: Once the staff confirms, escort the visitor to
théeeting room or guide them appropriately.

ample: “Please follow me, Ms. Meena. Mr. Sharma will see you in the
conference room.”

Use of Technology: In modern offices, use visitor management
software that automatically sends notifications or emails to employees
when their guests arrive, ensuring accuracy and record-keeping.

Maintaining Security and Telecommunication Systems: Security and
telecommunication management is a key responsibility of the receptionist or
front desk executive (Fig. 2.19).
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It is one of the key responsibilities of the receptionist or front desk executive.
Security begins at the reception area, where the staff ensures that only
authorized individuals are allowed to enter the premises. Every visitor should
be logged either manually in a register or through a digital system, with details
such as their name, company, contact number, purpose of visit, and time of
entry and exit.

Security Management
* Ensure that only authorized visitors are allowed entry. b

* Record visitor details such as name, organization, contact mggﬁer,
purpose of visit, and entry/exit time. \>6

* Issue visitor passes or badges and ensure they are retur\@lpon exit.

* Remain alert and observant of unusual activities and, réport concerns
to security personnel. O

Monitor CCTV systems and ensure they are functionifﬁ&oropeﬂy
X.

b
I
= ey
. QY . N
Fig. 2519: Security and Telecommunication System

Visitor passes %adges should be issued to help identify guests within the
office premi§es, and these must be returned upon exit. Reception staff must
remain t and observant, ensuring that CCTV cameras are functioning
prop @and any unusual activity is immediately reported to security
pe el. In addition to physical security, the receptionist must manage
@E%%mmunication efficiently by answering calls politely, transferring them to
the appropriate departments, and recording messages accurately. Updated
contact lists and internal extensions should always be maintained to ensure
smooth communication. During emergencies such as fire or medical
situations, the receptionist should know how to use emergency contact lists
and internal communication systems to take timely action.

Telecommunication Management

* Answer phone calls politely and professionally.
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* Transfer calls accurately to the concerned departments or staff.
* Take and record messages clearly when staff are unavailable.
* Maintain updated contact lists and internal extension directories.

* Handle emergency communications efficiently during fire, medical, or
safety situations.

It is one of the key responsibilities of the receptionist or front desk executive.
Security begins at the reception area, where the staff ensures that ounly
authorized individuals are allowed to enter the premises. Every visitor sl—&d
be logged either manually in a register or through a digital system, wit \@tails
such as their name, company, contact number, purpose of visit ﬁ@k time of
entry and exit. Visitor passes or badges should be issued to\‘@p identify
guests within the office premises, and these must be returfed upon exit.
Reception staff must remain alert and observant, e ing that CCTV
cameras are functioning properly and any unusual q@iwty is immediately
reported to security personnel. In addition to ﬁhysical security, the
receptionist must manage telecommunication effiCiently by answering calls
politely, transferring them to the appropriate departments, and recording
messages accurately. Updated contact list@id internal extensions should
always be maintained to ensure smooth ommunication. During emergencies
such as fire or medical situations, the,@»ceptionist should know how to use
emergency contact lists and interna{,%bmmunication systems to take timely
action (Fig. 2.20).

Keeping a safe and clean %eption

Fig. 2.20: Safe and Clean Reception

A safe, clean, and organized reception area reflects the discipline and
professionalism of the organization. The receptionist must ensure that the
desk and waiting area are tidy, well-lit, and welcoming. Cleanliness should be
maintained throughout the day by ensuring that furniture, floors, and display
areas are free from clutter. It is equally important to comply with safety
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procedures by keeping fire exits accessible and ensuring that electrical wires
or furniture do not block walkways. Information such as notices, brochures,
and magazines should be arranged neatly, and expired materials should be
removed promptly. Regular maintenance checks should be carried out to
ensure that lighting, air conditioning, and seating arrangements are in good
condition. The reception area should have a pleasant ambience with
comfortable seating, proper lighting, and, if appropriate, soft background
music. Following the company’s procedures, rules, and regulations ensures
that both safety and hygiene standards are upheld, projecting a professieoJ@al

image to visitors.
'x%o

Selecting a Venue

Selecting a suitable venue for meetings is another essentiakz.;@ﬂinistrative
function. The first step is to identify the purpose and type of ting, such as
a client discussion, team meeting, or training session. Th\@ timated number
of participants determines the size of the venue required) Availability must be
checked in advance, and bookings confirmed to awoid scheduling conflicts.
The chosen venue should have all necessary, lities such as adequate
seating, lighting, ventilation, projectors, whiteboards, internet connectivity,
and power supply. Accessibility is also a ortant factor, as the location
should be easy for all participants to. y;bh. The venue should be quiet,
private, clean, and comply with all ﬁafety and hygiene standards. Once
selected, the booking details sh be recorded and circulated among
participants for confirmation. instance, a client presentation would
require a conference room eq%’p ed with audio-visual facilities and minimal
disturbances (Fig. 2.21). '\}'b’

Fig. 2.21: Selecting a Venue

Every meeting must follow a structured agenda to ensure that discussions are
focused and productive. A typical meeting agenda includes a welcome and
introduction, review of previous meeting minutes, discussion on new project
updates, an open discussion for feedback or suggestions, and a summary of
decisions with the next meeting schedule. Each agenda item should be
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assigned a specific time and a responsible person to maintain discipline and
ensure that the meeting proceeds efficiently.

Selecting an appropriate venue is an important administrative responsibility.

o Identify the purpose and type of meeting (client meeting, internal
review, training session).

o Estimate the number of participants to determine venue size.

e Check availability and confirm bookings in advance. b’

« Ensure the venue has necessary facilities such as seating, li%gilng,
ventilation, projector, internet, and power supply. -,\,6

o Consider accessibility and convenience for participants. §

e Ensure privacy, cleanliness, and compliance with safetydstandards.

« Record and communicate venue details to participafts.

Example: A client presentation requires a conference ’&)Oom with audio-visual
equipment and minimal disturbances. : @)

Every meeting must follow a structured agenda to’ensure that discussions are
focused and productive. A typical meetin nda includes a welcome and
introduction, review of previous meeti utes, discussion on new project
updates, an open discussion for feed or suggestions, and a summary of
decisions with the next meeting edule. Each agenda item should be
assigned a specific time and a r@ nsible person to maintain discipline and
ensure that the meeting procgl%d efficiently.

1. Meeting Agenda >
A structured agend%nsures that meetings are focused and productive.
A typical meetimgg,\}genda includes:
. Welcom@d introduction
. Re%&&f previous meeting minutes
. @ussion on current agenda items or project updates
% pen discussion and feedback
Q- Summary of decisions and action points
* Schedule of the next meeting

Assigning time limits and responsible persons for each agenda item helps
maintain discipline and efficiency.

Post Meeting Activities

After the meeting concludes, several post-meeting activities must be
completed to ensure effective follow-up. The minutes of the meeting (MoM)
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should be prepared promptly, summarizing all key decisions, discussions,
and assigned responsibilities. These minutes should be distributed to all
participants and concerned departments through email for reference and
action. It is important to monitor whether tasks and decisions made during
the meeting are being implemented within the agreed deadlines. Gathering
feedback from participants helps improve future meetings and identify any
organizational gaps. Once the meeting concludes, the receptionist or
administrative staff should ensure that the venue is cleaned, equipment is
turned off, and materials such as documents and stationery are restore

their proper place. Finally, all meeting-related records, including the da,
attendance sheet, and minutes, should be archived properly uture
reference. O
Post-meeting activities are essential for effective @low—up and
implementation. <

* Prepare the Minutes of the Meeting (M summarizing key

discussions, decisions, and responsibilities. \,

e Circulate the MoM to all participants and\%oncerned departments via

email. @

* Monitor implementation of assign.e;%asks within agreed deadlines.
* Collect feedback to improve fut '\meetings.

* Ensure the meeting venue '@%eaned, equipment is switched off, and
materials are restored. &

* Archive meeting rec@ such as agenda, attendance sheets, and
minutes for futur xeference.

Effective visitor m ment and front office practices play a vital role in
building a positiv ganizational image, ensuring security, and maintaining
operational ef cy. From personal grooming and welcoming visitors to
security gement, meeting coordination, and post-meeting follow-up,
each act& contributes to professionalism and organizational success.

PR@CAL EXERCISES

ivity 1: Visit organization to develop skills in public interaction and
mutual respect.

Materials Required: Pen, pencil and Note book.
Procedure:

1. Teacher briefs students about organizational etiquette (greetings, body
language, and dress code).
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2. Students prepare questions to ask staff about communication practices
(e.g., “How do you handle difficult customers politely?”).

3. Divide students into small groups with specific roles (observer, note-
taker, interviewer, and presenter).

4. To observe and practice professional interaction with colleagues,
clients, and superiors.

5. To learn how mutual respect builds positive workplace relationships.
6. To develop confidence in communicating with the public. "8

7. Observe how employees greet clients, communicate with ea@%her
and maintain respect. xo
8. Note down examples of: QOV
9. Polite greetings (e.g., “Good morning, how may I heﬂe@bu?”).
10. Respectful listening (not interrupting, nodding, )@king eye contact).
X

11. Team collaboration and courtesy in languagey

12. Interact with employees to understand real-life challenges in dealing
with the public.

13. Each group prepares a short repdg,f&fr presentation on:
14. Good practices observed (e.g.,Q@hling, active listening).
15. Areas for improvement (e@rushed responses, lack of eye contact).
16. Lessons learned abou@utual respect and public interaction.
17. Students re-crea narios observed during the visit.
18. Example role a%:
19. Handling ite inquiry.
20. Responditg to a complaint with respect.
21. CQ@)orating with colleagues respectfully.
22 é;ﬂdents gain confidence in interacting with the public.
Qc\b Develop an understanding of how respect creates a positive workplace.
24. Learn to apply courteous behavior in real-life professional settings.
25. Teacher will take feedback on the following criteria

a) How did employees in the organization show respect to customers
and colleagues?

b) What phrases or gestures did you find most polite and effective?
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c) How would you handle a difficult situation with a customer while
maintaining respect?

d) Did you notice differences in how juniors and seniors interacted?

e) What key lesson will you apply in your own communication?
Activity 2: Role Play on Interaction with HR Manager.
Materials Required: Pen, pencil and Note book.
Procedure: O

1. Take the students to any Organization. \er

2. Students will prepare a set of 5-7 questions to ask the I;%Q‘ﬂanager
(e.g., “How do you ensure security while managing visitors??, “What are
the qualities of a good receptionist?”).

3. Meet the HR Manager in small groups or role-play the scenario in class
if direct interaction is not possible.

xO

4. Observe the way the HR Manager comm Jé&étes politely, maintains
records, and follows procedures. %

5. Note down the key points and present@em in the class discussion.

6. understand the process of visi@' management and professional
interaction within an organiza{‘

7. Students will develop c fidlence in professional interaction and
understand real-world visitor handling practices.

8. Students will note d xbf he procedure in the Note book
9. They will prepar%\detailed report on the activity
10. Submit the 1}@& to the subject teacher.
11. Teacher@ﬁ*evaluate the report and give feed back to the students.
12. Inco ate the feedback and prepare the final report and submit.
Activi?js: Conducting and Managing Post-Meeting Activities

M G:ilxls Required: Agenda sheet, attendance sheet, meeting minutes
late, chart paper, pens, projector.

Procedure:
1. Take the students to the Lab.

2. Ensure the venue is clean, organized, and equipped with the required
materials such as notepads, pens, water, and digital tools (projector,
microphone, etc.).

113



10.

11.

12.

13.

14.

1

16.

Record the names and designations of participants as they arrive using
an attendance sheet.

Hand over copies of the agenda or display it on the board/screen to
remind participants of the meeting objectives and time schedule.

. Begin with a formal welcome by the chairperson or host. Introduce key

participants and briefly review the purpose of the meeting.

a) Proceed according to the listed agenda items. Allocate time for each
topic and ensure discussions remain focused. o

b) Allow each participant to share their input while maintaini rder
and respect. Use polite reminders to keep within the tir% it.

. Before closing each discussion point, briefly summarize{?&onclusions

or decisions taken. <

The meeting secretary or recorder should documerﬁmportant points,
decisions, action items, responsible persons, a eadlines.

End with a summary of all major outcomes 1®ank participants for their
contributions, and announce the date or plan for the next meeting.

. Draft a clear and concise su r@ry including meeting date,

participants, agenda, discussion péints, and decisions.

The MoM should be revieweck@)'y the meeting chairperson or senior

officer for approval before §’@:ﬂation.
Send copies of the a ed MoM to all participants and concerned

0
departments throug ﬁaﬂ or printed copies.

Highlight speciﬁ%&e’sponsibilities and deadlines for each action point.
Maintain a fo@—up tracker to ensure progress.

Store me F{&‘ records, attendance sheets, and agendas safely in a
physi é/ digital folder for future reference.
t

hat the meeting room is cleaned, all materials are collected,
é*electromc devices are turned off or returned.

ollect feedback from participants about the meeting’s effectiveness to
improve future meetings.

Prepare a short report summarizing meeting outcomes and next steps
for submission to the supervisor or management team.

CHECK YOUR PROGRESS
A. Fill in the Blanks

1.
2.

The reception area is the first point of for visitors.
A receptionist must maintain good and personal appearance.
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3. Visitors should be to the correct department.
4. The receptionist ensures safety by verifying visitor
3. A and clean reception area creates a positive impression.

B. Multiple Choice Questions

1. The first impression of a company for visitors is created by:
a) Security guard
b) Reception area b’
c) Cafeteria <
d) Accounts department %Q

2. Which of the following is NOT a part of personal grooming%{)\’
a) Wearing neat clothes Q
b) Using polite body language <
c) Untidy hair and shabby clothes O
d) Fresh breath \10

3. What should a receptionist do when a visit, éﬁrives?
a) Ignore them
b) Inform the concerned staff @
c) Leave them unattended N
d) Ask them to come back later '\(b'

4. Why is maintaining a visitor )‘gg’éters important?
a) For decoration
b) For security and recqrd keeping
c) To waste time b‘
d) For advertisin \',0'

5. Which of the following improves visitor comfort?
a) Offering r or seating
b) Ignori em while they wait
c) T g loudly on phone
d) ving the reception empty
C.S weather the following statements are True or False
Q(b A receptionist should use casual slang with visitors.
2. The reception area should always be clean and organized.
3. Receptionists should verify visitor identity for security reasons.
4. Personal grooming has no impact on visitor management.
5

. Informing staff of visitor arrival is part of receptionist’s duty.
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D. Match the Columns

S.No. Column A S.No. Column B

1 Greeting visitors A Keeping desk tidy and safe

2 Notifying staff B “Good Morning, welcome to our
office”

3 Security duty C Informing employees of arrivals

4 Clean reception D | Wearing formal clothes and
neat appearance b

5 Personal grooming E Checking visitor ID and a@fyf
register A7 =)

4

S

E. Short Answer Questions ,Q,
Why is personal grooming important for a receptionis 'g
Mention two ways of making a visitor comfortable.~o

What is the role of a receptionist in office secu{}t ?

How should a receptionist notify staff of a%igaor’s arrival?

a K L b=

Write two procedures for keeping the @eption area professional.
F. Long Answer Questions . (b,\’
1. Explain the importance of per{‘@&\f grooming in managing visitors.
2. Discuss the duties of a recégtionist in greeting and serving visitors.

3. How does a maintain&security and telecommunication system help
in visitor manageme@

4. Describe the rolé‘é}' the reception area in creating the company’s first
impression. %

5. “Recepti ﬁ(génagement is a balance of hospitality and security.”
Dism@ s statement with examples.

G. Check-your Performance
1 ]g;fnonstrate the Importance of visitor management

Q@ Spell out the Qualities of a good receptionist
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MODULE 3: STORE, RETRIEVE AND COMMUNICATE
INFORMATION THROUGH COMPUTERS

A computer system is made up of hardware and software that work together
to perform various tasks. The hardware includes physical parts like the key
board, processor, memory and monitor while software refers to Operating
system and programs that instructs the hardware. Computers are useful
because they can store large amount of information, process data quickly,
and solve problems efficiently. It is used in many fields like busin%s,
education, healthcare and entertainment and make life more produc‘ei@ nd
easier. \,,\,%
Computers are used to store data either on cloud storage, hard @es, cloud
storage or other devices in digital form. Retrieving the inf(ﬂnation means
accessing this data whenever needed. To protect senSitive data from
unauthorized access it is important to share the infor S\eéon securely. It is
done using techniques like encryption, passwor s “and secure networks.
These security measures are used for safety of private information.

Word processing software helps the users to_edit; create and format the text
documents. It is used for writing letters, e s@, reports the other documents.
Spreadsheet applications are used to .Ca}ulate, organize and analyse any
numerical data. These skills are esseﬁ%al for office work; projects manage
the data efficiently. (D)S/

Presentation software helps to ¢ e slideshows in which users combine text,
images, charts, and videos @ake presentations more engaging and easier
to understand. Using computers safely is important to avoid health problems
and accidents. Prope sture, taking regular breaks, and adjusting the
screen brightness ca{ﬁ,prevent eye strain and back pain. Protecting computer
from malware ag@viruses help to keep the data safe by using antivirus

software. Q

Artificial &figence or Al, enables computers and machines smart enough
to per, M the tasks that require human intelligence. This includes
reco ing speech, learning from data and making decisions.

odule is divided into four sessions. The first session explains the
Fundamentals of Computer System. The second session deals with Storing,
Retrieving and Sharing information securely. The third session discusses
about Skills in Word processor and Spreadsheet applications. The fourth and
last session include Presentation Software and Work Safety on Computers.

117



Office Operation Executive Grade 11

SESSION 1: FUNDAMENTALS OF A COMPUTER SYSTEM

A computer system works by using both hardware and software together to
handle information. The main parts of a computer include the CPU, memory,
input and output devices, and storage. It takes input, processes it, saves the
data and gives the output.

Input Process and save

Fig. 3.1: Basics of Computer System _ ()

The basics of computer system (Fig. 3.1) include input, pyocesses it, saves the
data and gives the output. The operating system chjc Is the working of the
parts of computer while software application%@ the specific tasks like
browsing the internet drawing and writing. YA computer system is a
combination of software and hardware cm@onents that work together to
process data and perform various tasks. Q

le\r Fig. 3.2: Hardware

H re (Fig. 3.2) refers to the physical parts of a computer such as memory,

(Central Processing Unit), storage devices, input/output devices.
Software are the programs or set of instructions or programs that instructs
the hardware. Together hardware and software enable the computer to accept
input, store data, process information and produce a useful output.
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The Multifaceted Role of Computer Systems

Communication

Enables global Education
connectivity and
information Facilitates learning
exchange ‘I‘\ tn and research
=) =

(e

<
B

Entertainment E lQ @
Provides various ans - z;:n ances

forms of digital roductivity and
entertainment 0 efficiency

o &\9
He= %O
Healthcare @

Aids in mg

process
dato m ment

g :
Fig. 3.3: 1 rtance of Computer System

It is difficult to imagine life without computer systems and it plays a

important role (Fig. 3. )gth almost all the areas of our lives be it business,

education, entertai nt, healthcare, entertainment and communication. It

helps a user to s‘?& and manage data, solve problems quickly and perform
ns.

complex calcu‘@

In schoo@%ation computer systems assist in the learning, development
and rec?,rch; in businesses, they are used to increase efficiency and
pro 17ity. Overall, computer systems help to make our lives faster, easier

%fynore connected.
TYPES AND FUNCTIONS OF COMPUTER SYSTEM

A computer system performs main functions Input, Processing, Storage,
Output and Control (Fig.3.4).
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Functions of a Computer System

Input 9@ ", RS ."j; Output
1 . . 1
Keyboard --i :r- Monitor
Mouse --E (\’ i :r- Printer
Scanner - |JJ|LL| - '~ Speakers b,
__ Computer __ \ng
! System N . 6
- | "~ {F Processing Dx
Primary Storage (RAM) --E | :r- cPU O
Secondary Storage (Hard Disk) - | - Soﬂ@xre Instructions
_.'g._ Control \/O
: X
- Control Uns' @)

©

Fig. 3.4: Functions of a {Symputer System

These functions enable a computer @Qccept data, process it, present the
outcomes and store information fopﬁa'ture use.

These functions are:

1. Input: It is the proce& entering data into the computer using input
devices like a ke d, mouse or scanner.

2. Processing: Qnce'the data is entered, the CPU (Central Processing Unit)
processes i}i ording to the instructions given by software.

3. Stora 6@16 information or the processed data is stored in the devices
like drives or SSD. Primary storage or RAM is used for temporary
stérage and secondary storage like hard disk is used for permanent

age.

Q® Output: After processing, the results are displayed or shared using
output devices such as a printer, monitor or speakers.

5. Control Functions: The control unit within the CPU directs the entire
process, ensuring that all parts of the system work together smoothly.

Types of Computer Systems

1. Personal Computers (PCs): These are general purpose computers
designed for individual use. For Examples Laptops or desktops. They
are used for tasks like word processing, browsing and gaming.
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2. Workstations: These are mostly used for professional tasks like 3D
modelling, graphic design and scientific computing.

3. Servers: They provide resources and services to the other computers
over a network. They are used to manage data, websites and
applications.

4. Mainframe Computers: These are large and powerful systems used by
governments and big companies to run critical applications and handle
large amounts of data. b,

5. Supercomputers: They are used for difficult tasks like space re'segfch
weather forecasting and scientific simulations. \>

6. Embedded Systems: These are specialised and small sys&% installed
into devices like cars, washing machines and mobilé{phones. They
perform specific tasks. @6

BASICS OF COMPUTER COMPONENTS &O
A computer system depends on the interface betw hardware, software and
the operating system. Hardware performs t asks, software gives the

instructions and the operating system man@s everything.

1. Input Devices: A computer syste \xs made up of several important
components that work together»g}a perform these tasks; like mouse,
keypad, CPU and monitor. T are the Tools used to enter data into
the computer for exampl oard, mouse, scanner.

When a data input is Jg%lired, one take the help of all the input devices
h in (Fig. 3.5).
shown in (Fig A)x 0

Fig. 3.5: Input Devices

2. Output Devices: These are the hardware components that receive data
from a computer and convert it into the result of computer processes in
the form of images, text, sound and/or physical output. whenever we
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give some input data, the output devices produce the output in image,
text or other terms (Fig. 3.6).

~

Fig. 3.6: Output Devices

* Monitor/screen: It displays the visual outpuf@ the form of text,
graphical interface, images, videos.

* Printer: It produces a hard copy of im é@%r digital documents.

* Speakers and headphones: These are
used to produce sound. They are u1red for audio output in the
applications like video confereneirg, music playback, gaming etc.

e output devices which are

* Projectors: It displays vide@%r images on a larger screen for the
group viewing. K"

* Plotters: These are % for printing large-scale graphics.
t

3. Central Processm (CPU): It is known as the "brain" of the
computer, it p %&s s all the data and instructions given to the
he CPU no computer is full-fledged, as we cannot

computer. W
generate thiéqulred result (Fig. 3.7 )

B
"B -B
B w©

designed by & freepik

Fig. 3.7: Central Processing Unit

4. Memory (RAM): It is a temporary storage that holds data and programs
while they are being used. More the RAM more the Speed of the
Computer (Fig. 3.8).
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Fig. 3.8: RAM (Random Access Memory)

5. Storage Devices: It is used to save data permanently (e.g., hard driye,
SSD, USB drive). One can save the data for long term in different st&e
devices (Fig. 3.9). S

_ ~
\’Q- ‘ ‘ P - ese-f

N%

Fig. 3.9: rage Devices
6. Motherboard: It is used (é}'ve data permanently (e.g., hard drive,
SSD, USB drive). Itis the n circuit board that connects all computer
components together. ry mother board has an Intel IC processor. It
has data slots as we@, hown in (Fig. 3.10).

Fig. 3.10: Mother Board

123



Office Operation Executive Grade 11

OPERATING SYSTEMS AND OFFICE APPLICATIONS

OPERATING SYSTEM: It is a software that helps the computer hardware and
software to work together and provide a platform for users to interact with the
system.

The functions of an Operating System are;
1. Control input and output devices.

2. Runs applications and handles system tasks like saving ﬁlesbo’r
printing. "8
Provides a user interface (like Windows, macOS, Linux). -\,éo

O

Manages software resources. O
Runs applications (like games, browsers, or Word) Q

<
Manage hardware (CPU, memory, devices like keybsard and mouse)
Handles files and folders \/0

X
Provides a user interface (like the desktop&ns and windows)

© ® N o kL

Examples of Operating Systems:

* Windows (e.g., Windows 10, Wi ws 11)

* Linux (open-source and us’z%'fp} many servers)

* Android (used in mobil nes)

* MacOS (used in App %Ei?uters)

OFFICE APPLICATIONS: {heSe are the programs which are used to make

presentations, create c%&/ments, communicate and organize data (Fig.
3.11). X,

Fig. 3.11: Office Applications
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The Common Office Applications are:

1. Microsoft Word - Used for writing documents like essays, letters, and

reports.

2. Microsoft PowerPoint - Used for creating slide shows and
presentations.

3. Microsoft Excel - Used for working with numbers, data, and

calculations in tables (spreadsheets).

4. Google Docs/Sheets/Slides — Online tools similar to Word, ExceleQ’d
PowerPoint. . %Q

5. Microsoft Outlook — Used for sending and receiving emailso\"\’

The use of computer applications plays an important rolQ?g’ enhancing
productivity and learning. They assist in editing assignm@nts and writing
more effectively, enable quick corrections and professiongﬂoresentation.

NAVIGATION OF COMPUTER DRIVES AND DIRE%I‘%RIES

It means opening /finding files and folders stor a computer. A drive is a
storage space where data is kept like, C: drive, which usually contains the
operating system and important software. D: drive, external hard drives,
Cloud storage and USB drives Each driv{bs like a filing cabinet that hold files
and folders. @'(/

Inside a drive, data is organized { %@ directories which are known as folders.

A folder is like a container use group related files together.
A

We have a "Documents" folder for keeping necessary documents, "Music"
folder for songs, "Pictures" folder for photos etc.

Folders can also have subfolders, folders within folders, for better
organization.

To navigate }Mugh drives and folders, a tool is used which is called File
Explorer Q@ndows / Finder in macOS. It facilitates the users to move files
click t %ugh folders, create new folders and open old or new documents.
Undérstanding the movement between directories and drives help the users
t p their work organised and find their files quickly.

HOW TO USE FILE EXPLORER (WINDOWS) OR FINDER (MAC)
1. Open File Explorer (Windows) or Finder (Mac)
* Windows:
a) Click on the folder icon on your taskbar (bottom of your screen).
b) Or press Windows + E on your keyboard to open File Explorer.

e Mac:
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a) Click the Finder face icon on your Dock.
b) It’s usually at the bottom-left corner of the screen.
2. Navigate to Specific Folders (Documents, Downloads, Desktop)
* Once File Explorer/Finder is open, look at the left sidebar.
* Folders like are found there:

a) Documents - for saved files like essays or notes.

b) Downloads — for files you downloaded from the internet. @b
c) Desktop - for files saved directly on your desktop screen. ,\,%Q
* Click on any folder to open and view its contents. N{}’
3. Create a New Folder and Name It QOV
* Windows: «QQJ

a) Go to the folder where you want to crea&cloit (e.g., Desktop or
Documents).

X
b) Right-click — Select New > Folder.

c) A new folder will appear. Type a r&r@ (like "Assignments") and press
Enter. Rox

* Mac: &Qf’\,
a) Open Finder and go to location you want.
b) Right-click (or C ol + Click) — Choose New Folder.
c) Type a name (gﬁ folder and press Return.
4. Use the Search @o Find a File by Name
* Look at the right corner of File Explorer/Finder.
* Clicki é search bar and type the file name (e.g., “project.docx”).

puter will show all matching files in the current folder or entire
@ m (if selected).
AC@S CONTROL AND DATA SECURITY POLICIES

Agcess control and data security policies play an important role in keeping
the computers and information secure.

ACCESS CONTROL: It refers to the methods and rules which are used to limit
the access to view or use resources on a network or a computer. It makes sure
that only authorized users can have access of certain files, systems or
program.
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Computers in school have access control to particular subject teachers and
students of roll numbers. Access control limits the permissions to users to
read /delete/edit a file. For example, a student may be able to view an
assignment file, but only a teacher can edit or delete it.

Access control protects the sensitive information.

DATA SECURITY POLICIES: These are the guidelines/ rules an organization
sets to protect its data from theft, loss or misuse. These policies include using
strong pass words, regular backups, installing antivirus software, and acc@s
control to important files. It helps to keep information safe and privanQQQJ

hey help prevent hacking, data leaks, and accidental loss, ens'tit:%g that
digital systems stay safe and reliable.

Q«}
Role of AI in Computer Systems e

The role of Artificial Intelligence (Al) in computer sy@ms is becoming
increasingly important as it helps machines perfoer,Qasks that normally
require human intelligence.

X
X
Key Roles of Al in Computer Systems

Automation of Tasks: Al enables comput(fr\s@ perform repetitive and routine
tasks automatically, reducing human ef%bt and increasing efficiency.

Data Processing & Analysis: Al sy s can quickly analyze large volumes
of data and provide meaningful i ts, helping in better decision-making.
Improved User Experience: powers features like voice assistants,

chatbots, and personalizedée ommendations, making systems more user-
friendly.

X
Problem Solving Q@ision Making: Al helps computers make decisions
based on data p ns, such as fraud detection, medical diagnosis, and

predictive anaJ@eg.
Cybersecufity Enhancement: Al helps detect unusual activities and threats,
stem security by preventing cyberattacks.

improvi

Nat anguage Processing (NLP): Al enables computers to understand
q@espond to human language, used in applications like translation and
virtual assistants.

Image and Speech Recognition: Al allows computers to recognize images,
faces, and speech, widely used in security systems and mobile devices.

Al plays a crucial role in making computer systems smarter, faster, and more
efficient, transforming the way humans interact with technology.

127




Office Operation Executive Grade 11

Artificial Intelligence (Al) is enhancing the utility of computer systems. It
allows the computers to make decisions, interpret the data, and perform
following tasks;

a) In word processing: Al tools, like grammar checkers and writing
assistants helps to improve communication.

b) In spreadsheets: It automatically analyses data, suggest trends,
provide insights and generate charts.

c) In customer service: Al chatbots answer questions 24x7. @b

d) In education: It can personalize learning and track student pr&ss.

e) In business: It improves and supports the decision makim@} finding
patterns and processing high volume data. A

Al makes the computer systems adaptive, smarter and mgore efficient and
help the users to accomplish different tasks with greater’effectiveness and

ease. \’\,
PRACTICAL EXERCISES Q)

Activity 1: Group Discussion on the Impor@ce of a Computer System.
Material required: Pen, Paper, Notes qu}\
Procedure: &6'(’\,
1. Divide the class into 4-5 grQéps
2. Assign each group a sg%ﬁdomain:
a) Education o
b) Business %\'
c) Healthcal@%s'
d) Ente@ﬁment
e) %@}nment Services

3. @t each group gets 10 minutes to prepare and 5 minutes to present

Qﬂqeir points.
Q? Start discussions and teacher make moderate and notes.
5. Share counterpoints.

6. Conclude with a summary and teacher's feedback highlighting key uses
of computers in daily life.

Activity 2: Practice how to navigate computer device, directories and Access
file using search option through computers.

Material Required: Pen, Pencil, Notes Pad, Computer Device.
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Procedure:
1. Divide the students in group
2. Provide each group with a computer.
3. Give them tasks such as:
a) Open File Explorer (Windows) or Finder (Mac).

b) Navigate to specific folders (Documents, Downloads, Desktop).

c) Create a new folder and name it. @b
d) Use the search bar to find a file by name. ,\,%Q
e) Open and rename a file. O
f) Move or copy a file to another location. QO
4. Ask questions during activity. »\er
5. Discuss learnings in the class. \/0
CHECK YOUR PROGRESS %O\‘
A. Fill in the Blanks
1. The is considered the "b Aj,n" of the computer.
2. are used to enter da%é}lto a computer system.
3. i (b&sed for creating slide shows and
presentations. @
4. The man@%oth the software and hardware in a computer.
S. A %\; is a storage space where data is kept.

B. Multiple Choices\?uestions

1. What is %Q(gnction of the operating system?
a) Bué' d websites

b) ol and manage computer hardware and software
/\anrease internet speed
Scan for viruses

Q@ Which of the following is a storage device?
a) Printer
b) Scanner
c) Hard Drive
d) Monitor

3. What is an example of an embedded system?
a) Laptop
b) Server
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c) Washing Machine
d) Mainframe

4. Which of the following is NOT an input device?
a) Keyboard
b) Mouse
c) Monitor
d) Scanner b

5. Microsoft Word is used for: \QQJ
&

a) Creating presentations :
b) Browsing the internet S,
c) Writing documents Q’Q'
d) Managing emails &

6. Which type of computer is used for space re&sarch and scientific
simulations? X
a) Mainframe @)
b) Server %
c) Supercomputer @
d) Personal Computer . (b"\’
C. State Whether the following Sta@ﬂl}ents Are True or False

1. A monitor is an example %@}nput device.

2. Office applications hel%i creating documents, presentations, and

spreadsheets.
3. The motherboar@ores data permanently.

4. Only teacher%&an edit or delete assignments in an access-controlled
system. ,(,(D“

5. Al caprhelp improve communication and personalize learning.

D. Matdt&zi&e) Columns
fad

C?{No. Column A S.No. Column B
‘Q Microsoft Excel A Displays visual output
2 Output Device B Used in Mobile phones
Android C Manage computer resources
Operating System D Used for spreadsheets and
calculations
5 Monitor E Convert data into images, text or
sound
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E. Short Answer Questions

What is the role of the CPU in a computer system?
Name any two input devices.

What is an operating system?

What is RAM used for in a computer?

SR

Give one example of an office application and its use.

F. Long Answer Questions @b’

1. Explain how Artificial Intelligence (Al) is improving the ,L@y of
computer systems. ~<}>’

2. Discuss the importance of access control and data se@ policies in
computer systems. 4

3. Describe the role and examples of different types 6?@omputer systems.
4. Explain the five basic functions of a computer&s}étem.
G. Check Your Performance %O

1. Prepare a report on current threats
present it.

—_—

€.8., phishing, ransomware) and

¥

—

2. Create a chart on the compone%&o Computer.

131



Office Operation Executive Grade 11

SESSION 2: STORING, RETRIEVING, AND SHARING
INFORMATION SECURELY

It involves keeping the information safe, find it whenever needed and share it
securely with the help of strong passwords, save it in secured places like
folders, Digi lockers and take a storage back up.

UNDERSTANDING THE CONCEPT OF DATA STORAGE AND RETRIEVAL

These are required for the functioning of a computer system. Without proper
storage of data, the information would be lost whenever the computer &s
down. Without fast and organized retrieval, it would be time consu.n% and
difficult to find and use the stored data. \}/

O
Components of Data Storage @Q

AS)
xO

a Hord Drives O\,
Traditional magneti‘%ﬂ‘age devices

|E. Solid—St%’e Drives
Faster, é}(ﬁ}volatite storage

XO
0’
@EMOYH Cards

) % Portable storage for digital devices
J
¥

N/
> g
~
v

Small, portable storage devices

Da orage (Fig. 3.12) is the process to save the digital information on a
uter or other electronic devices. It includes saving documents, videos,
images, software and more. Computer systems use storage devices like hard

drives (HDDs), Solid-state drives (SSDs), memory cards, USB flash drives to
store data.

Fig. 3.12: Data Storage
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Data Retrieval Process

Locate File

System finds file in Retrieve Data b

storage
Data is accessed Display Data 6

from storage Q
Data is shown to the . 6
user \x

Fig. 3.13: Data Retrieval Process "

Data retrieval (Fig.3.13) is the process of accessing/ reco ggng the stored data
whenever it is needed. When a user opens a saved do&ument or plays a video
the computer retrieves the file from its storage devigs."It must be accurate and
quick. Operating systems and software’s help the users to locate the file at
the correct location and display it. @

Data storage and retrieval are needed to&are files, save work and use the
information whenever/where ever re

TYPES OF STORAGE DEVICES §Hé&) SSD, USB, CLOUD)

Major Storage devices are USB, SSD, and cloud storage. They offer
different benefits based o e need for speed, portability, capacity and
accessibility. The types q@orage devices which are used to access and save
the data in computer em are:

1. Hard Disk %ve (HDD): HDD or hard disk drive is a storage device
which u@ pinning magnetic disks to for data storage.

@C’é@
P |

Fig. 3.14: Hard Disk

133



Office Operation Executive Grade 11

HDDs (Fig. 3.14) usually offer very large storage capacity mostly at a lower
cost for storing files like photos, documents, videos and software’s.

2. Solid-State Drive (SSD): A solid state drive or SSD stores data on flash
memory chips instead of spinning disks.

O
Fig. 3.15: ss@

SSDs (Fig. 3.15) are faster and more r@ble than HDDs. They help the
user to access the data quickly e ling faster program loading and
boot times. They are popular in é@}ning computers and laptops.

3. USB Flash Drive: A USB §§a§( drive is a small and portable storage

device that a user plugs i a computer system’s USB port.
A

Fig. 3.16: USB Flash drive

It uses flash memory, like SSDs but generally has less storage capacity.

USB drives (Fig. 3.16) are suitable for backing up documents,
transferring the files between computers or carrying data. They are easy
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to use, lightweight and compatible with most of the devices that have
USB ports.

4. Cloud Storage: Cloud storage is used to save data on remote servers
which can be accessed over internet instead of a physical device.

z;,f' e
Fig. 3.)1&@<Ehud storage
Cloud storage (Fig. 3.17) (s&vices like Drop box, Google Drive and

OneDrive allow the user store the files online and give easy access
to the user, from an ice, with an internet connection. Users can
share files, collab with others and keep the data safe in case the

computer gets @t or damaged. It depends on a reliable internet

connection. %
DATA ORGAN ON AND BACKUP

using a puter system. It protects the valuable information and save the

Organizin; a and keeping regular backups is the right approach towards
data cyberattacks, technical problems or any accident.

D rganization is the way of arrangement and storage of files so that it can
bé&accessed easily.
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Data Organisation Structure

Reduced Data Efficient Data
Loss Access
Secondary benefit of Central goal of data
organised data organisation E
File Sorting Folder Q
Tritial step in dato Categorisation '\,%
organisation Method for
structuring data §

O

Fig. 3.18: Data Organisatiok\/

Data organisation (Fig. 3.18) include data so%@ into many folders and
subfolders based on different categories such as”dates, subjects or types of
files. Users, when organise this data can u@ly locate documents, videos or
photos without wasting time in cluttere% orage. It also helps to keep data
safe and reduces the chance of losingé'ﬁkortant files by accident.

Data backup means to keep the o@"%'s of important files and store them in a
separate location, to protect ag t the data loss.

Choose@best data backup method for your needs
X,

External Cloud
Drives Storage

% Offer physical Provides remote A
storage and access and
Q control redundancy

Fig. 3.19: Data Back up
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Data Backups (Fig. 3.19) are important because computers and storage
devices can get damaged, fail or become infected by viruses. They data can be
lost permanently. Backups can be taken on external drives like, USB Flash
drives or Cloud storage services.

BASICS OF INFORMATION SHARING (EMAIL, CLOUD, LAN)

For information sharing each method suit different needs of the user. Email

is preferred for messaging, cloud for online collaboration and backup, LAN for

fast and local sharing, Printed letters for formal communication @d

Reports/data sheets for more tabulated organised knowledge (Fig. 3.2%@
S

S
Information Sharing Method@o

<
—> Email — go t and
x & Nnvenient
io Real-ti
eal-tinne
> Cloud @ Collaboration
N Local Are \,
Ipiommation — 1 Networkh? —— gocpre and
LAN
(LANLQ
%
N P ed 5 Formal ) )
l.%t ers Conmmunicabtion

@Eeports oy
c‘b—) and Data 5 Organize
% <heets Infornation

ol
4@ Fig. 3.20: Information Sharing Methods

Inform@ation sharing methods involve sending or receiving files, data or
me@ es between any two devices or people. The common ways of sharing
m

i‘@) ation are;

1. Email: It is one of the most popular electronic methods of sharing
information. Users can send messages, images, documents, and any
file to the receiver with an email address irrespective of time or distance.

It is fast, useful and convenient for both personal and professional
communication as it allows the users to attach files, organize messages
in folders and send the messages to multiple users.
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2. Cloud: It has become very popular in recent years. Cloud services like
Drop box, One Drive, Google Drive are used to upload and share files
by sending a link and granting access. Multiple users can view,
comment, editon files in real time where ever they are located. It also
provides access and backup from any device with an internet
connection.

3. Local Area Network (LAN): It is a network which connects the
computers in a small area, like a school, home or office. Users can share

printers, files and other resources between connected devices wi t
need of the internet. LANs are secure and fast and are taken g&deal
choice for information sharing. \',\,

4. Printed letters: They are physical letters which are plqg on paper.
These are used mostly for official or formal communio@t n.

5. Reports and data sheets: They are used to share the organized
information in the form of charts, tables or sumxé&ries to show results,

performance or findings. O\,
USE OF Al FOR STORING, RETRIEVING AN HARING INFORMATION
SECURELY ©

Artificial Intelligence or (Al) is used to in &ve the way information is stored,
retrieved and shared. Al systems or fiZe large amounts of data by tagging
content, automatically sorting file And thus identify significant patterns. As
a result, users find the accurat@mation in less time.

A powered tools use algdbfithm for smart search to understand the
requirement of user baseden previous searches and activities. Chatbots or
Voice assistants answ@lestions.

Al detects unauth%ééd access or unusual behaviour by analysing patterns
thus preventing.8yberattacks or data breaches or cyberattacks. Al systems
encrypt file b]@re sharing and makes sure that only authorized users can
access themd It can monitor the data transfers and alert the administrators
if any @%btful activity is detected.

Al %& the users by storing, retrieving and sharing information in a smarter,
f@ r, smarter and safer way.

PRACTICAL EXERCISES

Activity 1: Store and Retrieve Files from Local and Cloud Storage.

Material Required: Writing Pad, Pen, Paper, Notes on local and cloud storage.
Procedure:

1. Divide the class in the pair or groups.
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2. Discuss the concept of storage and cloud.

@

Discuss the process of storing and retrieving files from local and cloud
storage.

Ask them to create a word document.

Give the folder a title.

Ask them to save locally in the “Documents”

Ask them to upload the same file to Google Drive or OneDrive aCCOL@I.

Ask them to delete the local file and then download the one froﬁ@géud
storage to check retrieval. \>

9. Discuss the difference between local and cloud storageQ@?LQhe way to
store & access files from both. ¢

10. Discuss overall learnings. O

® N o u &

Activity 2: Perform file backups to external drives af&? Share files via email

and cloud links. %O

Material Required: Writing pad, Pen, Paper.

Procedure: \,
1. Divide the class in pairs or groupé\(b'

2. Discuss the concept of exter%‘lgc}irives, email and cloud

3. Ask the groups to create a folder with a name with at least 2 Word or
PowerPoint files. bﬁ

4. Ask them to Copé folder to a USB drive (if available).

5. Open Gmail attach one file to an email and send it to your
classmate/ er.

6. Open G@le Drive, upload the file, and share the link with the partner
ort her groups using "anyone with the link can view" setting.

7. notes and ask questions.
%iscuss learning in the class.
lgtivity 3: Apply Password Protection or Access Restrictions to Documents.
Material Required: Notes on access restriction, writing pads, Pen and Paper.
Procedure:
1. Divide the class in pair or groups.

2. Discuss the concept of password (weak and strong) and access
restriction.
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3. Create a Word document titled "Private Info".

4. Go to MS word and follow the process: File — Info — Protect Document
— Encrypt with Password.

5. Set a simple password (e.g., “123457).
6. Save the file.

7. Ask them to share a Google Doc with a classmate but restrict editing
(View only). b’

8. Discuss learnings in the class. <

Activity 4: Perform to design format reference and review activiti%)oﬂ office
operation and the storage of information by using different com@ﬁ}lds.

Material required: Writing pad, Pen, Paper, Notes on comrréajgds.
Procedure: O
1. Divide the class in the groups. \ao

X
2. Ask them to Open Word/Google Docs and%@ate a document titled

"My Learning Report".
Use Design tools: apply a theme, se&e@e colour and font styles.

3.
4. Use Format tools: add bold /italicé,\?r'lsert a table, and apply headings.
5. Add a reference: Insert page }s’ﬁ-mbers and a table of contents.
6. Use Review tools: Add a cothment and run spell check.
7. Save the file in both 1@ storage and upload to Google Drive.
8. Ask questions i e of any doubt.
9. Discuss learr&égs in the class.
CHECK YO OGRESS

A. Fill in &@Blanks
1. ~ is a network which connects the computers in
%}{mall area, like a school, home or office.

are important because computers and storage
devices can get damaged, fail or become infected by viruses.

3. include data sorting into many folders and
subfolders based on different categories.

4. is used to save data on remote servers.

5. SSDs are faster and more reliable than
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B. Multiple Choice Questions

1. What is the main advantage of SSDs over HDDs?
a) Cheaper cost
b) Higher storage capacity
c) Faster speed and reliability
d) More portable

2. Which device is commonly used for transferring data between

computers? b’
a) HDD <
b) USB Flash Drive .\,%Q

c) Cloud Storage O

d) SSD O
3. Which of the following is NOT a feature of Cloud Stor@g

a) Accessible without internet

b) File sharing \/0

c) Backup support o)

d) Real-time collaboration %

4. What is a LAN used for? @
a) Printing reports (b’\’
b) Sending physical letters ,(,\/
c) Local file sharing &6

d) Cloud-based storage §®'

5. Al systems encrypt fil s%e ore sharing them to ensure:
a) Faster transfer s
b) Automatic b

c) Data secu 1,@

d) Storage oé}mization
C. State Whe@r the following Statements are True or False
1. Al %t help in detecting unauthorized access.
2. @%s are more reliable and faster than SSDs.
Q%%loud storage allows collaboration in real-time.

4. USB drives are suitable for backing up large company databases.

5. Organizing data into folders reduces the chance of losing files.
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D. Match the Columns

S.No. | Column A S.No. | Column B
1 HDD A | Used for Local network sharing
2 SSD B Uses spinning magnetic disks
3 USB Flash drive C Faster access using flash mer}n\ory
4 Cloud Storage D | Portable storage with US \r{cv
5 LAN E | Accessible online vi% fh\i‘gg?ljlet
E. Short Answer Questions Q’Q’V
1. What is data retrieval? <
2. List any two benefits of organizing data in foldersry
3. Name two storage devices that use flash mer&’&ry.
4. How does Al help in preventing cyberattaaé?
5. Why is data backup important? @
F. Long Answer Questions '\'@'

1. Explain the differences betwee(gHDD and SSD in terms of technology
and performance.

2. How does Al improve tl% process of storing, retrieving, and sharing
information securel b‘

3. Describe variou ethods of sharing information and their specific

&
4. What ar {k(?e' advantages of cloud storage over physical storage

devic@
5. Digeuss the importance of data organization and the methods used to
@ eve it effectively
G. ck Your Performance

Ql. Create a “Digital skill Project” on Storing, Retrieving, and Sharing
Information Securely.

2. Compare the type of storage devices in the class.
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SESSION 3: SKILLS IN WORD PROCESSING AND
SPREADSHEET APPLICATION

Office Operations Executives has very important role to keep an office
organized. They prepare documents, manage schedules, organize data and
support overall routine of the office. To perform all these tasks proficiently
they need to be skilled in word processing and spreadsheet applications.

Word processing enables the users to create, format and edit documents using
the computer programs like Microsoft Word or Google Docs. It includes ty;

the text, change font size, styles, set margins, and using features lik let
points or numbering to organize information. Office Operations ‘E&cutive
write reports, meeting notes, letters sharing and saving dthQer official
documents. They use tools to insert tables, pictures, chQ&' and check
grammar and spelling errors. <

Spreadsheet applications like Microsoft Excel or Goo gqeets are used to
work with numbers and data. Users calculate tot sKusing formulas, enter
data into rows and columns and analyse inforfation. Spreadsheets are
suitable for managing data and performing calculations using formulas.

BASIC DESIGNING, FORMATTING, R{I@!ENCING AND REVIEWING
ACTIVITIES

Word-processing software equips us @&Ilth a range of tools to design, format,
reference, and review documentg @reatly improving their clarity and visual
appeal. Common tasks include:

* Choosing fonts and a@%tmg margins

* Adding headers @& ooters

* Applying stylééﬁor consistent formatting

* Insertin (Q{ons and generating bibliographies

. Usin$5wew features like spell-check and grammar-check

These ctions work together to enhance both the presentation and the
cohe e of documents.

NING AND FORMATTING

Designing and formatting is a special feature of word processing (Fig. 3.21).
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Fig. 3.21: Designing-and Formatting in Word Processing

Page Layout

Font Formatting

Paragraph Formatting

Headers & Footers

Use the Layout (or Page Layout) tab to configure
margins, page orientation (portrait/landscape),
and paper size

Via the Home tab, select font families, sizes,
colours, and apply styles such as bold, italics,
and underlines.

Control text alignment (left, centre, right, justified)
adjust line spacing, and set indentations for
paragraphs.

Insert page numbers, dates, document titles, or
other recurring information in the top (header) or
bottom (footer) of each page.
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Lists Organize content into bulleted or numbered lists
for readability ideal for steps or itemized
information.

Tables Insert structured grids (tables) to display data
clearly and neatly.

Styles Apply built-in or custom styles (e.g., Heading 1,
Normal, Quote) for consistent formatting across
headings, paragraphs, and other elements.
Updating a style updates every instance

automatically.
REFERENCING AND REVIEWING @X
AN
Citations and Leverage word processor’s tools to insert intext
Bibliography citations and automatically generate a

bibliography in styles like MLA, APAor Chicago.

Track Changes To monitor edits from multiple contributors then
review/ accept/ reject each change.

Spelling and Grammar To spot and correct mistakes throughout your
check document.

Commenting Feature Attach comments to specific text sections to
provide feedback and enhance collaboration.

N/
PRESENTATION & g?{&iING

Saving in multiple Export the document as DOCX, PDF or other

Formats formats based on the sharing needs and target
platforms.

Printing Set up the proper paper size, orientation and
margins before printing to ensure a polished
output.

Electronic Sharing Distribute your document via email, cloud

services, or other digital platforms for easy access
and collaboration.

By mastering design, formatting, referencing and review tools, produce
polished, professional documents well-structured and effective in delivering
the message.
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USE BASIC FORMULAS, DATA TOOLS AND TECHNIQUES FOR
PRESENTING THE DATA USING SPREAD SHEET APPLICATION

Office Operations Executive uses spreadsheets to keep track of employee
attendance, office expenses, inventory or schedules. Using basic formulas
(=SUM, =AVERAGE), creating charts, sorting and filtering data and help them
work quickly and accurately.

Basic formulas are used primarily in spreadsheet applications like Microsoft
Excel or Google Sheets. These formulas allow users to perform calculations
and automate tasks such as averaging, addition, subtraction and, lggical
comparisons. For example, a basic formula like =A1 + A2 adds the.vadties in
two specific cells. More advanced functions such as =SUM (A1:AS5)\add a range
of values, while =IF(A1>10, "Yes", "No") uses logic to make decigions based on
data.

Formulas help save time, reduce errors, and make it easyvto work with large
sets of numbers.

Yisval
Represantation

Macle with Jr Napkin

Fig. 3.22: Spreadsheet Application
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Spreadsheet applications (Fig. 3.22) are designed to organize and analyse data
in tabular form which is made up of rows and columns. Each intersection of
a row and column is called a cell, where users can input data, numbers, or
formulas. Spreadsheets are commonly used for tasks such as budgeting,
inventory management, scheduling and financial analysis. Through
spreadsheets users store data, create charts and graphs for visual
representation, sort, filter information and perform complex calculations
automatically. Microsoft Excel and Google Sheets are two widely used

spreadsheet tools. b«

<
Basic Formulas used in Spreadsheets are; %Q

1. COUNT: The function COUNT () counts the total number»@?élls in a

range that contains a number. It does not include they¢sll, which is
blank, and the ones that hold data in any other foé t apart from
numeric. O

=COUNT (C1:C4) xO

2. AVERAGE: The AVERAGE () function ®\s'es on calculating the
average of the selected range of cell values. As seen from the below
example, to find the avg of the total sa@, simply type:

—AVERAGE (C2, C3, C4) \fb\"
It automatically calculates t verage, and store the result in the
desired location. Q-

3. SUM: The SUM () functi%rlll, as the name suggests, gives the total of the
selected range of cell es. It performs the mathematical operation
which is addition. )

%)

=SUM (C2:C4jx

4. SUBTOTAI.Q,(QVIoving ahead, let’s now understand how the subtotal
function@orks. The SUBTOTAL () function returns the subtotal in a
. Depending on what you want, you can select either average,

dat
(@{‘ , sum, min, max, min, and others.
C; UBTOTAL (1, A2: A4)
. CEILING: The CEILING () function rounds a number up to its nearest

multiple of significance.

6. CONCATENATE: This function merges or joins several text strings into
one text string. Given below are the different ways to perform this
function.

In this example, we have operated with the syntax:

=CONCATENATE (A25, " ", B25)
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IMPORTANCE OF CREATING GRAPHS IN SPREADSHEET

Creating graphs in spreadsheet is very important because it helps the user to
visualize the data and make complex information easy to understand
/interpret by quickly spotting patterns, trends and outliers. The visual
representation helps in faster and better decision-making.

Spreadsheets

Fig. 3.23: Graphs in Spreadsheet

meetings thereby creating an engaging a. They highlight key points like
areas of growth or decline and helpd&sers to take action based on visual

insights. (D’&

Graphs make the data clear and profess;'or@ in presentations, reports and

It improves the comparison of to identify the areas which are performing
better. b‘%
DATA TOOLS AND HNIQUES IN WORD PROCESSING AND

SPREADSHEET &%

Data tools and te ques in word processing software are used to organize,
present and ge present text-based data proficiently. Key tools used in
word proz@n are find and replace, tables, mail merge and formatting

styles. O/\,
)
e
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Word Processing vs. Spreadsheet Data Tools

Word

Chavracteristic :
Processing

Spreadsheet

.ﬁ. Keg Functions Find and replace Fo;g:ﬁ:;no;r\d
= = 2 Sorti d

E{; Data Organization Tables OFrilt"e\?ir?gn

L £ g .

;;: Personalization Mail merge None

e - Styles and Conditional

e — FOYMAEt"\g templates formatting

o -

’E Data Presentation None Charts and graphs

?@ Data Summarization None Pivot tables

Q'"I Data Accuracy None Data validation

J
Fig. 3.24: Data \T/@ s in Word Processing Vs Spread Sheets
Tables are used to or %ze the data into rows and columns for presenting a
structured inform%' like lists, schedules or comparisons.

Mail merge co 'gcts a data source with a document and is used to generate
personalizediletters or emails.

Find a place tool is used to locate specific words/phrases quickly and
repl em, across a document.

%{3%& and templates are used to standardise format of headings/sub
headings and body text. They enhance the appearance and readability of
documents.

Spreadsheet software offers the data tools/techniques which focuses on the
calculations, numerical data and analysis. The use of functions and formulas
makes the automatic computation of values like averages, sums and complex
statistical/financial operations.
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Sorting and filtering are the techniques for organising data sets. They focus
on the specific information like entries of a particular date/range/ customer.

Charts and graphs help to visualize the data trends and the comparisons,
Tools like pivot table summarise large data sets. Data validation ensures the
accuracy of input while the conditional formatting highlight anomalies or
trends by varying the appearance of cells based on a specific criterion.

ARTIFICIAL INTELLIGENCE IN WORD PROCESSING AND SPREAD SHEET
APPLICATIONS b,

Artificial Intelligence or (Al) help users to improve and develop their sle&é in
word processing and spreadsheet applications. \»,\,

Word processing: Al enhances learnings through smart suggest{ﬁ like style
improvements, grammar and spelling corrections and predictive text which
help the users to write with a clear and professional tou @1 tools provide a
real time feedback, improve new language learnln%and suggest better
vocabulary and formatting.

Spreadsheet: Al helps the users to understan? e data in a better way.
Features like "Explore" in Google Sheets and "Ideas" in Excel help in
automatic generation of charts, trends and ‘summaries without needing the
knowledge of formulas. Even beginners g’@i visualise the information analyse
data and visualize information. F ula assist and autocomplete for,
functions, are used to build correcpiormulas and reduce errors.

It also recommends new featuresjand trends based on the search history.

PRACTICAL EXERCIS

Activity 1: Perform B@)‘b’ Formula and Data Tools in Word Processing and
Spreadsheet. g{},

Material Req%ﬁ? Notes pad, Pen, Paper, Google Sheets/Excel, Google
Docs/Word

Procedu@@
1 lg;lide students into groups.
Q@ Discuss the concept of word processing and spread sheets.

. Ask each group to create a budget in a spreadsheet (Google Sheets/MS
Excel).

4. Include expenses like snacks, printing, transportation, etc.
5. Use formulas to:

a) Calculate total cost (SUM)

b) Find the average cost per category (AVERAGE)
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c) Identify the highest/lowest expense (MAX/MIN)

6. Create a short report using a Word Processor (Google Docs/MS Word),
table and explain the data tools used.

7. Discuss learnings in the class.
Activity 2: Prepare Different Types of Graphs with the Help of Spreadsheet.

Material Required: Pen, Notes pad, data set (for example monthly
attendance, test scores, expenses, or survey responses). b’

Procedure: <

B

1. Divide the class in groups.

2. Discuss the knowledge to prepare different types of %&% with the
spread sheet.

&
3. Provide a dataset to the groups. O
4. Ask students to: \ao
. X
a) Input data into a spreadsheet. O

b) Create at least 3 types of graphs: Pi@hart, Bar Graph, Line Graph.

[ ] &
5. Ask the students to explain the phs.

6. Discuss learnings in the %&@)&

Activity 3: Role Play on Sha%n
Operation.

c) Customize chart titles.

and Communicating Information in Office

Material Required: ng&pad, Pen, Props (fake laptops, printed documents)
Procedure: Q/&

1. Divide ¢ 1nto small groups.

2. Assi he roles Manager, HR, IT staff, Office Operations Executive
A ntant and Intern.

3 é;% a situation like:
Q% a) new employee on boarding
b) team meeting schedule
c) financial update

4. As the students to share information through Email (mock), LAN (via
local sharing if available) or Cloud (e.g., Google Drive).

5. Demonstrate communication etiquettes, file sharing and data
organization.
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6. Ask them to use props and dress code for realism.
7. Discuss learnings in the class

Activity 4: Handling Computer with Different Formulas and Data Tools for
Presenting the Data.

Material Required: Notes pad, Pen, Paper, Google Sheets/Excel
Procedure:
1. Divide class in groups. b,

2. Ask them to select any topic of interest like school survey\@oorts
statistics, online Shopping Trends). \}

QO'

5. Ask them to Use tools like conditional format&? data validation,
filters, and pivot tables.

3. Ask students to Collect or use given data.

4. Ask them to apply spreadsheet formulas

\,
6. Ask them to Prepare a data dashboard t@ncludes summary tables
and visual graphs.

7. Ask them to present the ﬁndlngg, the class and explain the
tools/formulas used. \,(0"

CHECK YOUR PROGRESS (5&
A. Fill in the Blanks @

1. AI enhances learn® through like style
improvements, grq@ar and spelling corrections.

2. "\, elp to visualize the data trends and the comparisons.

3. are the techniques for organising data sets.

'\/
4. The Q function in Excel gives the current system date
and 11

5. f /\’ help save time, reduce errors, and make it easy to

5Cp]ork with large sets of numbers

ultiple Choice Questions

1. Which application is primarily used to manage numeric data?
a) Microsoft Word
b) Google Docs
c) Microsoft Excel
d) Notepad

2. Which feature in word processing software is used to provide feedback
without editing the main text?
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a) Mail Merge

b) Headers & Footers

c) Commenting

d) Paragraph Formatting

3. What does the DATEDIF function calculate?
a) Difference between two numbers
b) Difference between two dates

c) Difference between two cells b
d) None of these "8)

4. Which of the following is NOT a basic formula used in spread.sh;ggs?
a) SUM () ~O\’

b) COUNT () QO'

c) PARAGRAPH ()
d) AVERAGE () ~Q©

5. Which tool in spreadsheets is used to limit incolq@ct data entry?

a) Mail Merge O\,
b) Data Validation %
c) Track Changes @

d) Styles N

C. State Whether the following State;é:?:;ts are True or False

1. Word processors cannot creq}z:?wtables to organize data.

2. The NOW () function in E gives the current system date and time.
3. Mail merge is used t rt headers and footers in documents.
4

. Conditional for@tmg in spreadsheets highlights cells based on
specific rules¢x

5. Graphs hel.g@ﬁake data interpretation harder in spreadsheets.
D. Match t g lumns

S.@ Column A S.No. Column B

Calculates total values

g
%O 1 | SuM()

Styles in words Add recurring information

Headers and Footers Consistent formatting of text

Replace old text with new text

= O Q W »

2
3
4 | SUBSTITUTE()
5

Explore (Google Sheets) Al-based summary and chart

suggestions
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E. Short Answer Questions

1. What is the purpose of using styles in a word processing document?

2. Name any three spreadsheet formulas and their basic functions.

3. How does Al assist in word processing?

4. What is the use of the “Track Changes” feature?

5. Mention two differences between Microsoft Word and Microsoft Excel.
F. Long Answer Questions b’

<

1. Explain the importance of spreadsheet applications in office op ions.
Provide examples of tasks handled using spreadsheets. ~<)\>’

2. Discuss in detail the various formatting and designin@s available
in word processing software.

3. Describe the role of referencing and reviewmé;%ols in preparing
professional documents.

4. What are the main data tools and tech%@ﬁes used in spreadsheet
applications? How do they help in data mahagement?

5. How does Artificial Intelligence hance user experience in word
processing and spreadsheet appl'i'é\,@i’ons?

G. Check Your Performance &6

1. Demonstrate Basic des1@&g formatting, referencing and reviewing
activities

2. Discuss in the clas@.on the Use of Al in Developing Skills in Word
Processing and % adsheet Applications

S
@

4@0
O
&
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SESSION 4: PRESENTATION SOFTWARE’S AND WORK
SAFETY ON COMPUTER

Presentation software, Apple keynote, Microsoft PowerPoint and Google Slides

are the type of applications which are designed to create visual aids for better
communication of information.

Ausiness ANALHIGS 16}

N
Fig. 3.25: Presenga@n Software

These programs organize text, chaé‘&, video and the other multimedia
elements into sequence of slides. Tk&%‘ are the tools to design slideshows with
standalone or spoken presenta@s (Fig. 3.25) as informative documents.

4

Essential Presentation Tools

Charts and
Slide Layouts Grophs Presenter View
Adding images, audio, Visual representation Tools to assist
and video to enhance of data for better presenters during
engagement understanding delivery
-
7
(u] o
Text Tools Transitions and Collaboration and
Animations Sharing
Options to format text
for clarity and visual Tools for creating Effects to create Features for real-time
impact visual aids and SMool 909ing teamwork and

aiagroms

distribution

Fig. 3.26: Presentation Tools in Presentation software
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Users create slides with bullet points, titles, animations and graphics and
animations to create content easy to understand and engaging. Presentation
software (Fig. 3.26) provides design tools and templates for professional
looking presentations with graphic design.

They also include features like slide transitions animations, insert multimedia
(audio or video clips). These features improve storytelling in the presentations
to capture attention of audience.

Tools like notes and timers help the speakers to stay more organised %d
deliver their message. <
&

SAFETY PRECAUTIONS IN COMPUTER SYSTEMS \>
AN

Computer Safety Precautions

Data Backup

Regularly backing Ensuring proper
up files to prevent grounding and
data loss avoiding damaged

cords

Environmental Hardware
Precautions Handling
Keeping the Avoiding spills

environment clean and physical
and ventilated damage to
components

Data Security Ergonomics
Using strong Maintaining good
passwords and posture and
avoiding taking breaks

suspicious links

~
C’J\’ Fig. 3.27: Safety Precautions in Computer Systems

T tect user and device from any damage or harm following safety
&Cautions (Fig. 3.27) are required;

1. Electrical Safety: To prevent fire hazards or electrical shocks,
computer and its accessories should be plugged into a properly
grounded outlets and avoid using damaged power cords /overloaded
power strips. Computer needs to be Turned off /Unplug after use or
when cleaning or during electrical storms.
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2. Hardware Handling: avoid physical damage users have to take care
while using the hardware components of the system. To prevent spills
eating /drinking near computers has to be avoided.

3. Ergonomics: It includes maintaining good posture, use adjustable
position, reduce back and neck pain, taking regular breaks, to rest eyes,
stretch hands and wrists.

4. Data Security: Using strong passwords, avoid clicking on any
suspicious links/ downloading files from any untrusted sour@s
protects the computer system from malware, viruses and unau%@zed

access .\,@
5. Environmental Precautions: To prevent hardware f&jlure and
overheating Keep it in a clean, dust free ventilated envi ent without

any exposure to extreme moisture or temperatures. <

6. Backup Important Data: To avoid data loss re r back up of files to
the cloud services or external is required in c.@ée&of accidental deletion,
hardware failure or cyberattacks. @)

ERGONOMIC GUIDELINES IN COMPUTER YS%EMS

To promote better health, work comfor\, and reduce the risk of injury
ergonomics guidelines focus on desig@ habits and the workspace which
reduces back pain, eye strain and irg@v es from prolonged computer use.

A

ERGONOMICS AT WORK

HOW TO SIT AT YOUR DESK CORRECTLY

NECK PAIN

N )
SHOULDER :
Y

[

]

I

i

L ]

LOWER _.
BACX

INCORRECT POSTURE

Fig. 3.28: Ergonomic Guidelines
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Major guidelines are;

1. Proper Chair and Posture
* Adjustable chair that supports the curve of spine.
* Sit with feet on the footrest.
* Keep knees at a right angle.

* Back should be straight

e Shoulders relaxed @6
* Elbows close to body (about 90-degree angle) . éo
D
2. Monitor Placement \Q\’

Position the monitor directly in the front an arm’s length a@y with the top
of the screen at or slightly below eye level. It reduces Wack strain.
3. Keyboard and Mouse Position &Q
Keyboard and mouse should be close enough to’avoid stretching of arms.
Keep wrists straight and level with forearrr%using the mouse or while
typing. Wrist rest is used if needed to mab@ain comfort.

L] &
To prevent eye strain adequate lig \fg is required. Adjust the contrast or
screen brightness to comfortab](g}evels and larger fonts to reduce fatigue

4. Lighting and Screen Settings

in eyes.
5. Take Regular Breaks bﬂ

Take short breaks t @toh / stand and move around every half an hour
or every hour to in\lJ ve circulation and reduce muscle stiffness.

After following th guidelines users can work more comfortably and with
increased prod@ ivity during an extended computer use.

DATA SE&@ITY AND CONFIDENTIALITY

Data s ity and confidentiality refer to the protection of information from
un @orized access, misuse, disclosure, or loss, ensuring that sensitive data
rg?%ns private and secure. It involves implementing measures such as
stfong passwords, encryption, secure networks, and access controls to
safeguard both physical and digital information. Confidentiality ensures that
only authorized individuals can access specific data, while data security
focuses on protecting data from breaches, cyberattacks, and accidental loss.
Together, they play a crucial role in maintaining trust, complying with legal
requirements, and ensuring the smooth functioning of organizations in

today’s digital environment.
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Following these security guidelines help users to prevent data breaches,
unauthorized access and cyberattacks;

Cyber Security Pyramid

Strong Passwords
I andg, camplex, and
tnlogus paxxwordx
Sofiware Updates
Reanularty npciate Of5 and
upplicullonx

e Antivirus Software
Deinct nnd remove
mlicious yoltwure
s~ oy Cautious

B Downlaoads

Avord wuapicious crnuily
and Jownloads

Motnter network balfic for
thraare,
—— e Data Backup
— _-.—- > Regulary baok up
Impaortant tilan
e o Sufe Browsing

e Lina racirs wabhritar tor
franenctionx

N/

{@" 3.29: Data Security and Confidentiality

1. Use S & Passwords: Create passwords that are long, complex, and
uni é combining letters, numbers, and special characters. Avoid
4ii;;,g easily to guess information. Change passwords regularly and do
é‘:{ share them with others.

% Keep Software Updated: Regularly update your operating system,
applications and antivirus software.

3. Install Antivirus Software: Use reliable anti malware and/or antivirus
program to detect and remove malicious software. Keep the software up
to date to protect against the latest threats.

4. Be Cautious with Email and Downloads: Avoid opening email
attachments or clicking links from unknown or suspicious sources as
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these may contain viruses/ phishing scams. Download software and
files only from trusted websites.

5. Use Firewalls: Enable firewalls to monitor and control incoming and
outgoing network traffic. Firewalls act as a barrier between computer
and potential threats from the internet.

6. Backup Data Regularly: Regularly back up important files to external
drives or cloud storage. In case of a security breach / system failure

backups safe guard the data. b,
7. Practice Safe Browsing: Avoid visiting unsafe websites or dow ing
unverified software. Use secure (HTTPS) websites for transa({b,@ls and
sensitive activities. O
Users can protect their computer systems, sensitive informa@n and reduce
the risk of cyber threats. \O@
ASSISTANCE OF IT HELP DESK (IN CASE OF C@MPUTER RELATED
PROBLEMS) XU

Smooth and uninterrupted use of digital tools @ computers is required for
an Office Operations Executive for data el@/, communication, managing,
scheduling and reporting. N

Q)

%C%) Fig. 3.30: IT Help Desk

I%Help Desk provide support that these tasks can be carried out with ease by
resolving any computer related issues that may arise. Major contribution of
IT Help desk is;

Troubleshooting system issues: IT Help Desk assists an Office Operations
Executive if the computer is not starting, running slowly, becomes
unresponsive. It quickly diagnoses and fix the problem and reduce downtime.
They handle software related concerns like installing or updating office
applications. Connectivity issues: If there are problems with internet access,
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email servers or the internal network connections, the IT Help Desk resolve
them so that workflow and communication is not interrupted. Tasks like
accessing shared drives, sending reports or participating in virtual meetings
go on smoothly. Login issues: IT Help Desk helps to recover accounts, reset
passwords, and ensure secured access to important files and systems.

Security issues: They protect office computers from cyber threats by
performing system scans, installing antivirus software and removing
malware.

Guidance and basic training: They impart training on using digital or
new systems helping the Office Operations Executive stay upda with

technology. O

IT Help Desk plays a key role in supporting the work of an QOperations
Executive by making sure that all the computer systemsggnd digital tools
function securely, efficiently without disruption.

USE OF AI IN PRESENTATION SOFTWARE AND \@RQ( SAFETY
Presentation Software %O

Artificial Intelligence or (Al) has transformgd)the presentation software by
making it easier and faster to create profeﬁgional and engaging slides.

Al powered tools automatically sug @@’ design themes, slide layouts and
relevant images based on the input &é’itent.

Al-driven design recommenda@l’s help the users to maintain aesthetic
appeal and consistency wit need of advanced design skills.

It also assists in summag%&g key points, generating speaker notes, providing
real time feedback.

It helps the users ?%tﬂﬁ content accessibility, check language clarity, images
i

and make pre ons more inclusive.

/ en mental risks, using sensors and cameras.

Work Sai@
Al ce@w nt accidents and predict hazards by detecting unsafe behaviours

L% n analyse patterns to predict identify potential ergonomic issues,
equipment failure or before they cause injury.

Al tools remind workers to take in between breaks or follow ergonomic
guidelines to reduce strain.

It supports cybersecurity by detecting any unusual activity that may indicate
security breaches, protecting both data and user safety.

Al helps to create a safer work environment as it provides intelligent alerts,
improve risk management and support health and well-being.
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PRACTICAL EXERCISES

Activityl: Create Simple and Professional Presentation.
Material Required: Notes Pad, Pen
Procedure:

1. Divide the class into small groups.

2. Assign each group a topic like Importance of Cyber Safety, Digital
Citizenship or any Curriculum-related topic. o

3. Ask each group to create a 5-slide presentation in the format; %Q
a) Title “O\>
b) Introduction Q’Q'

¢) Main Points ,\OQJ
d) Summary \/O
e) Q&A O&

4. Ask them to follow the guidelines on font) colour, images, alignment,
and animations.

5. Ask them to deliver presentation E@'\éroup.
6. Give them feedback. &QJ
7. Evaluate groups on the b@s(béf;

a) Design and layoutbﬁ
b) Clarity of conte@

c) Use of vis aids
d) Present skills
8. Give f@@ack on presentations.
9. Digeuss learnings in the class.
Actiyi : Identify Security Guidelines and Follow in Suitable Situations.
%rial Required: Pen, Paper, Notes, scenario cards.
Procedure:
1. Form teams of students.
2. Prepare scenario cards with real-life security situations like;
a) You receive an email from your "bank" asking for your password.
b) Your friend downloads a free movie and now the computer is slow.

c) Your social media account got hacked.
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3. Ask each team to identify security guidelines and follow in the view of
the scenario cards and prepare a report on these points;

a) The problem identified
b) The guideline to be followed.
c) The response.
4. Present the report in the class
5. Discuss the learnings from the activity in the class. b,

Activity 3: Manage the Safety, Economic, and Cybersecurity Polict@/eénd
Guidelines. \}6
0

Material Required: Notes pad, Pen. O
Procedure: @Q

1. Divide class into 3 groups: Safety, Economic and c9$ersecurity.

2. Ask each group to research the key policies an@}f'epare a presentation:
a) Existing policies at local/national level$
b) Their importance and implementat@.
Ask students to prepare a presentx' n on the findings.

Evaluate the presentation anqcﬁ}: feedback.

a & »

Encourage other groups questions.
6. Discuss learnings in class.

Activity 4: Role Play OK«@SSiStanCG of IT Help Desk (in case of computer-
related problems).

Material Requirec}‘b%&én, Paper and Props, Issue cards.
Procedure: Q&
1. Div@he class in groups or pair students as “IT Help Desk Agent and

é@rovide each pair or group a computer issue card like;
‘Q a) Systems won’t boot
b) WiFi not working
c) Printer not connecting
d) Laptop overheating
e) Software not responding

f) Suspicious pop-ups on screen
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3. Ask the students to play role of IT Help Desk and User in the format;
a) User describes the problem.

b) Agent asks questions, identifies issue, and explains the solution
clearly.

4. Ask the students to diagnose the problems and provide solutions.

5. Encourage students to ask questions.

6. Discuss learnings in the class. b,
CHECK YOUR PROGRESS “QQJ
A. Fill in the Blanks \§’

1. Microsoft PowerPoint, Apple Keynote, and Google SthQe examples

of software. &

2. To prevent electrical shocks, computer equlpmee‘c should be plugged
into outlets.

3. Maintaining a straight back and keeping ]%ﬁgs at a right angle are part
of guidelines.
4. A strong password should be \___, combining letters, numbers,

and special characters. A

5. software helps deé' and remove malicious software from
your computer.

B. Multiple Choice Questi

1. Which of the follo‘@ is NOT a presentation software?
a) Microsoft Po oint
b) Google Sh&ésr
C) Adobe P. &oshop

d) Ap ynote
2. W %{f these precautions helps prevent physical damage to computer
ware?
Eating or drinking near the computer
Q% b) Avoiding spills near the computer
c) Overloading power strips
d) Keeping the monitor too close

3. Taking break, every half an hour or hour is recommended to:
a) Increase eye strain
b) Improve circulation and reduce muscle stiffness
c) Prevent data loss
d) Install antivirus updates
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4. To protect data from loss, it is recommended to:
a) Delete old files regularly
b) Backup files regularly to cloud or external drives
c) Only use local storage
d) Use the same password everywhere

5. Which of the following is NOT part of ergonomic guidelines?
a) Adjustable chair supporting spine curve

b) Keeping wrists straight and level with forearms
c) Using a heavy keyboard @b
d) Proper monitor placement at eye level %Q

C. State Whether the following Statements are True or False\o\>’

1. Presentation software allows insertion of multimediaQRQ’ audio and
video clips. <

2. It is safe to use damaged power cords if the compﬁter is working fine.

X0
3. Regular software updates help protect yourols‘.gmputer from the latest

security threats. %
4. Al cannot help with improving \@‘k safety in computer use
environments. \,
5. Firewalls act as a barrier to ggo\tect your computer from potential
threats on the internet. (D’S,
D. Match the Columns @
S.No. Column A b‘, S.No. Column B
1 Firewall C~Y A Supports posture with adjustable
X, chair
2 Er cé@‘rhics B Controls incoming and outgoing
6 traffic
3 ’<@ack up C Reduces data loss risk
3
Ci\ Proper chair D Design habits to reduce injury
G;O 5 Antivirus E Detects and removes malicious
Q* software

E. Short Answer Questions
1. What role does an IT Help Desk play in an office?
2. Why is it important to use strong passwords?
3. List two ergonomic practices to reduce eye strain.
4

. What should be done to avoid electrical hazards when using
computers?
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5. Name three popular presentation software applications.
F. Long Answer Questions

1. Explain the role of cybersecurity measures like firewalls, antivirus
software, and safe browsing in protecting computer systems.

2. How is Artificial Intelligence (Al) improving presentation software and
workplace safety? Give specific examples.

3. Discuss the importance of ergonomics in computer use and list key
ergonomic guidelines for maintaining health and comfort.

.

4. Describe the safety precautions one must take when using q\é;uter
to prevent electrical hazards and hardwar damage.
Explain how presentation software helps in effective ;?ﬁhunication.
Include examples of features that enhance presentatigl s

G. Check your performance O
1. Prepare a posture on Safety precautions and J,%ébnomic guidelines.

2. Organise a quiz on Data security and Com@gntiality.
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MODULE 4: DATA ENTRY IN ENGLISH AND
REGIONAL LANGUAGES

Office operations are the day-to-day activities and administrative tasks which
ensure the smooth functioning of workplace. These activities include
managing communication, through email and phone calls, handling
documentation such as reports and invoices, maintaining records, scheduling
meetings and coordinating with different departments.

The effective conduct of these office operations is essential for suppogpting
business activities, improving productivity and maintaining a prof @fonal
work environment. A well-organized office operatiOns involve the u&o%digital
tools for data entry, files management and communication. \&O

Data entry in English and regional language plays a vi e@role in office
operations especially in multilingual society like Indiasoéntering data in
English ensure uniformity, ease of communicati with national and
international stakeholders and compatibility with mgost software system. At
the same time data entry in regional langu s equally important for
connecting with local clients, maintaining regiohal records and complying
with government or organizational require where vermicular language is
performed. It allows better accessibility @uid understanding among regional
staff and customers. 6’(,\'

The present module on data ent (é&)nglish and regional language has been
divided into four sessions. First's€ssion covers basic English skills, the second
session discusses on accur data entry in English and regional language
using appropriate tools, the third session deals with the use of email and
internet for communicatiph and the last session explain about data entry with
cloud storage and o@{ime collaboration tools.
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SESSION 1: BASIC ENGLISH SKILLS

English language skills are necessary in both professional and daily office life.
These English language skills are very much required for an office operation
executive to perform the duties effectively. The important English language
skills required are listed below.

Reading Skills: Reading understanding of emails, messages, office memos,
notices, reports, instructions and schedules. Ability to understand the
written guidelines and standard operating procedures (SOPs) is also requh%d.

Writing Skills: Writing the following by use of correct spelling and g mar
is required. \',\,

e Emails to staff, supplies and clients. Q,\'}«

* Reports and updates. <

AS)

* Notes and messages in proper format o

Speaking Skills: The office operation executive )@%st have the skills of
speaking clearly and confidently in daily %@fmgs meetings, phone

conversations with the clients, suppliers and internal departments and giving

instructions and updates to the staff.

Listening Skills: carefully listening to‘k& following, taking notes out it and
responding timely in English is ssential skill required to an office

operation executive. &

e Instruction from supe @
e Customer requests b’
e Team dlscussmr@ meetings

Vocabulary and P}?&ssmnal Language: Use of office related terms such as
dispatch, invo dline and follow up etc. and understand and use of
formal lan emall and conversations are necessary requisites of office

operatior& cutlve.

Routi ffice Information: The routine office information for an office
%éims executive is listed below.

Daily work schedules such as Staff attendance, shift timings, meeting
schedules.

e Communication records like emails received and sent, internal memo
or circulars, customer queries or requests.

* Documentation and filling of periodical reports, purchase orders and
invoices, dispatch or delivery records and stock and inventory updates.
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* Employee information like contact details, leave records, ID numbers or
attendance logs etc.

* Customer and supplier information includes list of regular suppliers
and customers. And their contact details and status of pending or
completed orders.

» Safety and Compliance such as office rules and guidelines, fire drill
instructions and emergency contact numbers etc.

Office Activities in English Language @b’
Checking Emails: Read, send reply and organize messages receive the

email inbox is one of the daily activities of the office operationsﬁecutive.
Checking emails helps to stay updated with latest instructions dates and
communication from clients, colleagues and managers.

Steps for checking emails: O
* Login to the email account \,0
» Click on inbox icon and open the inbox O

* Click on each mail to open it and read@trefuﬂy
* Forward or reply or acted if requiredh
* Delete unwanted email or moveéﬁ}m to folders.

* Log out or keep the email c«@» or notifications.
o~

Email Checking Process

Legin ke Email

Accounkt
Reod Emails
User enters
credentioals bo User opans and
acoess anamnil remds each email

courafully User organizes emails
by deleting or moving
them

S

- % oz
% e a2
Open Inbox
User clicks inbox Toke Action
icon to view
emails User decides ko Logout or Skay

forward, reply, or Logged In
take obther actions

User chooses ko
logout or stoy
logged in for
notifications

Fig. 4.1: Email Checking Process
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Answering Phone Calls: Answering phone calls is an important daily routine
of the office operations executive. Answering phone calls routine include
picking up incoming calls, greeting the caller politely, listening carefully /
attentively and giving the caller right information or transferring the calls to
the right person.

Answering phone calls is important because it helps in communicating with
clients, supplier or staff. Latest instruction, feedback or inquiries are
happening through phone calls only. It also reflects the professional imagg of
the company. %8

Steps to be followed . %Q
* Attend the call within 2-3 rings. “{}}
* Greet the caller politely. QO
* Listen carefully to the caller’s request / query / coﬁ@%ﬁn

* Respond the caller if authentic information K(anrding the caller’s
request or transfer the call to the appropri%&aterson.

Example: One moment please, I will trans
line. @

Example: I am sorry, the manager&ﬁ}ot available right now. Can I take
a message? @

r your call, please stay on

* Taken important details e%%peat for confirmation.
* End the call politely. g\% thank you for calling, have a nice day.

Coall aanswering
Procedure

Answer within 2-3 rings

Polite greeting with firm § 1)
4@ e Greet the Caller r;l

-
%CJ oDe Listen to Request Understand caller's needs
p=33

Q Provide information or
-
transfer call Respond or Transfer ‘ ‘

= e .
m“l Toke Details Record important

information

Polite farewell End the Call %

Fig. 4.2: Call Answering Procedure
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Filling Documents: Filling of documents is also often called as Filling. Filling
means arranging important documents like invoices forms and letter in folder,
cabinets or in digital folder on a computer. Filling keeps the office organized
and efficient, helps the staff find documents quickly, ensures records are safe
and complete and supports legal and audit compliance.

Filling can be physical and digital. Physical filling refers keeping the paper in
paper files, folders and cabinets-based date, client name or category. Digital
filling is saving files on a computer or drive or cloud folder using clear 81’6
names and folder structure. %

Steps: . %Q

+ Identify the document type e.g. invoice, attendance report,§ales report

etc. Q’o'
* Label the file or folder correctly @6
* Arrange in order by date, name or document ty&@
* Sore safely in a file or folder or cabinet or co@uter folder.
e Update the file list or logbook.

Typing Reports or Data: Entering inf n@ion in to a computer using a
keyboard to create reports, records or,d&ta sheets is very import in office
routine. The data / reports incl sales reports, attendance sheets,
customer or client details, inver% cords, meeting minutes.

Scheduling Meetings: schedulihg a meeting refers to fixing meeting time
based on member’s availapility, sending meeting invitation or reminder,
setting up of meeting r and virtual meeting link. Scheduling ensures
everyone is informed a@prepared, helps avoid conflicts or overlapping tasks,
keeps the office runf{,fng smoothly and professionally and supports teamwork
and planning. <

. Steps§ heduling a meeting:

e K the purpose of the meeting.

. eck the availability of all required members.
Q% Choose a convenient date and time for the members.

* Book a meeting room or create a video call link.

* Send invitations via email or calendar app

* Prepare an agenda or list of discussion points.

* Remind participants before the meeting.
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Photocopying and Scanning: Making a paper copy of a document using a
photocopy / Xerox machine is photocopying whereas scanning means
converting a paper document into a digital file using a scanner.

Coordinating with Teams: Coordinating with teams is about sharing
information and updates, following up on tasks and deadline and resolving
issues by working with others. It also includes the task of making all the
team members know their role and work in one line.

Handling Office Supplies: handling office supplies means managing 1t
used in daily office work like papers, pens, files stamp pad, stap eand
printer cartridges etc. It includes checking stock levels, orderin w%ever
needed and keeping things organized.

Greeting Visitors: Greeting visitors means welcoming / rec 'Y?é the people
visiting the office in a polite and professional manner. ¢Greeting visitors
include:

* Welcoming the people visiting the office with @é&oﬂe and polite words.

* Knowing the name of the visitor, purpose@-‘e visit and to whom the
visitor wants to meet.

* Informing the concerned staff about\t,he visitor and guiding the visitor

towards the staff concerned. '(,\,(b'

Components of Greeting Visitors

Welcoming Visitors

Greeting with a smile and polite words

P i) Gathering Information
&

Knowing visitor's name, purpose, and contact

Informing Staff

Notifying staff about the visitor

Directing visitors to the concerned staff

Fig. 4.3: Components of Greeting Visitor
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Preparing Invoices or Bills: Creating a document that shows the details of
a sale such as the details of the quantity, quality, price of the product or
services transacted, total amount and payment details.

* Key parts of the invoice

¢ Invoice number

* Date

* Customer name and address b’

* Description of goods / services «Q,@

* Quantity and unit price @6

e Total amount O

* Payment items @Q

* Company name, logo and contact information. O~O
Sending Notices: A notice is an official document Q‘ﬁyped message used to
share important information to the members i ed in it. Notices can be
sent through email, printed notice, company app; whatsApp etc.
PRACTICAL EXERCISES N

Activity 1: Presentation on basic En%«@’l conversation.

Material Required: Notebook, S@, r pencil and computer with internet
access.

Procedure: bﬁ

1. Take the studen%(the English lab.
2. Divide the st s into small groups.

3. Assign @( oup one office activity such as greeting, attending phone

calls, ing emails, scheduling meetings etc.
4. St will perform the activity involved with English conversation.
5. the student to collect real data from online sources.

Q@ Ask the student Compile the collected data.

Ask the students to prepare a small presentation on usual conversation
statements on the given activity.

8. Discuss and finalize the presentation within the group
9. Submit the report before the class and note down the suggestions.

10. Incorporate the changes and submit the final report to the subject
teacher.
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Activity 2: Role play on office routine in office operations.

Material Required: Notebook, pen or pencil, computer, office table, and office
like arrangement using class room benches and table etc.

Procedure:
1. Divide the student into small groups

2. Assign the roles to each students

a) Office operations executive b,
b) Manager %Qe
c) Colleague >

S
d) Visitor Q’Q’

3. Each student will perform their role. <

O

4. Teacher should create more number roles on mg@invoice preparation,
practice on photocopying. X,

5. Mock role on attending phone calls and rs.

6. One group will observe another group@ctivity.

7. Observing group will prepare a ro@draft of the activity.

8. Submit the report to the suqu@ﬁéaoher.

9. Teacher will give feedbac (Qﬁt report.

10. Student will incorporg% the changes required and submit the final
report to the teacher

CHECK YOUR PR(@%ESS

s X
A. Fill in the Bla

1. @1 Is are required to understand emails, memos, notices, and
SOPs¢

2. lkycorrect spelling and grammar are essential while writing
staff and clients.

Q 7 Listening skills help in carefully noting down and responding to
and customer requests.

4. Office terms like "dispatch", "invoice", and "follow-up" are part of
and professional language.

5. Answering phone calls politely helps to maintain the image of
the company.

6. Scheduling a meeting includes preparing an or list of
discussion point.
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B. Multiple Choice Questions

1. Which of the following is a part of reading skills?
a) Typing reports
b) Understanding emails and memos
c) Answering phone calls
d) Greeting visitors

2. What should you do first while checking emails?
a) Delete emails b
b) Open each email <
c) Log in to your email account . %Q
d) Reply to emails ~<)\>’

3. Which one is not an example of writing skills? Q’Q'
a) Emails &
b) Reports AS)
c) Notes \/O
d) Answering calls O\o

4. What should you do after photocopying a decument?
a) Discard the original
b) Return the original safely (b’\’
c) Scan it again N

S
d) Destroy it \@
5. What is the purpose of greefing visitors?

a) Ignore them
b) Waste time 6’%
c) Make them feel"wélcome and guide them
d) Ask perso?& estions

. An invoice d@&s not contain:

a) Invoi umber

b) @tity

c)AVisitor’s purpose
ustomer address

o

%%‘Date whether the following statements are True or False

Listening to instructions is not important for an office operation
executive.

2. Typing data and preparing reports are part of daily office routine.
3. Digital filing involves using paper files and folders.

4. Greeting visitors is only optional in an office environment.
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5. Professional language includes terms like invoice, dispatch, and
deadline.

6. A meeting should be scheduled without checking members' availability.

D. Match the column

S.No. Column A S.No. Column B

1 Writing skills A | Receiving and welcoming politely

2 Photocopying B | Typing reports and prepar@
documents <

X
3 Greeting visitor C | Using z Xerox machina\'>‘9
Q

4 | Filling D | Saving document<28@ysically or
ditally _

5 Scheduling meeting E | Fixing time an@‘sjend invitations

6 Listening skills F Understan(ﬁ:ﬁg team discussions

x\l
E. Short Answer Questions %O

What are the two main types of ﬁlling@

Write two examples of reading skil]@n office operations.
Why is answering phone calls i@}rtant?

Name four items includedﬁ@% invoice.

Mention two steps invo]%e in scheduling a meeting.

AL A

Define the use of p{’ sional vocabulary in office communication.
F. Long Answer Ques@ns

XU
1. Explain the 'rgh)ortance of English language skills in the daily role of an
office op@ ions executive.

2. Des @ the steps involved in checking and managing office emails.
Wl@s this task important?

3 at are the differences between physical and digital filling? Explain
the procedure and important with the examples.

G. Check Your Performance

1. Discuss the role of effective telephone communication in maintaining
professional relationships in an office environment.

2. Demonstrate the process of drafting a formal business email for
communicating with a client or colleague. Why is maintaining proper
email etiquette important in professional communication?
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SESSION 2: DATA ENTRY IN ENGLISH AND REGIONAL

LANGUAGES USING APPROPRIATE TOOLS

Data entry is a basic task and very critical to the success of modern business
and it is also key for the effective internal and external communication. Data

entry

is the process of entering, updating and managing information into a

computer system or database. It is an essential activity in offices to maintain
accurate records and these records helps in preparation of reports and
making effective decisions. b

Skills Required for Data Entry \QQJ

10

5.

o
e

Speed and Accurate Typing Skills: the average typing s}%??for the
data entry for the office operations executive is 35 - ords per
minute and in case of numeric data entry the speed 1’&8000 — 10000
keys per hour. And the accuracy is as important a§©@eed the expected
accuracy is 95% to 98%. o)

. Basic Computer and Software Knowledge: SThe basic computer skills

such as turning on/off a computer, loggéqn, use of key board and
mouse, creating and managing folder and files, use of cut, cop, paste,
undo and save functions are very uc@lrequired. The basic knowledge
regarding computer software suchy’as MS-Word, MS-Excel, Gmalil,
Google Docs, Sheets, and Driveéﬁ;}ernet and Browsing and is required.

. Attention to Detail and @‘a" Correctness: Careful observation of

small elements of data a ollowing instructions exactly as given are
very much required. Qgcurate data entry avoiding the duplication,
wrong values is alsoVery essential skill required.

. Ability to Follm@he Formats and Instruction Issued Time to Time:

Formats and_ fyStructions are dynamic in data entry environment, with
the changi business scenario the format and instructions to be
follow the time of entry of data entry will also be changed and
foll g@ these formats and instructions is required.

{a}c English and Numerical Skills: Reading and writings of emails,
rms, product names, customer details in English are the basic
English skills required. And the numeric skills of writing numbers
correctly and clearly, reading prices, codes, dates and quantities of
products, basic calculations of addition, subtractions, multiplication
and division are also required.
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Skills for Data Entry

Office
Characteristic Operations
Executive

Basic skills &

Computer Knowledge software
knowledge
Careful
Attention to Detail observation and

data correctiness

Adapting to

Followmg Instructions changing formats

English &
Basic Skills numerical
proficiency

Q Fig. 4.4: Skills for Data Entry

Importa f Data Entry in Business and Office Communication

Data is playing an important in ensuring the clear, accurate and

eff e communication within the office (Fig. 4.5).

Ql. Accurate Information Sharing: proper data entry ensures correct and
consistent information sharing in between departments.

2. Faster Communication: Well-maintained records allow the staff to
quickly access to the information as and when they required, the
information may be contact details, schedules and reports etc. The
proper maintenance of records is also helping in respond to the emails,
calls and internal queries quickly.
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3. Effective Documentation and Reporting: Accurate data entry helps
to create error-free reports and office documents and also supports
clear and formal communication with clients and partners.

4. Supports Coordination: data entry at one stage is often used by
another department or individual. The proper data entry ensures a
smooth handover and lead to improving coordination.

5. Helps in Decision Making: Proper data entry helps in generating
accurate reports and these reports are very much useful in succes%gl
decision making. <

>
Benefits of Data Entry

Characteristic ] [ Benefit ]

Quick access to

Faster Communication needed information

Effective Documentation and Error-free reports
support clear

Reporting communication

Smooth data

Supports Coordination handover improves
coordination

Accurate reports

Helps in Decision Making enable successful
decisions

g 4 5: Importance of Data Entry in Business and Office Communication
Q%new of English Typing Tools

India, being a multilingual country, has a growing need for typing tools in
various languages. English typing tools are particularly significant due to
their wide use in education, administration, business and IT sectors. The
English typing tools are generally designed with QUERTY keyboard layout to
improve typing speed and accuracy. The popular English typing tolls used in
India are given below.
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1. Typing Club: Typing club is web-based platform, offers free typing
courses which are suitable for all levels. Download is not required and
it directly runs in a browser. Over 600 lessons starting from basic key
stores to full-text typing and step by step guidance make it ideal for
beginners to advanced learners.

Typing club also provides real time analysis on speed accuracy and
error tracking. It also includes games and achievement badges to keep
the learners motivated. A

*+ L -

LI 1

Keep practicing each lesson until you get

all five stars. It really doesn't ‘ake

(
&
2. Typing.com: Typing.com is a free online typing tutor used globally
including in India. Typing master offers full access to lessons and
features without any payment. The lessons are available from
beginners to advance. Typing master offers real-time feedback on

typing speed, accuracy and mistakes per minute. The lessons are
interactive and gamified.

Fig. 4.6: Typing Club
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Fig. 4.7: Typing.com

3. Typing Master: It is a very popular English typing tool used in @a
with structured lessons, real-time analysis, and exercises for spé@r and
accuracy. It offers 07 days to 30 days free trials and 1essons°\>,

NS
A
i\
A '
xO
O\,
Fig. 4.8: Typing M%(er

4. Typing Baba: Typing baba is an e@n—one online typing platform
offering typing tutors, tests, trans)ggors, converters, and even typing

games. 'Q\'
x<

>

ypingbaba

'Q(b“ Fig. 4.9: Typing Baba
5. Typi@&ntor: Typing mentor can be accessed via typingmentor.com

a s a free online typing tutor emphasizes on personalization, real-
‘@ analytics and Al coaching. It caters to all typist levels from
%C,,Beginners to advanced learners.

TypingMentor

Fig. 4.10: Typing Mentor
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6. Kiran’s Typing Tutor: Kiran’s typing tutor is a freeware application
for Windows platform developed by Kiran Reddy. It has over 500
practice lessons spanning beginner to advanced modules. Real time
performance analysis on speed, accuracy and errors is also available.

Regional Language Typing Tools

Several free online and off-line regional language typing tools are available for
support of various Indian languages. i.e. Hindi, Tamil, Telugu, Kannada,
Bengali, Marathi, Malayalam, Guajarati, Punjabi etc. Most of these ty
tools are transliteration based and some of them are translation base%@

Need for Accuracy, Speed and Consistency in Data Entry \»,\,%

Data entry in an office environment is crucial activity as it ensyres correct
organized information is available for decision making, operation and record
keeping. Three major qualities of accuracy, speed onsistency are
essential to maintain quality and efficiency in this regaS

In today’s digital office environment, accuracy, speed and consistency in data
entry are not just the skills to be required but th e professional standards.
Office operations executive must be traine@n hese aspects to contribute
better to the smooth conduct operations a{ igher customer satisfaction.

Accuracy is entering data without erro '&y%nsuring the information is exactly
as it should be. Accuracy is import%@ ecause of the following reasons.

* Accuracy prevents costly@&ékes like wrong billing, wrong customer
details etc.

e It Improves data rel@y for analysis and reporting.

* Accuracy helps@\s' maintaining the professional image of the
organization. Q}'

* Accurac ures legal compliance.

acy, speed, and consistency in data entry.

ta entry is the ability to enter large amounts of data in a short
out compromising accuracy. Speed in data entry is also important
importance is discussed below.

* Speed in data entry helps to meet the deadlines and keep the workflows
smooth.

* Speed in data entry improves the productivity of the employees.

* Speed in data entry is very much essential in real-time operations like
updating stock or billing etc.

* Speed in data entry minimizes the scopes for backlogs and data pile-
ups.
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Consistency in data entry is entering data in a uniform format every time,
following the same structure, spelling and standards. The importance of
consistency in data entry can be understood by the following.

 If data entered in a uniform format every time, it makes the data
searchable and analyzable.

* Consistency in data entry reduces confusion or duplication.

* Consistency ensures professional documentation in the office.

* Consistency in Data entry supports automation and soff e
integration. . éo
o S
Challenges in Bilingual Data Entry O

Bilingual data entry is entering data in both English and angoﬁer regional
language like Hindi, Telugu, Tamil, Bengali, Marathi etcg, It is becoming
increasingly important in India because multilingual nature.

Bilingual data entry enables the regional speaking };Q())&ﬂe to understand and
use the data. It also supports the legal req@nent to promote Indian
languages along with English.

Several challenges are there which affect t%@eed, accuracy and consistency
in data entry. They are discussed below,\'(b'

Switching between languages slo own the data entry as it requires
different keyboards for typing. §(b‘
e

Complex spelling rules of Indi gional languages can lead to mistakes. And

auto-correction tools are 13'@ ilable for many regional typing tools.

The transliteration ty Kg tools are not always accurate, especially with
similar-sounding w . Sometimes transliteration may result in loss of exact
meaning in ofﬁci% ta.

Different for @ng and encoding styles may result in display issues, data
corruptio& tware incompatibility etc.

In gen@ofﬁce operations executives know only one language fluently and
traidifig is required for typing in regional scripts, using bilingual software and
standing official terminology in both the languages.

Some of the data entry forms or ERP modules do not support dual language
fields, language switching may cause input field errors or crashes.

Sorting and searching in regional scripts may not work well.

Lack of standard formats for names, addresses and other entries is a
challenge to be addressed.
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Suggestions to Overcome the Challenges of Bilingual Data Entry

* Unicode fonts and bilingual-enabled software can be used.

Train the executives in regional typing tools also re.

Implement input data validation and spell-check tools.

Adopt standardized data formats for bilingual fields.

* Use transliteration and translation tools only after careful review.

PRACTICAL EXERCISES @b'
Activity 1: Practice typing in English. .\,%Q
Material Required: Notebook, pen or pencil and computer lab \’internet
access. Q
Procedure: ~<)QJ
1. Groups the total students in to the batch&@ according systems
availability in the computer lab O\,
2. Allot each batch 45 to 50 minutes of timé% the lab and prepare time-
table accordingly. @

3. Ask the students to open any of th.e&e typing software like typing club,
typing.com, typing master and t; %g baba etc.

4. Set and revise the goals ba Qﬁﬁn the performance.
5. Discuss the common iss é
6. note down the suggsa}ﬁs.
Activity 2: Practice ty@Kg in regional language using appropriate input tools.
Material Required:%otebook, pen or pencil, computer lab etc.

Procedure: '(r(&

1. Gro the total students in to the batches according systems
avs\’ bility in the computer lab

2 ot each batch 45 to 50 minutes of time in the lab and prepare time-
Q% table accordingly.

3. Ask the students to use pre-installed or web-based input tools of the
local language

Ask the students to practice transliteration.
Ask the students to self-check the spelling, format and spacing.

Discuss the common issue.

N o o s

Ask the students to note down the suggestions.
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Activity 3: Prepare a bilingual document (official letter, list, or table).

Material Required: Notebook, pen or pencil, computer lab, internet access,
sample office letters, lists and tables etc.

Procedure:

1. Groups the total students in to the batches according systems
availability in the computer lab.

2. Allot each batch 45 to 50 minutes of time in the lab and prepare tig—
table accordingly. "8

3. Ask the students to use pre-installed or web-based input to<;%§\)%c the
local language. x&

4. Allot each student a task of preparation office letter, lisQa\Qa tables.

5. Ask the students prepare and practice the giv%gdsk with proper
alignment, margins, font styles, page set up etc. Q)

6. Ask the students to self-check the spelling, fSﬁmat and spacing.
7. Discuss the common issue.
8. Ask the students to note down the su@stions.

Activity 4: Test on typing speed and a @‘aoy.

Material required: Notebook, pen u@pencil, computer lab, internet access,
sample data in both English and 1 language.

Procedure: %

1. Groups the total .$tddents in to the batches according systems
availability in th%%’mputer lab

2. Allot each bz?égj’( 45 to 50 minutes of time in the lab and prepare time-

table ac@ gly.
3. Ask students to use pre-installed or web-based input tools of the
lo &N nguage.

4 @{ the students open and login into the any free typing test platform.
% Give each student a sample data page.

6. Ask the students perform typing and complete the given sample data
page in both English and local language.

7. Ask the students to self-check for errors.
8. Ask the students to note down the test analysis shown on the screen
9. Discuss the common issue.

10. Ask the students to note down the suggestions.
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CHECK YOUR PROGRESS
A. Fill in the Blanks

1. The average typing speed for data entry is to words
per minute.

2. is the process of entering, updating, and managing information
in a computer system.

3. typing tools convert text from one script to another w@l’e
preserving the sound. \QQJ
4. A2

ensures data is entered in the same format, \@\mg, and
structure every time.

5. fonts should be used for bilingual data ent
6. One of the most commonly used English ty@g tools in India is

— X
. . : O
B. Multiple Choice Questions %

1. What is the expected accuracy rate in@ta entry?
a) 70-80% . ‘b\“
b) 95-98% N
c) 60-70% x&
d) 85-90% s

2. Which tool provides r%%time feedback and gamified lessons for typing
practice? 0
a) Lipikaar %\/
b) Typing CI
c) Google D
d) Quil

3. Whi the following is a translation tool?

a ikaar
oogle Input Tools

) Microsoft Translator
d) Indic Keyboard

4. Which software is used to create and manage spreadsheets in offices?
a) MS Word
b) MS Excel
c) Google Translate
d) Typing Mentor

5. What does bilingual data entry mean?
a) Using numeric codes
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b) Using English only
c) Entering data in two languages
d) Using fast typing tools

. What is one major challenge in bilingual data entry?

a) Lack of computers

b) Network issues

c) Switching keyboards and language input

d) High salaries b

C. State whether the following statements are True or False. <

A T o

entry is not essential for internal communication. \>%Q
Accuracy is more important than speed in data entry 6,0
Translation and transliteration tools serve the same %r ose
Typing Master provides lessons for free with no tim@imit.
Consistency in data entry supports automatiqe).&’

Most ERP forms fully support bilingual d%@ntry.

D. Match the Columns @

AL
S.No. Column A .A%I'o. Column B

1 Google Input Tools é(," A Translation Tool
X

2 Microsoft Excewv B Spreadsheet software

3 Typing.com N English typing tutor
)

4 Google [\mf?&‘é’late Transliteration tool
& ~

5 Acc&sl{:é@gl

Entering correct data

T = O O

6 l}r@bde fonts Support bilingual data display

E. Short A Questions

1.

WY 1§ transliteration and how is it different from translation?

2 le.vfne any three English typing tools used in India.

@ hy is accuracy important in data entry?

4.
5.
6.

Mention two challenges of bilingual data entry.
List any two regional language transliteration tools.

Define consistency in data entry with one example.

F. Long Answer Questions

1.

Explain the importance of speed, accuracy, and consistency in data
entry. Provide examples to support your answer.
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2. Discuss the key skills required for a data entry professional in an office
environment. How do these skills contribute to office efficiency?

3. Describe the challenges in bilingual data entry and provide five
suggestions to overcome these challenges.

G. Check Your Performance

1. Explain the process of transliteration and discuss its importance in
bilingual data entry.

2. Demonstrate how an English typing or transliteration tool can be @Qd
to enter regional language text on a computer. . %Q
D

\S,
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SESSION 3: EMAIL AND INTERNET FOR
COMMUNICATION

Email (Electronic Mail) is one of the commonly used tools for professional and
personal communication across the world. Email is a say of sending written
messages and file from one person to another through the use of internet.
Email is fast and cost effective and also allows for record-keeping.

Key Features of Email b'
e Email requires an email address. <
* Email works through email service provider like Gmail, Yahc»%@c.
* Email can include attachments. 6,0
* Email allows sending the message to more than one r%i ient at a time.

* Email can be accessed anytime from anywhere W&?IQISC of internet.
v

Essential Features of Email

Sevrvice

Email Address Providers

. i . Platforms like Gmail Attachments
Unique identifier for and Yahoo that
sending and receiving focilitate email services  Ability to include files
emails with emails
oo

Accessibility

Accessing emails from
Sending emails to any l_oco«tiovn with
several people internet
simultaneously

P
So

Fig. 4.11: Essentials Features of Email
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Benefits of Email

* Instant sending and receiving of messages is possible through the
email.

* Email also allows the users to share the documents, images and files.

e FEmail is formal communication in business and official contexts in
India.

* Email can be used to schedule the meetings and sending reminderrb?f

it. <
* Email allows following up and maintaining written records. -\,%Q
Purpose of Email $O

* The primary purpose of email is too fast, efﬁcierg and reliable
communication between individuals or groups ov&&{e internet. The
mail purposes of Email of explained below. \,O

e Communication: Email is used to send an%ﬁeceive messages quickly
across any distance. It used for b business and personal
communication.

* Information sharing: email is used end the documents, images and
important data easily to many people at a time.

* Scheduling and Reminders: purpose of email is to set up meeting,
send calendar invitation issue task reminders.

e Customer service an s%pport: respond to customer queries, provide
updates to them, a aintain good relationships with the customer
can also be don@h email.

* Marketing an%romotion: Companies use email to send newsletters,
promotit@@ fers and announcements to the customers.

Create an anage an Email Account
The follo«@g are the generally followed steps to create an email account

Ste elect an email services provider. The popular email service providers
elow

www.gmail.com for Gmail

www.yvahoo.com for Yahoo Mail

www.outlook.com for Outlook

Step 2: Go to the website of service provider and click on “Create Account”
Fill in the form with details like

Full Name
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Desired email id
Password
Phone number for verification
Date of birth and
Recovery email id etc.
Step 3: verify the identity
Enter the OTP sent to the registered mobile number of recovery eééﬂ
id .\'%Q

Complete the CAPTCHA
0

Step 4: Log in using email id and password. Q‘Q"
Managing the email account: <
Inbox tab is used view received mails. \/QQ

Sent is used check the mails already sent. X

O

Draft tab stores messages not yet sent.
Spam / Junk filter the unwanted or suspic\i emails.

Trash stores the deleted mails until ﬁn}i‘k@életion.

Email Account Management

Draofts
Store unsent

messages

Spam/Junk
Sent 3 P 4
Filter unwanted
Check sent emails emails
/ \ Trash
View received Store deleted
emails 5 emails

Fig. 4.12: Email Account Management
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Composing Email: Composing an email involves writing a clear and concise
message to communicate information effectively. It usually includes a subject
line, greeting, body of the message, and a closing. The language should be
polite, professional, and easy to understand. A well-written email helps convey
the message accurately and creates a positive impression on the reader.

1. Enter the recipient’s official email address.

2. Subject: A short and clear summary or purpose of the email conte&b

3. Greeting / Salutation: Dear Sir / Madam . %Q
Dear Mr.<name of recipient> NQ\,
Respected sir / madam etc. QQ

4. Body of the Email: Opening line: Main purpose of r%@in a line or two

Main Content: clear and brief details are)@ntioned in the main

content X
O

Closing line: expected action or appreciate their support at the
end example: “ I look forward to{gour confirmation”

>

O
Yours sincerely, <

X0
Regards, ®®'
S

5. Closing and Signature:

Thank you,
< full name>

%,@'
<designation> X,
<contact infor{@t on>

Email Etique@ Email etiquette refers to the set of rules and best practices
to follow writing and sending professional or formal emails. Use of
prop?g ette ensures clear, respectful and effective communication.

Th owing are some important email etiquette guidelines
‘Q- Use a professional email address

* Write a clear and relevant subject line.

* Use proper salutation / greeting

* Clear and Concise: State the purpose in a short paragraphs using
simple language,

* Maintain a polite and respectful tone.
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* Use proper grammar and spelling like use of punctuation and
capitalization properly.

* Avoid use of emoji’s and slang in official emails
* Proper closing

e Reply to email within 24 hours if not at least acknowledge.

Email Etiquette Sequence

Use Professional

Email Address Maintain Polite
Use Proper Tone
Ensure the email Salutation
address reflects Keep the tone
professionalism Begin the email with respectful and Avoid Emojis and
a respectful greeting courteous Slang
throughout the
email Refrain from using

emafjr\'s aTd slal?g in i |
—] official emails Respond to emails
g [:@ (1/- - within 24 hours or

acknowledge receipt

()
R e g
Write Clear CLOSE
Subject Line —
State Purpose
Craft a subject line Concisely
that clearly indicates Use Proper
the email's purpose Clearly state the Grammar
email's purpose in Proper Closing
short paragraphs Ensure correct
grammar and End the email with a
spelling are used professional closing

J
@4.13: Email Etiquette Sequence

Internet Browser @afe Browsing

An internet browser)is a software application used to access and view websites
on the intern hese browsers used to search, view and interact with web
content li t, images, videos and online forms.

Basic @v.lres of a Browser

Ad s bar: it is the place to enter the website or URLs or search items.
’Qbs: multiple websites can be opened at once.

Bookmarks save frequently visited websites.

History used to view previously visited sites.

Downloads button used to access files downloaded from the internet.
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Browser features
Q& g
73\ ©

Tobs Bookmarks History Downloads

Open multiple Save frequently View previously Access files
websites visited websites visited websites in downloaded from
simultaneously. for quick access. chronological the internet.
order.

24

<

Fig. 4.14: Browser Features e

Safe Browsing Practices: safe browsing protects fron@cuses, malware and
cyber-attacks. Safe browsing keeps your personal &ud financial information
secure it also prevents identity theft and online ms.

* Safe browsing means using the intern@n such a way that protects the
personal information, device and p%,\acy.

* Tips for safe browsing 6'{\
* Use only secure websites, (D’S’
ﬁ(s and ads.

e Avoid click on suspiciog
* Install and updated ivirus software

* Keep browser u@)%ed fix security bugs and improve performance.
* Use strong p@i\'words

* Enable gte or incognito mode it prevents the browser from saving
histo@nd cookies.

. entering personal information on un-trusted websites. Don’t
er passwords, card details or OTP on unknown websites.

Q% Log out from the public computers immediately after completion of
browsing.

Importance of Cyber Security and Avoiding Phishing

Cyber security is a process of protecting computers, mobile devices, networks,
programs and data from unauthorized access, attacks, damage or theft via
internet systems. It includes various processes, practices and technologies
designed to ensure the confidentiality, integrity and availability of digital
information.
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(e

<
A\
.\/@

Fig. 4.15: Essentials Features of Email O

Phishing, malware, hacking, and identity theft are some OQ}?e' important
common cyber threats. Phishing refers to steal of personal data using fake
emails. Malware is harmful software like virus, spyware; ransomware etc.
Hacking is technical process of getting unauthoriz’é& access to systems.
Identity theft is misuse of personal information %@&nmit fraud.

In today’s modern digital economy cyber security s no longer an optional add-
on for the business, it’s evolved as a fun@nental pillar for survival and

growth. The consequences of neglecting er security can be catastrophic,
impacting financial stability, reputat/@ﬁn, operational efficiency and legal
standing. The importance of the r security can be understood by the
following. @

Financial Protection %

Cyber-attacks can caus ct financial loss to the business in various ways.

Attackers encrypt da@and demand payment for its release. Financial
credentials can be s§él-en and lead to unauthorized / fraudulent transactions.

Cyber-attacks @‘v@é system crashes, data inaccessibility and network
disruptions lead’to lost productivity, missed deadlines and inability to serve
customer, ctively.

Reco e@costs of cyber security are also substantial. These costs include
da% covery and system remediation expenditure, hiring charges for cyber
rity experts etc.

Failure to protect the sensitive data can result in fines and penalties and even
some times it may also lead to legal action from the affected parties.

Data Protection

Business firms have to handle a vast amount of sensitive customer
information like personally identifiable information (PII), financial details etc.
cyber-attacks lead to breach of this data compromises customer privacy.
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Trade secrets, product designs, research and development data, marketing
strategies and other confidential information are very significant for any
business these provides a competitive edge. Theft of these undermines a
company’s market position and lead to significant long-term losses.

Trust and Reputation

A cyberattack or breach of data severely damage company’s reputation and
erodes customer trust.

Negative publicity surrounding a cyberattack can damage the firms bé}bd

image and lose of customer and investor trust and confidence. %Q
Basic tips to stay cyber Safe O

* Always use strong, unique passwords Q’S’O

* Never share OTPs or passwords with any body <

» Update software and antivirus regularly O~O

* Avoid clicking on unknown attachments and Xnks

e Use two factor authentications %
Phishing @

Phishing is a cyberattack where attackq,%’ trick the people into giving their
personal or confidential information ‘t@ﬁ)retending to be a trusted source like
a bank, government officer or sentative of well-known company etc.
phishing usually happens thro& fake emails, messages or websites that
look real.

Fig. 4.16: Image on Phishing

Some important tips to avoid phishing
* Never click on suspicious links in emails, messages and pop-ups.

* Check the sender’s email address carefully for small changes in the
email id.
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* Don’t share passwords, OTP’s, PINs over email, SMS or phone.

* Use strong and unique passwords.

* Enable two factor authentication

* Use reliable antivirus and anti-phishing tools and software’s.
PRACTICAL EXERCISES

Activity 1: Creating and Managing an Email Account.

Material Required: Notebook, pen or pencil and computer lab with int@%t
access or mobile with data pack. “Q

Procedure: \>

1. Groups the total students in to the batches ac ﬁg systems
availability in the computer lab or students can use their own mobile

2. Allot each batch 45 to 50 minutes of time in the 6b and prepare time-
table accordingly.

3. Ask the students to open any of email proa\‘ﬁg e.g. Gmail, Yahoo, rediff
etc.,

4. Ask the students click on “create acbgunt”
5. Ask the students to 'i\'

a) Choose “for work or per Guse”.

b) Fill the account open'r&rm

c) Set and confirm érord
d) Click “next” a@%erify phone number and set recovery email

e) Verify dateg‘)éf' birth and gender.

f) Clic 'gck button of agree on terms and conditions.

g) ? profile photo
]&J d signature
%Discuss the common issue.
Q7. Note down the suggestions.
Activity 2: Accessing websites.
Material Required: Notebook, pen or pencil, computer lab etc.

Procedure:

1. Groups the total students in to the batches according systems
availability in the computer lab.
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2. Allot each batch 45 to 50 minutes of time in the lab and prepare time-
table accordingly.

3. Ask the students to open a web browser. Google Chrome, Mozilla
Firefox, Microsoft Edge etc.

4. Ask the students to

a) Identify main menus and sections

b) Locate search bars, contact information or help section. b’
c) Click on links to explore different pages. «er
5. Ask the students to perform a search \}%

a) Search for download office forms. Q,Q
c) Go through with the results and identify ptmsted site like

government sites, official websites of well- kn n companies.

d) Practice safe browsing by looking for h@@/ / and a padlock symbol

etc.
©

e) Avoid suspicious ads/pop-ups. \,

b) Search for latest government notification.

6. use pre-installed or web-based i@& tools of the local language.

7. Discuss the common issue. (b’&

8. Ask the students to note n the suggestions.
Activity 3: Use of search er@%es effectively and safely.
Material required: No@ook, pen or pencil, computer lab, internet access.
Procedure: Q,&

1. Groups (D‘Eotal students in to the batches according systems
availability in the computer lab.

2. Aﬂ&ach batch 45 to 50 minutes of time in the lab and prepare time-
le accordingly.

%%Sk the students to open a web browser. Google Chrome, Mozilla
Q Firefox, Microsoft Edge etc.

4. Ask the students to open any of the free search engines e.g. google.com
a) Identify main menus and sections.
b) Locate search bars, contact information or help section.
c) Click on links to explore different pages.

5. Ask the students to perform task of
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a) Finding government websites
b) Search for top 10 free cloud storage providers
c) Search for office layout designs
d) Search for images, documents etc.
6. Discuss the common issue.

7. Ask the students to note down the suggestions.

CHECK YOUR PROGRESS @b'
A. Fill in the Blanks .\,%Q
1. Email is a and cost-effective method of communic\a}@n.
2. The tab in an email account stores the messa&s that are not
yet sent. ~OQJ
refers to harmful software like viruses, sp@are, or ransomware.
4. The bar in a browser is used t épe the web address or
keywords. %
5. Phishing is an attempt to steal perso@l data using emails or
websites. W
6. The purpose of email is to ens@ and reliable communication
over the internet. Qr

B. Multiple Choice Questio

n
1. Which of the followi A§hot an email service provider?
a) Gmail XU
b) Yahoo %
c) Chrome g\
d) Outlook’S,

2. Whi ature allows you to view previously visited websites in a
brgwser?
abs
%%) Bookmarks
Q c) Downloads
d) History

3. What is not recommended in professional email communication?
a) Proper grammar
b) Use of emojis
c) Clear subject line
d) Salutation
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4. What is the main purpose of cyber security?
a) Speed up internet
b) Access social media
c) Protect data and systems
d) Download large files

5. Which one of the following helps in safe browsing?
a) Clicking on unknown links

b) Using secure websites
c) Disabling antivirus @b
d) Using weak passwords %Q

6. What should you use to protect email accounts from u@\}fhorized

access? QQ

a) Shared passwords

b) Easy-to-remember passwords ~Q©
c) Two-factor authentication Q)

L . X
d) Open Wi-Fi connections X,

C. State whether the following statements af%gue or False.

1. Email can only be accessed from a sp@ﬁc location.

2. Drafts are emails that are already\’ t.
3. Identity theft involves using s%ﬁeone’s personal data to commit fraud.
4. Using strong passwords 1@5 in safe browsing.
5. Phishing is only done@)ugh phone calls.
6. Email is only useftfl for informal communication.
D. Match the Colusnitns
£
S.No. | X Column A S.No. Column B
1 /\\ am Folder A | Save web addresses
r‘.@\’ Bookmarks B Unwanted or suspicious mails
C5U3 Subject Line C | Allows visiting multiple sites
Q 4 Tabs D Stores deleted emails
5 Trash E Brief idea of email content
6 Strong password F Keeps email secure

E. Short Answer Questions
1. What are the steps involved in creating an email account?

2. Mention any three safe browsing practices.
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Define phishing in simple terms.

List any two uses of email in business communication.

a & o

What is email etiquette? Mention any two rules.

6. Give two reasons why cyber security is important in business.
F. Long Answer Questions

1. Explain the benefits and key features of email.

2. Describe the importance of cyber security and how it helps pr&é:t

business and personal data. éQ
3. Write the steps involved in composing a professional er@bwith an

example format. QQ

G. Check Your Performance &

1. Explain the key practices that employees shouBQ)llow to maintain
cyber security in the workplace. LY

X
2. Demonstrate how to compose and sendéq;rofessional email using
proper email etiquette and formatting.
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SESSION 4: DATA WITH CLOUD STORAGE AND ONLINE
COLLABORATIVE TOOLS
Cloud storage is a computer data storage model of storing data on remote

servers accessed from the internet. These remote servers are managed by
cloud storage service provider like Google Drive, OneDrive, iCloud etc.

xiphcyber.com

Fig. 4.179Cloud Storage
Process of Cloud Storage

e Upload of a docum r photo or video to a cloud storage sent to the
service provider’a‘é%rvers over the internet.

* The cloud st&é{ge provider stores the data on their own servers to
ensure a ility and prevent data loss, they typically replicate the
data am&he multiple servers / locations. Reputed cloud providers
ofte& rypt the data for storing the data

. /\ped data can be accessed virtually through internet using a web
%qprowser / dedicated application / app etc.
la

Fdp

r Free Cloud Storage Providers

Provider Free storage
Google Drive 15GB
OneDrive SGB
Dropbox 2GB
iCloud SGB
Mega 20GB
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Advantages of Cloud Storage

* Cloud storage allows access the files from any device through internet
and facilitates remote work and collaboration.

* Storage capacity can be increased or decreased as per the requirement.

* Cloud storage reduces the significant capital expenditure on hardware,
maintenance and IT staff for storage management.

* Cloud storage is a robust solution for backing up important data
against data loss due to hardware failure, accidental deletion or n al

disasters. .\,éo

* Most of the cloud storage service providers offer easy file ing and
real-time collaboration on document. N

e Could storage provider invest heavily on providing sec@yity of data, such
as encryption of data, access control, and physical security of data
centers. L&,

X
Upload of Files to Cloud Storage: The followin%(ﬂle step by step procedure
of uploading the files to cloud storage.

» Type website address of the @rvice provider (google.com,
onedrive.live.com etc.) in address-@r of any browser

Log in using the relevant acc%ﬁt credentials.
Click on +New button on (%‘anel available usually of the left side.
Select “file upload” or£felder upload”

Select the file fro ’D& computer and click on open button
m& p p

YV V VYV VYV V

The upload pregress will be shown on the screen.
» Once uploa@rocess completed files will be available in the folder.

Organizing %ZQH cloud storage: organizing the files helps keep the data neat,
easy to ﬁ% d accessible. Organizing files in cloud storage is given below.

Folde ation: Folder creation is the process of organizing emails or files
int cific folders for easy storage and retrieval. It helps keep information
%arranged and reduces clutter in the inbox or system. By creating folders
based on categories such as projects, departments, or priority, users can
quickly locate important messages or documents. Proper folder management
improves efficiency and saves time. Here is the steps for creating a Folder

e Go to the service provider website
e Sign in with the account credential.

e Click on + New button and select Folder option
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e Name the folder
e C(Click on create

Move Files into Folder: Files can be moved from one folder to another just
by drag and drop. In another way files can be moved by using “Move to”
button.

Rename Files or Folders: To rename a file or folder right click on the file or
folder a drop-down list will appear on the screen, select the “Rename” option,
type new name and press enter. The updated new name will appear o% e

screen. \Q

Star Important Files or Folders: Files or folder can be marked asigiportant
or starred. First select the file or folder to be marked as impor , right click
on the file or folder, click on starred button and starred file§ or folder will
appear on the panel. @6

Search and Filters: Search bar can be used to find ’Q_,Q the required file or
folder. Usually search bar available on top of the<window. The filter icon
generally available at the right side of the sear ar and filters files can be
organized based on type, last updated time, size etc.

File Share: File or folder share allow othemo view, edit or download the data
securely from anywhere. (,'\,

* To share the file or folder w others right click on the file or folder

need to be shared, @

* Click on share optio pop-up window will appear on the screen,
enter the email add;\;g of the person to share with

* And set permlss@ such as view, comment, edit and click on “send”.
* File or folde are can also be done through a link.
e To creat@nk Right click on the file or folder to be shared,

. Ch@ﬁ “Get link”, select restricted access or public access and set

@?ﬁnsmon
?C,Now copy the link and share the link.

time collaboration tools allow working together online for viewing
and editing documents. Some of the important tolls for this are given below

Version history: Version history is a feature that tack changes made to a
document over time. It allows users to see previous edits, who made them
and even restore older versions. Version history generally used in group
projects, collaborative editing, reviewing feedback and backing up stages of
writing etc.
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Working with Version History: Working with version history allows users to
view and manage previous versions of a document or file. It helps track
changes, compare edits, and restore earlier versions if needed. This feature is
useful when multiple people collaborate on the same document. Using version
history ensures better control, accuracy, and transparency in document
management.

* Open the document

* Click on File > version history or press ctrl+Alt+Shift+H b
* A time line panel appears usually on the right. . %Q,ej

e Versions are listed with date, time, and editor’s name. \}/

* Click on any version edits are color cod N

* To restore a earlier version select the version to be @estored click on
“Restore this Version” and confirm.

)
Working on word tools (e.g. google docs, ms work %ﬁ}ﬁe)
Go to the web site (docs.google.com, word%ézld.microsoft.com etc)
Sign in with the account @
Click on “Blank” document . (b,\/
. . LY
Click and start typing the mag{@
Formatting @@“

Feature hﬁ Short cut
Font type, size, COIO&O’V Available in the toolbar at the top
Bold, italic/ und?{%ﬁe’ the text Ctrl+B, ctrl+l, ctrl+U
Copy, paste,[L{,Q,ﬁB Ctrl+C, ctrl+ P, ctrl+Z
Insert (a%}iﬁ/&ges, tables links etc) | Available in Insert menu

Page @p: Page set up feature is to adjust the page size, orientation,
m s and background color according to the document needs.

Q- Click on the file menu usually available at the top left menu.
* Scroll down and select “page setup”.

* The general options of page setup
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Feature Options available Default
Orientation Portrait (Vertical) Portrait
Landscape (horizontal)
Paper size A4, Letter, Legal. Etc.
Margin Top, bottom, left and right 1 inch
Color Back ground color of the page White

* Spreadsheet tools: Google sheet or Microsoft excel etc. a@%est
examples. It allows the users to edit simultaneously, work er on
formulas and charts etc. 6’0

* Presentation tools: Google slides or Microsoft power poﬁt etc. featured
with collaborative slide building and team presenta&'&is

Data Entry Procedure O

Data entry is inputting or updating data in to a n@&[ter system or database.
The step by step procedure of data entry is glveéelow

Identify and understand the Data
¢ Understand the kind of data bein %tered

e Identify the data originate poimgé.g. paper forms, scanned documents,
emails, online forms, digit es etc.

* Identify the format is 6 uired for the final entry like excel, data base,
software system etco

Preparation for Data @Kﬁ'y

e Collect the ments or files and make sure the source data is
accurate complete.

. Orga? he data by arranging the files or forms in proper order (e.g.
d rial number)

é;’en the data entry tool / software such as Ms-excel, ERP system, or
RM platform etc.

lgta Input: Inputting of data can be done manually or by using a tool.

In manual mode data entry can be done by typing carefully and
accurately. Following the required formats while feeding the data is
necessary i.e. date format, use of capital letters, currency etc.

e While using any of the ERP software or CRM platform, always it is better
to use available drop-downs, check-boxes or form fields etc.
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Verify the Data Entered: verification of the data entered can be done by self-
check by double check of typed data cross-check by comparing with the
original source or looking at highlighted spelling or number format errors
generated by the software validation tools.

Save and Backup: click on save button after each set of entry is very
important. Some of the tools provide auto save option for auto save the data
input. Creating backup copies regularly prevents data loss due unwanted

reasons.
Submit or Export of Data: After completing inputting the data, ex %e
file in the required format like pdf, excel, csv etc. Upload or send th ta to
the concerned department or software as per the requirement. O

PRACTICAL EXERCISES Q'\}

Activity 1: Upload, organize and share files using cloud age.

Material Required: Notebook, pen or pencil and com@ter lab with internet
access or mobile with data pack, sample files like ]8{, images word file etc.

Procedure:

1. Groups the total students in to 1@ batches according systems
availability in the computer lab or\' dents can use their own mobile
2. Allot each batch 45 to 50 min&/@%r of time in the lab and prepare time-

table accordingly. %@«

3. Ask the students perfog-
files to cloud storage. b,

e following step by step activity to upload

a) Open a web Ser and go to your cloud storage provider’s
b) Google Driié.u https:/ /drive.google.com
c) OneDrive: "https://onedrive.live.com
d) Dr@aox: https:/ /www.dropbox.com
e &I¢ in with your credentials.
@ Click the "+ New" button (left panel).
Q% g) Choose “File upload” or “Folder upload”.

h) Select any file (PDF, image, or Word document) from your computer
and click Open.

i) Wait for the upload to complete. The uploaded file will appear in
the file list.

4. Ask the students to organize the files in cloud storage by the performing
following steps
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a) Click on “+ New” and select “Folder”.

b) Name the folder (e.g., "Office Documents" or "Images") and click
Create.

c) Move the uploaded file into this folder:
d) Rename the file:

e) Mark file as important (Google Drive only):

5. Ask the students to practice file sharing in cloud storage. @b
Option 1: Share with a person \Q
a) Right-click on the file or folder you want to share. ~<)\>’
b) Click “Share”. O

c) Enter the email address of the person you want%@hare with.
d) Set permissions: \/Q
* Viewer: Can only view o)
¢ Commenter: Can comment %
* Editor: Can edit \,@
e) Click Send. N0
Option 2: Share via Link X<
a) Right-click the file or f@tr > click “Get Link”.
b) Choose sharing se@%g: Restricted or Anyone with the link.
c) Choose permi (view, comment, edit) > click Copy link.
d) Paste and %@re the link through email or chat.
6. Discuss t € common issue.

7. Note the suggestions.

CHECéQ\OUR PROGRESS

% in the Blanks
‘Q Cloud storage allows access to files from any device through the

2 is a cloud storage provider that offers 15GB of free space.
3. In Google Drive, files can be uploaded using the button.

4. To rename a file or folder, right-click and select the option.
5. The shortcut to bold text in Google Docs is
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6. tools allow multiple users to work on a document at the
same time online.

B. Multiple Choice Questions

1. Which of the following offers the highest free cloud storage capacity?
a) Google Drive
b) OneDrive
c) Dropbox
d) Mega b
2. What is the shortcut to open version history in Google Docs? \QQJ
a) Ctrl + Alt + H \'§?
b) Ctrl + Alt + Shift + H O
c) Ctrl + Shift + V Q’Q'

d) Ctrl+V &
3. Which menu option is used to adjust page size a@gargins in Google
Docs? X
a) Edit O\'
b) View %
c) Page Setup under File Menu @
d) Format . (b"\,
4. In data entry, which of the folloé«;}?g is not a recommended data
verification method? XU
a) Double-checking type (?G'l

b) Ignoring errors ﬂ
c) Comparing with \oﬁl al sources
d) Using softwa@a idation tools
5. Which tool is monly used for real-time spreadsheet collaboration?

a) Google Keets
b) Goog@ocs

C) e Slides
d rosoft Word

§) at should be done before submitting or exporting entered data?
Q% a) Log out of system
b) Delete backup
c) Save and backup
d) Change the data format

C. State whether the following statements are True or False
1. Google Drive provides 2GB of free cloud storage.
2. You can star important files or folders in cloud storage to access them

easily.
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3. Cloud storage can only be accessed through mobile apps.
4. The “Insert” menu in Google Docs allows you to add images and tables.

5. Version history allows you to permanently delete previous versions of a
document.

6. Real-time collaboration helps teams work on documents

simultaneously.
D. Match the Columns 2}
S.No. Column A S.No. Column B “Qb
~
1 OneDrive A Live document collabora‘d@?
AN
2 Starred B | Track and restore o%e@?ﬁe versions
3 Version History C | Microsoft’s Clo%ﬁorage service
4 | Google Docs D | Shortcut: Ct'r&b C
S C E Mark fold i tant
opy arks i& 8%/ older as importan
6 Commenting F Used for providing feedback in
doGuments
E. Short Answer Questions . (b,\r

1. What are two major benefits of '\r,lg cloud storage for organizations?
2. How do you upload a file t ud storage?
3. What is the process ttg’%name a file in cloud storage?
4. Mention any two s&@adsheet tools used for online collaboration.
F. Long Answer Questions

1. Explain the antages of cloud storage and list any four free cloud
storage @'siders with their storage limits.

2. De@ the steps involved in organizing files on cloud storage and how
t &Q rk files as important.

3 fite a detailed note on real-time collaboration using Google Docs,
Q% including features like commenting, version history, and formatting
tools.

G. Check Your Performance
1. Demonstrate How can you share a file using a link in Google Drive?

2. What is the role of "version history" in collaborative editing?
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MODULE 5: RECORD MANAGEMENT SYSTEM

A Record Management System (RMS) is a structured process used by
organisations to efficiently handle, organize, and maintain their records.
Records can be in the form of paper documents, digital files, emails, reports,
contracts, financial papers, and more. Managing these records properly
ensures that important information is available when needed, protected from
loss or damage, and disposed of when it is no longer required. In simple terms,
record management is all about keeping track of documents throughout their
lifecycle from creation and use to storage and disposal. This system 1es
to both manual (paper-based) and electronic (digital) records. It imcludes
processes like naming or numbering documents, filing the \eorrectly,
maintaining a record register, and following procedures for reQ@al and safe
storage.
<

The main objective of a Record Management System is™60 make document
handling easy, secure, and efficient. It supports smo«@ office operations by
ensuring that the right documents are available at right time. It also helps
in reducing clutter, saving storage space, a% improving the speed of
information retrieval. For example, if an offi as proper records of outgoing

letters stored in an organised filing system,any team member can quickly
find a past letter when required, without@sting time searching through piles
of paper or unorganized folders. @

Record Management System is ﬁ;@itlal for any organization that deals with
a large number of documen
smooth workflow, better acc@ﬁtablhty, and improved communication. Proper
recordkeeping helps in ,@ieving transparency, saves time, and supports
informed decision-maKing, making it a valuable part of modern office
operations. g\,

hether manual or electronic, it ensures

This module ig{vided into four sessions the first session discusses about
office recor tenance, the second session focuses on filing practices. The
third s xplam electronic filing and paper filing and the last session
mclud cord, documentation and file tracking.

Q
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SESSION 1: OFFICE RECORD MAINTENANCE

Records are documents that can be written on paper or stored on a computer.
They contain important information about the work done in an office or
business. Records can be in the form of letters, bills, reports, employee details,
invoices, agreements, and more. These records are kept to help the office
remember past work, prove actions, and manage business properly. Example,
a company keeps records of all the payments made to suppliers. These records
help check how much money was paid, to whom, and when.

Components of Business Records

A
0
Letters Q

Formal wntte
communlcatlon

Agreements

Contracts or mutual
understandings

kgl Is

” Financial statements of
charges

Invoices

Requests for payment

Employee Details O’ Reports

Information about staff Summaries of activities or
findings

Fig. 5.1: Cg%ponents of Business Records
Importance of Records\p’

Keeping records is v, %‘nportant in any office or organisation. Following are
the reasons why re{&s are important

Reason O M Explanation

Proof of @ ' Records act as proof that something happened - like a
transaa@kns sale, payment, or communication.
Sav[eé‘\ﬁﬁme Helps staff find information quickly when needed.

a Many government laws require companies to keep
@mpliance records for audit or tax purposes.
Better planning | Helps in making good decisions based on past data.
Continuity In case an employee leaves, records help the new

person understand past work.

Avoids mistakes | Helps in tracking errors and correcting them.
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Classification of Records

Records can be classified in different ways based on their purpose, format,
and how long they are kept. Understanding the types of records helps in
storing, finding, and managing them easily. Followings are the common ways
to classify records

A. Based on Time

Type Meaning Example b«
Ao
Active Records that are used regularly. Current emplo iles,
Records recent invo@

Inactive | Records not used often but are kept | Old c\§&acts old

Records | for reference. ee files

\/

Archives | Very old records kept permanently :Foundmg documents of

for history or legal reasons. a company

B. Based on Subject or Use ',\’(b}’

1. Administrative Records: Theg/@records help in running the daily work
of the office. They include gs like office notices, meeting minutes,
work schedules, and intertnal messages. These records are useful for
planning, managin érork, and sharing information between
departments to ke&p&’he office working smoothly.

2. Financial Records: Financial records show all the money coming in
and going o the business. Examples are bills, payment slips, salary
records, @%documents, and bank statements. These records help in

mak1§{ dgets, checking spending, paying taxes, and keeping
s clear and accurate.

3§gal Records: Legal records are important documents that show the

usiness is following laws and rules. These include contracts,

Q agreements, licenses, court papers, and insurance documents. They
protect the company in legal situations and are needed during audits,
inspections, or disputes.

4. Personnel Records: These records are about the employees of the
company. They include joining letters, leave details, salary slips,
performance reviews, and promotion letters. Personnel records help in
managing staff and making decisions about their training, growth, and
rewards.
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5. Sales and Purchase Records: These records show what the company
buys and sells. They include purchase orders, sales invoices, delivery
notes, and customer orders. These records help in keeping track of
stock, handling suppliers and buyers, and managing the company’s
income and supplies.

Type of Record

Description

Example

Administrative | These records are related to | Meeting minutes, office

Records the day-to-day running of circulars, attendance b,
the office. records <

O

Financial These contain information Bills, payment re%ieg?ts,

Records about money - income and | salary records,\garik
expenses. statements Q

Legal Records | These are official records Contractsg agreements,

related to legal matters. licenceg,Qegal notices

fa
Employee joining letters,

Personnel These are records related to
Records employees working in the leave records,
organisation. Q&erformance reviews
m
Sales and These track the buying and | Purchase orders, sales
Purchase selling of goods or ser&es. invoices, delivery
Records challans

x <
C. Based on Form @Qi
These are of two types mamg%and electronic records.

A

Type &)&\bescription Example
Manual 1{93‘5 are paper-based Files, registers,
Records ords written or printed notebooks, printed

Q’g on paper. invoices

These are stored digitally on | PDFs, Excel sheets,

emails, ERP entries

Electror@
Records,
)

N
I c1‘—2ance of Classification

* Helps in organizing office work.

a computer or cloud system.

Makes it easy to store and find records.
e Saves time and effort.

 Ensures legal and financial compliance.

* Helps in record disposal when records are no longer needed.
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Classification of Records

{ Based on Subject or Use €g J .

“ il Based on Time
Administrative Records - ' ("H"m]ﬂ }

- Active Records

———

ofg |-

i

!

1

. . 1
Financial Records --
1

!

Classification
of Records

Legal Records -

———m——— =

- Inactive Records b'
. <
- Archives '\Q
@

Personnel Records - -

Sales and Purchase Records - -

r - Manual Records ~O
! Q

'~ Electronic Records&

Fig. 5.2: Classification of @ords
Common Registers in an Office @

Registers are written records used in- @ces to regularly note and track
important information. They help maéﬁge daily office work in an organised
way. Registers also help in checki rogress, ensuring accountability, and
keeping information for future ence. These records are useful for smooth
office operations. Following réthe most commonly used registers in an office:

1. Attendance Regi@ This register keeps a daily record of employee
attendance. It in@ es the date, names of employees, time in, time out,
and any leavééiaken. It helps the HR team calculate working hours,
manage lea{&’, and prepare monthly salaries.

2. Visit gister: Placed at the reception, this register records details
of vi %{'s such as their name, contact number, purpose of visit, whom
are meeting, and time in/out. It helps maintain office security and

ck the number of visitors coming in and going out.

‘Q@ Dispatch Register: This register records all letters, documents, or
parcels sent out from the office. It includes the date of dispatch, the
recipient’s name and address, reference number, and how it was sent
(post, courier, etc.). It helps in tracking communication and serves as
proof of dispatch.

4. Inward Register: It records all incoming letters, parcels, or documents
received in the office. The register includes details like sender’s name,
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date received, subject, and department to which it was forwarded. It
ensures that nothing important is missed or lost.

5. Stock Register: This register keeps track of all office materials like
stationery, furniture, and equipment. It includes the name of the item,
quantity received, quantity used, and balance left. It helps avoid
wastage, plan purchases, and maintain enough supplies.

6. Leave Register: This register records the different types of leave taken
by employees such as casual, sick, or earned leave. It includes date%gf
leave, leave type, approval status, and leave balance. It h,gg/ in
managing leaves and applying leave policies properly. .\/@

7. Salary Register: This register contains salary details of ﬁﬁ}\afoyees. It
includes basic pay, allowances, deductions like taxe d provident
fund, and the final salary paid. It helps in salary calgmlation, auditing,
and financial planning for both the company and t?@employee.

8. File Movement Register: This register help%ﬁ'tracking files as they
move between departments. It records the fil§ humber, sender, receiver,
purpose, and the date and time it was sentyor received. It helps prevent
file loss and ensures smooth commun@tion within the office.

Computerized Record Management S@m (CRMS): It is a way of saving
and handling office records using c uters and digital tools. Instead of
keeping paper files, all the importa}é,‘b’data is stored on a computer or cloud-
based system.

This system is very useful i dern offices. It saves time, reduces mistakes,
and keeps records safe %rslg@vvell—organized. Whether the office is big or small,
using a computerized % em helps in managing records better and faster.

>
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Computerized Record Systems Vs. Paper Records.

| | Quick data

+~_ N, Time-consuming ‘f/l' access
\ ¢ retrieval

a 10111 Reduced error
g Prone to errors °IO rate
LN
=N Poor ? Enhanced b'
'® organization @]

- N
! L

Paper-based Records Computerized‘@%ords

m&O
O

Fig. 5.3: Computerized Record Mana‘;ement System

i <
security Q
&

Features of Computerized Record Man%@ent System

1. Fast Access: Records can be géb%hed quickly using keywords like
names, dates, or numbers. Y%@on’t need to check through bundles of
files—just type and find! Fift&¥s can also be used to narrow the search.
This saves time and increases speed of work.

2. Safe Storage: Digi &ecords are protected with passwords and
backups. Even j ’@é computer gets damaged, the data is not lost
because it c e restored from backup files. This keeps office
information g& from damage, theft, or loss.

3. Space 'ﬁig: Since records are stored in digital form, there is no need
for ical storage like cupboards or shelves. This helps save office
] and keeps the workplace clean and organized.

4 y Updating: If any record needs changes, such as updating an

% address or changing stock quantity, it can be done easily without

Q rewriting everything. Information can be edited, added, or deleted in
just a few clicks.

5. Report Generation: The system can prepare reports automatically.
These include salary statements, attendance sheets, sales reports,
stock levels, etc. Such reports help in planning work, making decisions,
and giving clear information to managers or auditors.

217



Benefits of Computerized Record Management System

1. Saves Time: Searching for data takes only seconds in a digital system.
Employees can complete tasks like making reports or checking records
quickly, which saves valuable office time.

2. Reduces Errors: With features like auto-correct and data checks, there
are fewer chances of spelling or calculation errors. This helps keep the
records more accurate.

3. Improves Efficiency: Faster access, easy updates, and autor%‘@c
reporting allow employees to work better and finish tasks on tlme his
increases the overall efficiency of the office. \»,\,

4. Environment Friendly: Less use of paper means savi trees and
reducing waste. Digital systems reduce the need for prifiting, which is
good for the environment. \O@

5. Real-time Access: Authorized users can access t8cords anytime, even
from outside the office, using the internek This is helpful when
employees are working from home or nee ent information.

Examples of Computerized Record Syster@
 MS Excel or Google Sheets - for rp%naging lists and simple records.
e Tally - for financial records. efz
* HR Software - for employ %cords and attendance.
* Inventory Software - f %cking office stock and purchases.

* Document Manage t Systems (DMS) - like Zoho Docs or Microsoft
SharePoint. @\'

Safe and Organize&ﬁ?‘iling

In any office, f?& means arranging and keeping important documents in a
proper and steat’' way. This helps staff find the right papers quickly whenever
needed. A@ and organized filing system keeps information protected, saves
time, @makes office work smooth and well-managed.

I %ance of Safe and Organised Filing

Ql. Quick Access to Records: When files are arranged properly, by name,
number, or date, it becomes easy to find any document without wasting
time.

2. Keeps Information Safe: Important papers are protected from getting
lost, damaged, or stolen. Confidential files are kept secure from misuse.

3. Neat and Clean Office: Well-arranged and labelled files keep the office
tidy. It also creates a professional and organized workplace.
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4. Saves Time and Effort: Staff do not have to waste time searching for
papers. A proper filing system helps during meetings, audits, and
reporting.

5. Follows Legal Rules: Many official records must be kept for a few years

as per government rules. Safe filing ensures these are available when
required.

Example: In an office, each employee has a separate file with their
documents. These files are labelled with the employee’s name and ID and
stored in a locked cabinet. A register or computer list is used to traclg&'ere
each file is kept. This helps the HR team quickly find any employee’s fil¢*when
needed \\’

O
Safe and Organised Filing @Q

Quick Access to
Legal Compliance Records
Adherence io legal | 51@ ' l ' ﬁlll I Efficient retrieval of
requirements for documents through
record keeping systematic
| . amangemsnt

% Information
? Security
@ Protection of
I

documents from loss,

Saving time and effor
in decument retri

; damage, or theft

Office Neatness

C}X Maintaining = tidy and
professional
%% waorkspace
Q Fig. 5.4: Safe and Organized Filing
PRACTICAL EXERCISES
Activity 1: Classify the Record

Materials Required: Printouts of mock business documents such as invoices,
appointment letters, licenses, receipts, purchase orders, salary slips, etc.;
chart paper; glue; and pens/markers.

Procedure:
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1. The teacher will begin the activity by briefly explaining the concept of
business records and the different categories: Administrative,
Financial, Legal, Personnel, and Sales/Purchase.

2. The class will be divided into small groups of 4-5 students to encourage
teamwork and participation.

3. Each group will be provided with a set of mixed mock documents such
as invoices, appointment letters, licenses, receipts, and purchase

orders. b

4. Students will carefully read and observe each document to und and

its purpose, content, and use in a business context. \>’

5. The teacher will guide students to identify key fea{ggs in the
documents (such as names, dates, amounts, legal terms, or
employment details). ~OQJ

6. Group members will discuss among themsel,(@ and decide which
category each document belongs to. \,

7. Students will classify each document 1nt@ne of the given categories:
Administrative, Financial, Legal, Persc@lel or Sales/Purchase.

8. The teacher will move around ¢t \classroorn to monitor progress,
provide support, and clarify douls(} if needed.

9. After classification, studen @ﬂl prepare chart paper by writing clear
headings for each categoé

10. They will neatly ar@ge and paste the documents under the
appropriate headiqé@'using glue.

11. Students wil %.Ire that the presentation on the chart is clean,
organized, a asy to understand.

12. Each gr &Nﬂl select one or two members to present their work to the

cla§§)
13 ing the presentation, students will explain their classification and
jastify why each document was placed in a particular category.

Qg? The teacher will provide feedback, correct any errors, and summarize
the key learning points of the activity.

Activity 2: Prepare a Manual Record Register

Materials Required: Notebook or register sheets, pen, ruler.
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Procedure:

1. The teacher will begin the activity by briefly explaining the concept of
business records and the different categories: Administrative,
Financial, Legal, Personnel, and Sales/Purchase.

2. The class will be divided into small groups of 4-5 students to encourage
teamwork and participation.

3. Each group will be provided with a set of mixed mock documents such
as invoices, appointment letters, licenses, receipts, and purc&

orders. \Q

4. Students will carefully read and observe each document to %@erstand
its purpose, content, and use in a business context. O

5. The teacher will guide students to identify key fe&tures in the
documents (such as names, dates, amounts’*{) egal terms, or
employment details). \/

6. Group members will discuss among the ves and decide which
category each document belongs to.

7. Students will classify each document@to one of the given categories:
Administrative, Financial, Legal, Pq%onnel or Sales/Purchase.

8. The teacher will move aroun@fthe classroom to monitor progress,
provide support, and clarif § c&ﬁ:ﬁbts if needed.

9. After classification, stude will prepare chart paper by writing clear
headings for each cat .

10. They will neat range and paste the documents under the
appropriate h gs using glue.

11. Students \Kf@vensure that the presentation on the chart is clean,
organize@and easy to understand.

12. Eac& up will select one or two members to present their work to the
cXOQDurlng the presentation, students will explain their classification and
justify why each document was placed in a particular category.

14 The teacher will provide feedback, correct any errors, and summarize
the key learning points of the activity.

Activity 3: Create an Electronic File Record.

Materials Required: Computer with MS Excel or Google Sheets, internet
access (if using email).
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Procedure:

1. The teacher will begin by explaining the importance of electronic record
management in modern offices and how digital records improve
efficiency and accessibility.

2. Students will be introduced to spreadsheet software such as MS Excel
or Google Sheets, including basic functions like entering data, creating
columns, and saving files.

<
3. The teacher will demonstrate how to open a blank spreadﬁ@@’and
create a simple table. NY

4. Students will open a new spreadsheet on their compu@nd rename
the file appropriately (e.g., “Electronic File Record”). <

5. They will create column headings: File Name, ay , Date Received,
Department, and Stored Folder. LS

X
6. Students will format the headings (bold, alighment, column width) to
make the table clear and organized.

7. The teacher will provide 4 sample »Qe,@rds such as an employee file,
invoice, contract, and purchase dg@rment.

8. Students will carefully read alvéunderstand the details of each sample

record. ?@’
9. Based on the given infg tion, students will enter accurate data into
the respective columgps)in the spreadsheet.

10. Students will e e proper spelling, correct dates, and consistent
formatting WI'QI;Q entering data.

11. The tea%f@%ﬂl monitor the class, assist students with technical
issues, ahd clarify doubts during the activity.

12. Af g&mpleting the entries, students will review their spreadsheet for
rrors and make necessary corrections.

1 tudents will save the file in the correct format and location on their
Q computer.

14. Finally, students will email their completed spreadsheet file to the
teacher for evaluation.

CHECK YOUR PROGRESS
A. Fill in the Blanks
1. records help track the buying and selling of goods.
2. A Register keeps track of letters sent out from the office.
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3. records are stored digitally using computers.
4. records include contracts and licenses.

5. The register that tracks items like pens and paper is called
Register.

B. Multiple Choice Questions

1. Which of the following is a financial record?
a) Appointment letter b’
b) Sales invoice
c) Office notice

d) Visitor entry ~<)\>’
2. What is the use of a Visitor Register? Q’Q’
a) Track employee leave <
b) Record salary O
c) Record guests visiting the office \/0
d) Keep stock details O\,
3. Which system allows fast access and eas ckup of records?
a) Manual filing @
b) Computerised Record Manageméh;
c) Dispatch Register {\,
d) Inward Register \’@

4. Which record type shows@&f of transactions?
a) Administrative %
b) Legal
c) Financial %\,0'

d) Personnel

5. Which rei r is used to track document movement within
depart ?

a) E@y Register
Movement Register
@ Leave Register
%%) Attendance Register
C.'State weather the following statements are True/False
1. Legal records include meeting minutes.
Manual records are stored on the cloud.

Personnel records contain employee performance reviews.

Inward register records documents received by the office.

a s e N

A computerized record system requires more office space.
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D. Match the Columns

S.No. Column A S.No. Column B
(Type of Record) (Example)
1 Administrative Record A | Office circular
2 Financial Record B | Payment receipt
3 Legal Record C | Contract agreement
4 Personnel Record D | Employee joining letter
S Sales & Purchase Record E | Delivery challan @U
E. Short Answer Questions \}
What are records in an office? ,&O
Mention any two types of financial records. @Q

What is the purpose of an attendance register? O~O
X

How do legal records help a business? X,

> e hd =

5. Define Computerised Record Managemen%g%tem in one line.
F. Long Answer Questions ©
1. Explain any four types of office re.c@s with examples.
2. What are the advantages of ui@é:{ Computerised Record Management

System (CRMS)? $@~

3. Describe the importanc%i classification of records in an office.

4. What are the differe S“between manual and electronic records? Give
examples. X

5. List and expl(a’sfp five commonly used registers in an office and their

purpose. ,g@‘
G. Check y Qerformance
1. Id@fy and Classify Records

2 tructions: Look at the following list of documents. Classify each one

Q% as Administrative, Financial, Legal, Personnel, or Sales & Purchase.

Document Name Type of Record (Your Answer)

Employee Joining Letter

Purchase Order

Office Meeting Minutes

Salary Slip

Contract Agreement
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SESSION 2: FILING PRACTICES

Filing is the process of arranging and storing documents in a proper order so
that they can be easily found and used when needed. A good filing system
helps in protecting important records and improves the efficiency of office
work. Example, keeping all customer order forms in one folder sorted by date
makes it easy to find any order quickly.

Classification of Filing
Filing systems can be classified into two types: @6

1. Manual Filing: This is the traditional method where records %@ kept
in physical files, folders, or cabinets. Documents are arran@oby hand
using labels, dividers, or tags. Q,\'}«

2. Digital Filing: In this method, documents are stored@n a computer or
cloud storage. Files can be searched and shared ea&ily using software.
It saves space and time. X

Methods of Filing Q\’
Filing can be done using different methods @56§1ding on the nature of the
records. Common methods include:

1. Alphabetical Filing: Documents@arranged in A to Z order based on
names (e.g., customer name ployee name). This filing method is
easy to understand and widely used.

2. Numerical Filing: Files are arranged in order of numbers (e.g., file
number or invoice @ber). This filing method is suitable when

€ numbers.

documents has 1%
3. Chronological Filing: Records are arranged by date — from oldest to
latest or vic rsa. This filing method is best for keeping reports, bills,

and dai]@'(cords.

4. Ge@hical Filing: Files are sorted based on location (city, state,
r ). This filing method is useful for companies working in multiple
lecations.

Q® Subject-wise Filing: Records are grouped by topics or departments
(e.g., Finance, HR, Sales). This filing method is helpful when documents
are related to specific subjects.
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Meaning of Filing

Filing is the process of arranging
and storing documents in a proper
order.

Classification of Filing

Manual Filing Digital Filing

Methods of Filing | «er
: S

X X-E

Alphabetical Numerical Chronolo- Geographical Subject-wise
Filing Filing gical Filing Filing Filing

~/

Fig. 5.5: Filing Indexing and Laglling
Meaning of Indexing

Indexing means giving each document or ﬁl@ unique reference, like a code
or label so it is easy to find later. Thin an index as a directory or map,
when you need a specific file, you log }[p its code in the index, which tells
you exactly where it is stored. T voids random searching and makes
retrieval straightforward.

Importance of Indexing: A l-designed index brings several benefits;

* Quick Retrieval: kﬁ}hdex lets staff find documents by looking up the
code in an inde t or database rather than searching all files.

X
. Consisten%\;gy sing a standard index method ensures everyone
follows t me system, avoiding confusion.

. Sc@ity: As the volume of files grows, a good index keeps the
) ﬂ, manageable.

Met of Indexing: By choosing and applying an appropriate indexing
@d, an Office Operation Executive ensures that all documents remain
easy to locate, consistently organized, and scalable as the office’s record
volume grows. Followings are the indexing methods:

* Numeric Indexing: In numeric indexing, each file gets a unique
number (for example, invoice #1001 or file 2503). A master list or digital
database maps these numbers to their storage locations. When a
document arrives, it is assigned the next available number and
recorded in the index. To retrieve it, staff simply look up the number in
the index to see where the file is kept.
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* Alphanumeric Indexing: Alphanumeric indexing combines letters and
numbers to create meaningful codes. For instance, “HR-2025-05” might
identify an HR document from May 2025. The letters often indicate a
department or category, while the numbers may show year, month, or
sequence. This method makes codes more descriptive, helping users
understand a file’s context before retrieving it.

* Subject or Category Codes: Here, files are grouped under short codes
representing departments or topics—such as “FIN” for finance or “HR”
for human resources. Within each category, further coding (numergi¢-0Or
date) can differentiate individual files. For example, “FIN-OOS’Qﬁght
refer to the third finance file. This approach organizes docﬁ@%nts by
subject area, so related files stay together. O

* Date-Based Indexing: Date-based indexing uses da egas part of the
code, like “2025-06-15_Contract.” This is useful foo%écuments where
the date is crucial (e.g., contracts, reports, or q%i@ logs). By arranging
files chronologically, one can quickly browse files from a particular
period. In a mixed system, date codes c (bmbine with department
codes—for example, “HR_2025-06-15" for HR document dated June
15, 2025. @

N
@eﬁi’.’ng

X
s
S

' [[_t‘ Importance of Indexing }

5y .’f INDD
Numeric Indexj Q—-‘ ' ﬁ@ ! i Quick Retrieval
' r - Quick Retrieva
Alphanumeric Ir@ﬁg -4 ¢ : .
. ! Indexing r - Consistency
Subject or Categéy Codes -+ ) .
! -- Scalability

Da%é’@a Indexing - - !
Q/é@ {@p Meaning of Indexing ]
% - Unique Reference
Q% '~ - Easy Retrieval
Fig. 5.6: Indexing
Example: A personnel file might get index “HR-2025-07” (July 2025 hire). The
index list notes “HR-2025-07 — Shelf B, Cabinet 2, Folder 15.”

Meaning of Labelling

Labelling means marking each file or folder, either on paper or in a computer
system, with a clear identifier that matches its index code. On physical files,
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labels appear on folder tabs or covers; in a digital system, they show up as
file names or tags. This ensures that everyone can quickly see what each file
contains without opening it.

The Labelling Cycle

Identify File
Content
Determine the subject
of the file.
Facilitate Quick
Access Assign Index Code %
.
Enszhble users to find Match the content with x

files easily. & unigue code. :\

Ensure Visibility @ Label
hake sure the label is Design a clear
easily seen. identifier for the file.

Apply Label
ANy
.\,@,
Fig. S.Kgbabelling

O

1. Define the Labelling eme: Before starting, decide on a clear format
that everyone will or labels (for example, Department-Year—Serial
like “HR-2025-0 . Write down these rules so all staff know how to
form labels. This ensures uniformity: every file follows the same pattern,
making it ier to recognize its department, date, or sequence.
Docum g the scheme also helps when new team members join,
since@y can refer to the guideline and apply labels correctly from day

Labelling Process

ones

Z%fher File Information: For each document or folder, collect the

% ecessary details to build its label. Identify its index code or reference

Q (such as a number, date, or subject). Confirm elements like department
name, creation date, or category that will appear in the label. Verifying
this information beforehand avoids mistakes. For instance, check that
the date on the file matches the intended format, and confirm which
department owns the document. Accurate data at this stage prevents
mislabelling later.

3. Prepare the Label Text: Using the chosen format, construct the exact
text for the label. If the scheme is Department-Year-Serial, combine
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those parts (e.g., “FIN-2025-0107). For digital files, decide on the
filename or tag; for paper files, prepare a sticker or note with that text.
Ensure there are no typos or missing elements. Preparing label text
carefully means the code is consistent with the index and that anyone
reading it will immediately understand the file’s identity and location.

4. Create the Label: For physical files, print or neatly handwrite the label
on a sticker or label paper, choosing a clear font size. Use a label printer
if available for uniform appearance. For digital files, rename the file or
add metadata/tags exactly as per the prepared text. Double-
spelling and format. Creating the label in a clear, legible wa “QVOids
confusion over time: faded handwriting or crowded text c’a@ ead to
errors when someone later tries to retrieve the file. $O

5. Attach or Apply the Label: With physical folders, affi %e label on the
folder tab or cover in the same consistent spot (for exa ple, top edge or
spine) so it’s visible when files are shelved. @Avoid covering other
important information. For digital records, save the new filename or tag
in the approved field so it appears correc G folder listings or search
results. Proper placement ensures that &nyone scanning the files,
physically or on screen, immediatel s@ the label without extra effort.

6. Update the Index or Tracking S ;&m: After labelling, record the label

and its storage location in t aster index or digital database. For
paper files, note shelf numpepy cabinet, or drawer; for digital files, note
file path or folder namé? is synchronizes the physical or digital

location with the inde %try. When someone later looks up the label in
the index, they find @@c'tly where to go. Regularly maintaining this map
is crucial—if a fi oves or is renamed, update the index immediately.

7. Verify Accur&);%: Check that each label matches its index entry exactly.
For a ph file, pick a sample label and look it up in the index to
confir ﬁ?ads to the correct shelf or drawer. For a digital file, search
by i @Del in the system to ensure the correct file appears. This step

N,hes any mismatches or typos early, preventing lost or misfiled
%éuments. Verification promotes confidence in the filing system and
Q% elps maintain trust that records can be retrieved reliably.

8. Maintain Consistency: Whenever new files arrive, follow the same
labelling steps without skipping. Periodically audit some files to ensure
labels still follow the standard format and placement. If inconsistencies
appear (e.g., wrong format or misplaced label), correct them
immediately. Consistency prevents confusion: when all labels look and
behave the same way, users quickly learn how to locate files. Consistent
practice also eases training of new staff and keeps the filing system
orderly as volume grows.
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9. Review and Update Labels as Needed: If a file’s classification
changes—say it moves from “active” to “archive” category—or if indexing
rules are updated, change its label and update the index entry. Remove
or mark old labels clearly to avoid misleading entries. For example, if a
project file moves departments, update the department code in its label.
Regular review ensures that the label always reflects the current status
of the document. This prevents outdated labels from causing retrieval
errors or compliance issues.

10. Train and Communicate: Share the labelling process and format

all team members through a short guideline or cheat-sheet. %})Iain
why each step matters and demonstrate how to label . files.
Encourage questions and provide feedback on sample N@ls. When
everyone understands and follows the same proce@, misfiling is
minimized. Periodically remind staff of updates to the@&cheme. Ongoing
communication ensures that even when roles shg: r new people join,
the filing system remains reliable and well-manged.

O
Labelling Proc@~
@ Physical
Index Code (b\", Labels
Unique identifier for .x
&

each file
Q 0
—
6'% .,-""'_""‘*-n.
Clear GKO' / \
Identification
Ensures quic & 1 7
content recoqg'aﬁ

<
4@0

CIJ\' Fig. 5.8: Labelling Process
I %ance of Labelling

Tabs or covers for
physical files

Digital Labels

File names or tags in
systems

O

* Visibility: A clear label on a folder or digital entry immediately shows
what is inside.

* Accuracy: Correct labels prevent misplacement or misfiling.

* Ease of Use: Anyone can pick the right file without opening multiple
folders.

Best Practices for Labelling
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Use a Standard Format: Always follow the same pattern, such as
Department-Year—Serial (e.g., “FIN-2025-001"). This uniform approach
helps everyone recognize and sort files the same way.

Ensure Legibility: Choose clear, readable fonts or neat handwriting. If
possible, print labels so they remain easy to read over time.

Maintain Consistent Placement: Put the label in the same spot on
every folder tab or in the same field in the software. This consistency
helps users know where to look without confusion. b,

Apply Color Coding (Optional): For physical files, use differerﬁggl}der
colors for departments or categories (for example, blue faf %hance,
green for HR). This visual cue speeds up identification 3@ adds an
extra layer of organization. Q

Example: The folder tab shows “HR-2025-07: Employee %@e.” In the digital

system, the file record uses the same code.

xO

Incoming Filing Process O\,

Q

1.

2.

4.

5.

Receive and Record: When a document;Ngtter, or parcel arrives, first
note its details in the Inward Register/{physical or digital). Record date
received, sender’s name, reference '1\1,1mber (if any), and subject. This
initial step ensures nothing is ov}i&@éked.

Assign an Index Code or R&érence: Based on the filing scheme,
assign a unique code to tb%&‘oming document. For example, use date-
based or department-baséd indexing (e.g., “FIN-2025-07-12” for a
finance document re&d on July 12, 2025). Note this code in the
register.

code) on t cument’s cover or in its digital metadata. Ensure the
label fol]@ the standard format so it is easy to trace later.

R@b Responsible Person or Department: Forward the document
p

X
. Label thei‘g’g}?ent: Attach or write the label (matching the index

erson or team who needs to act on it. Include a note or cover

t
&et stating any required action or deadline. Maintain a tracking log
bh

ysical sign-off or digital workflow) so you know when the document
moves between desks.

Action and Annotation: The recipient reviews, takes necessary action
(e.g., approvals, data entry), and may add notes or endorse the
document. Any decisions or replies should be recorded on the document
or in a system.

. Final Filing: Once action is complete, place the document into the

appropriate file folder or digital folder. Update the master index or file-
tracking system with its storage location (e.g., “Shelf B, Cabinet 1,
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Folder FIN-2025-07-12” or a digital path). For inactive or archival
records, move it to an archive area following retention rules.

Outgoing Filing Process

1.

Draft and Prepare Document: Create the outgoing letter, report, or
notice. Use standard templates, include date, reference number
(matching outgoing numbering scheme), recipient details, and content.

Assign Outgoing Number and Index: Before sending, assign a unique
outgoing reference or number (e.g., “OUT-2025-08-001"). Record tl'é)%n
the Dispatch Register along with date, recipient name/ addre&g,,»and

subject. \»,\,%

. Label and Save a Copy: Label the copy for filing: attachﬁ outgoing

reference code and date. Save a digital copy in the outgoing folder or
print and file a physical copy. This ensures you ha){@groof of what was
sent. o

Y
. Obtain Approvals: If required, route the draft through the approval

workflow (manager’s sign-off). Record any tations or changes. After
approval, update the outgoing refereébce if needed and finalize the
document. N

Dispatch: Send the document (b’fhe chosen mode (email, courier,
post). Note the dispatch modq‘&@j the register (e.g., “courier — tracking
number XYZ”). For digitak @ispatch, save a sent email copy in the
system.

. Update Registers an@éhdex: In the Dispatch Register, confirm that

the document w @t, noting date and mode. In the master index or
file-tracking sys , record the storage location of the filed copy (e.g.,
“Digital > OL}%&lg 2025 > OUT-2025-08-001").

. Follow- &nd Archive: If a response or acknowledgment is expected,

note follow-up dates. After a suitable period or once the matter closes,
m e file to an archive area according to retention policy. Update
t@ ndex to indicate archival status.

Séiﬁ" and Filing Copies of Outgoing Documents
W

en an office sends out letters, reports, or any official document, it’s
important to keep a copy for future reference. Saving and filing these copies
“as per organisational standards” means following a clear process so that
anyone can retrieve them later. Below are simple steps and best practices:

Use a Standard Naming or Numbering Scheme: Before sending any
document, assign it a unique reference code—for example, “OUT-2025-09-
015.” This code should appear both on the sent document and on its saved
copy. Also include the date in a consistent format (such as YYYY-MM-DD) in
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the filename or header. A uniform naming convention ensures that files can
be sorted and located chronologically and avoids confusion when many
documents accumulate over time.

Save a Digital Copy Immediately: Once the document has final approval,
save its final version (for instance, as a PDF) in the designated folder on the
office network or cloud system without delay. Follow the organisation’s folder
hierarchy—e.g., Outgoing Documents — Year — Department — OUT-2025-
09-015.pdf, so anyone can retrieve it easily. If the system allows, add
metadata or tags like document type, department, recipient, and date. These
details improve search ability and help staff find the file quickly Whe.n ded.

File a Physical Copy (If Required): If company policy requires a@;fd copy,
print the approved document in good quality. On the foldex Cover or tab,
attach a label showing the reference code, date, recipient n §e, and subject
(for example: “OUT-2025-09-015 | 2025-09-10 | Vendoh@ tract Renewal |
Sent to XYZ Ltd.”). Then place the printed copy in the c@¥rect filing cabinet or
shelf according to the filing scheme such as by departinent, year, or subject
and record its location in the Dispatch Regist%@r file index so it can be
located later.

Update the Dispatch Register or Log: *lQQ'e Dispatch Register (whether
manual or digital), record key detail :\@he reference number, date sent,
recipient name and address, mod dispatch (email, courier, post), and
where the saved copy is stored. Alsgmote any proof of dispatch such as courier
tracking numbers or email confirmations, to verify that the document was
indeed sent and properly filedaThis log helps track outgoing communication
and provides evidence if tions arise later.

Ensure Security and @cess Control: Protect outgoing document copies by
restricting folder acéé‘s so that only authorized staff can view or modify them.
Confidential fi ay require extra controls or encryption. Additionally,
include thes @al folders in regular backup routines to guard against data
loss in cas system failure. Secure storage and backups ensure that critical
docum remain accessible and safe over time.

Ma‘%%in Consistency and Audit Trail: Always follow the same process for
outgoing document to prevent misplaced or missing copies. If a
document undergoes revisions after its initial save, update its version number
(e.g., vl, v2) and keep earlier versions if they are needed for audits. Clearly
label the final, approved version before saving it in the final folder. Periodically
perform audit checks by cross-referencing the Dispatch Register with stored
files to confirm that every dispatched document has a corresponding saved

copy.
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Retention and Disposal: Adhere to organisational or legal guidelines for how
long outgoing documents must be kept, for example, retaining contracts for
several years. After the retention period ends, dispose of physical copies
securely by shredding, and delete or archive digital copies according to the
data retention policy. Following these steps ensures compliance with
regulations and prevents unnecessary accumulation of outdated documents.

Example Workflow

1. Draft & Approve: Prepare the letter, get approvals. b,

2. Assign Reference: Label it “OUT-2025-09-015". \QQJ

3. Save Digital Copy: Store in Outgoing/2025/ OUT—2025\—8.Q% 15.pdf
with metadata. N

4. Print & Label (if needed): Print, label folder tab “O& 2025-09-015:
Vendor Contract Renewal”. O

5. Update Register: In Dispatch Register, note daﬂ&ent, recipient, mode,
file location. O\’

6. Secure Storage: Ensure only authorized aecess; include in backups.

7. Review Later: During audit or qu&ocate quickly via reference or
folder structure. -,\(b'

8. Dispose When Due: After ret@ﬁon period, shred physical copy and
archive /delete digital file ohcy

PRACTICAL EXERCIS%’
Activity 1: Manual vs Dji Filing Sort.

Materials: Sample %ted documents (invoices, memos, letters), USB
drive /computer Wi}gg’gample files.

Procedure: Q(’
1. Spl&@?ss into small groups.

each group 5-6 physical documents and digital files.

% sk them to file physical docs manually (alphabetically/numerically)
Q and place digital files into proper folders.

4. Groups present their filing systems and explain why they chose that
method.

5. Discuss pros and cons of manual vs digital filing.
Activity 2: Create Index and Label.

Materials: Blank folder tabs, label stickers, pens, scenario cards (e.g.,
“Finance June 2025 invoice #10327).
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Procedure:
1. Distribute scenario cards and tabs to students.

2. Students define an indexing code (e.g., FIN-2025-06-1032) and build
the label.

3. Prepare labels and attach on folders.

4. Maintain a master index sheet tracking code — folder location.

5. Peer review another’s label and index sheet for accuracy. b,
Activity 3: Incoming/Outgoing Workflow Simulation. %er

Materials: Sample incoming letters, outgoing memos, inward a@&ﬂispatch
registers (templates), stickers, stamps. Q,Q

Procedure:
~{)@
1. Hand out a mix of incoming/outgoing docs.

O

2. For each incoming: record in inward register x> assign index — label
— route to department.

3. For each outgoing: draft memo — assign OUT- code — log in dispatch
register — file digital + (optional) pr'm&t.

4. Debrief by reviewing registers an@&i‘ng accuracy.
CHECK YOUR PROGRESS _
A. Fill in the Blanks

1. In manual filing, d@nts are arranged by ___ (e.g., date, name or
number).

2. 1ndex1ng\’\uses combined letters and numbers, such as
“HR- 2025

3. The first™step in incoming filing is to record the date and ___ in the
Inw. ékeglster

Xgomg documents need to be logged in the ___ Register before

1spatch
Q? A label should include the index code, __, and document subject.
B. Multiple Choice Question

1. What is the main advantage of digital filing?
a) Requires no training
b) Uses no folders
c) Enables quick keyword search
d) Always free of errors
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2. Alphanumeric indexing is best for which scenario?
a) Invoices numbered 1-100
b) Files organized by client month & department
c) Daily diaries
d) No filing system

3. Which of the following is NOT a method of filing?
a) Alphabetical filing

b) Vertical filing
c) Horizontal filing @b

d) Random filing ) %Q
x

4. What is the main purpose of indexing in a filing system? O
a) To decorate files O
b) To delay file retrieval Q
c) To identify files quickly ~Q©
d) To reduce file size \/O

5. What should be included on a file label? O\,
a) Only file color
b) Index code, file name, and subject @
c) Office location only N
d) Employee name only '\'@'

C. State whether the following sb&ments are True or False
1. Numeric indexing uses on@etters.
2. Labelling ensures accggte location and visibility.
3. Geographical ﬁli%@%anges files based on subject matter.
4. Inward Regis%is used for tracking received documents.
5. All files in Q@fal filing are stored in physical cabinets.

D. Match E& lumns

S Column A | S.No. Column B
Gfbol Alphabetical A 1. Files sorted by client last name
‘Q‘/ 2 Numerical B Uses unique invoice or file numbers
3 Date-based C Organized by day/month order
4 Geographical D "NY", "DEL", "BLR" location codes
5 Subject-wise E Grouped by departments or
categories
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E. Short Answer Questions

1. Why is indexing important in filing systems?

2. List two differences between manual and digital filing.
3. What is the purpose of an Inward Register in filing practices?
4. Define indexing in the context of filing.
5. Why is proper labeling important in a filing system?
F. Long Answer Questions @b

1. Explain the steps of the incoming filing process, and why\e;feh step
matters. ~O

2. Describe how you would set up a labeling scheé% for the HR
department’s monthly documents. Include form,@é)eplacement, and
consistency checks. o)

3. Explain the steps involved in filing an incomilxg%ocument manually.

4. Describe the differences between alﬁébetical, numerical, and
alphanumeric filing systems. Give one@(ample of each.

5. What are the advantages of mailp%ining both inward and outward
registers in an office filing syster@

G. Check Your Performance (b"

a copy of a letter sent em last month. The document was filed using
the alphanumeric %@em.

Tasks:

1. You are working in the S in department. A client calls and requests

X

1. Describe t eps you would take tolocate the document quickly.
2. Whaté{ ers would you check?
3. Ho

CEJ
e

uld proper labeling and indexing help in this situation?
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SESSION 3: ELECTRONIC FILING AND PAPER FILING

An electronic file is a digital version of a document that is created, stored, and
accessed using a computer or other electronic device. Unlike paper
documents, electronic files are stored on hard drives, cloud storage, USB
drives, or other digital media. They can include text, images, audio, or video
and are saved in various formats such as PDF, Word, Excel, or JPEG.

Electronic files make it easier to organize, share, search, and back up

information quickly and securely. They are widely used in offices to red@e

paper use and improve efficiency in handling data. «QQJ
.\'6

Components of Electronic Files O

Q

<,
@ Storage Media O
Devices used to store electro)r{c’ﬂg
X
File Formats

Types of form ts@hich files are saved

N
Cont@'ﬁ}ypes
™ _ |
ge@n‘cs that electronic files can contain

R

.K:V Advantages of using electronic files

’Q Fig. 5.9: Components of Electronic File

Tools an uipment Required for Electronic Filing: Electronic filing
means /’boring and managing documents in a digital format. To do this
efﬁc*&, an office needs certain hardware, software, and internet tools.
T tools help in scanning, saving, organizing, securing, and retrieving
documents quickly. Below are the main tools and equipment needed for
electronic filing:

1. Computer or Laptop: A computer or laptop is the most essential tool for
electronic filing. It is used to type, edit, save, and organize digital
documents. Most of the work—such as creating files, renaming them, or
placing them in folders—is done using a computer.
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2. Scanner: Scanners are used to convert paper documents into digital files.
For example, if you receive a printed letter, you can scan it and save it as
a PDF or image file. This is useful for keeping digital copies of important
paper records.

3. Printer (Optional): Even though electronic filing reduces the use of paper;
a printer may still be required. Sometimes, you may need to print out a
digital document for signing, reviewing, or sharing in meetings.

4. Internet Connection: A strong internet connection is important for u
online tools like cloud storage, email, and file-sharing platforms. It allows
employees to access files from any location and work remotely > when
needed. \O\'I\’

5. Storage Devices: Storage is necessary to keep digitaKzTQ’s safe and

organized. There are different types of storage: <

e Internal Hard Drives: These are built into com@Aters and store files

directly on the device. \,\'

 External Hard Drives/USB Drives: The%@re portable storage tools
used to keep backups of files or to tra@fer files between computers.

* Cloud Storage Services: Platform\/h e Google Drive, OneDrive, or
Dropbox allow users to store files}i&&ine. This ensures the files are safe
even if the computer is damag&;@

6. File Management Softwar@is software helps users create folders,
name files correctly, and «<ke€ep everything in order. Simple tools like
Windows File Explorer (fi indows) or Mac Finder (for Apple) are used in
daily office work. ﬁ(%'er organisations may use special Document
Management Syst{l (DMS)to handle thousands of files.

7. Antivirus and urity Software: Digital files can be damaged by viruses
or accesse hackers. To protect them, antivirus software is used. It
scans a locks threats, ensuring that all digital documents remain safe

from erattacks.

8. B%dp Software: This software automatically saves a copy of your files

nother location, like an external drive or cloud. In case the original files

<2are lost or the system crashes, the backup can be used to restore the
information. Regular backups are very important for data safety.

9. PDF Readers and Office Software: These applications help in opening,
editing, and creating documents. For example:

e Adobe Acrobat Reader is used to view PDF files.

* Microsoft Office (Word, Excel, PowerPoint) is commonly used for office
tasks.
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* Google Docs, Sheets, and Slides allow you to work online and share
documents with others easily.

Electronic Filing Tools

Computer

Essential for creating
and organizing digital
documents

PDF Readers and

Office Software ;t
Converts paper
Opens, edits, and documents inta digital 6
creates documents filez Q

Backup Software

Creates copies of filzs

for data recovery

= Internet

Security Software Connection
= >
Protects files from @ @ Enables access to
cyber threats online tocls and
remote work

. (0
File Management éx Storage Devices

Prin

= digital
ﬁments when
=) o=

Software
Stores and backs up

Organizes and digital files
manages digital files

Fig:O' Electronic Filing Tools
Equipment and Mach%ﬁry Used in Electronic Filing System

An electronic filingéSystem uses modern tools and machines to store and
manage docume n a digital format. These tools help in scanning, saving,
organizing, a rotecting files. Below is a list of important equipment and
machinery. d in electronic filing:

1. /}nputer or Laptop: A computer or laptop is the most basic and
sential machine. It is used to create, edit, organize, and store
% electronic files. All digital filing tasks are carried out using this device.

2. Scanner: A scanner is used to convert paper documents into digital
formats such as PDF or JPEG. It helps in preserving physical
documents by storing their copies electronically.

3. Printer (Optional): Though not always needed, a printer may be used
to take hard copies of digital files when required for example, to share
or sign a document.
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4. External Storage Devices: These devices are used to save and back up
files such as Drives and External Hard Drives, these devices make it
easy to transfer and store files safely outside the computer.

5. Cloud Storage Services (Online): Cloud platforms like Google Drive,
OneDrive, and Dropbox act as digital lockers where files can be stored
online. These allow access to files from any device with internet.

6. Network Server (For Larger Offices): In big organizations, a central
network server is used to store and manage files. All employ’e?s
connect to this server to save or access documents securely. QJ

7. UPS (Uninterruptible Power Supply): A UPS is used to provx%%ackup
power during electricity cuts. This helps prevent loss of i ant data
during filing operations. Q

8. Barcode or Label Printer (Optional): In some offi Charcode printers
or label machines are used to create stickers ith codes for easy
identification and tagging of documents.

9. Document Management Software (D O1‘hough not a machine,
software like a DMS is important in a lectronic filing system. It helps
in organizing, tracking, and retrlevu& es easily.

These tools and machines together mg the electronic filing system fast,
reliable, and organized. They redu(;@paper usage, improve file safety, and
make file search and sharing mu asier.

Converting Paper File (Portfelio) into Electronic File

Converting a paper file i an electronic file means changing physical
documents (like repor rtificates, forms, etc.) into a digital format that can
be saved, edited, ar@hared using a computer.

Reasons to Con Paper Files to Electronic Files

* SavesphySical space.

. E@o store, organise, and search.

. #ﬂ be shared quickly through email or cloud.
Q@ Helps in keeping a backup in case the original is lost or damaged.
Steps to Convert a Paper File into an Electronic File:

1. Collect and Arrange the Paper Documents: Gather all pages of the
portfolio in the correct order, remove unnecessary pages and check for
missing or damaged pages and fix them if needed.

2. Use a Scanner: Place the paper documents in a scanner. Scan each
page using settings like PDF format and proper resolution (e.g., 300
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dpi for clear text) and if available, use a scanner with automatic
document feeder (ADF) to scan multiple pages quickly.

3. Save the Scanned File: Save the scanned pages as a PDF file (or JPEG
if it's an image). Give a clear file name, such as:
Student_Portfolio_Akash_2025.pdf

4. Organize in Folder: Store the file in a proper digital folder as per office
or school system.

Example: Documents — Portfolios — 2025 — Akash b
5. Add Metadata (Optional): Some software allows you to tag ﬁ}@%nth
names, dates, or subjects for easy search later. \>

6. Backup the File: Save a copy of the file in a USB drive or d storage
(like Google Drive or OneDrive) for safety.

7. Secure the File: If the portfolio contains privaﬁs@efnformation, use
password protection or store it in a restricted—q@:ss folder.

X
Converting Paper Portfolio t;%@:tronic File

@

Collect and
Arrange Save Scanne@'(z Add Metadata
Documents F”e@, (Optional) Secure the File

O

O

~N

O O O

- )
& LB 5

%se Scanner Organize in Backup the File
,g@‘ Folder

ig. 5.11: Conversion of Paper Portfolio to Electronic File
Tools §1red

%canner or scanning app on mobile

b_ﬁ @D =5

‘Q- Computer or laptop
* File management software (e.g., File Explorer)
* PDF reader (like Adobe Acrobat)
* Optional: Cloud storage or USB drive

Example: Suppose you have a student's portfolio with 10 pages. You scan all
10 pages using a scanner, save them as a PDF, name it properly, store it in a
class folder, and upload a copy to Google Drive for easy access and backup.
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PRACTICAL EXERCISES

Activity 1: Create an Electronic File from Paper

Materials Required: Paper document (report/portfolio), scanner or mobile
scanning app, computer/laptop, file management software (File Explorer),
PDF reader (Adobe Acrobat), USB drive or cloud storage.

Procedure:

1. The teacher will explain the concept of digitization and its importa@e
in modern record management. <

2. Students will collect and arrange their paper documents\riq?proper

order. 0“9

3. They will ensure that the pages are clean, flat, and frée from folds or

damage. ~O©

4. Students will open the scanner or mobile scanr@ application on their
device. X,
O

The teacher will demonstrate how to scan™@ document correctly.
Students will scan each page one by o@ carefully.
They will review scanned images t{bhsure clarity and readability.

Students will combine all scang¥ed pages into a single PDF file.

© N o o

They will name the file p (Ql'y using a standard naming format (e.g.,
Report_Amit_2025.pd&

10. Students will save t@v le in a designated folder on the computer.
11. They will open tl%ﬁle using a PDF reader to verify its contents.

12. Students wilhorganize the file in the correct folder location for easy
retrieva

13. A b@p copy will be created by saving it on a USB drive or uploading
it %Q’ loud storage.

14 e teacher will review the files and provide feedback on quality,
naming, and organization

Activity 2: Identify Tools for Electronic Filing.

Materials Required: Pictures of tools (laptop, scanner, printer, hard drive,
cloud storage logo), chart paper, glue, pens.

Procedure:
1. The teacher will introduce the concept of electronic filing systems.

2. Students will be divided into small groups.
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. Each group will receive images of different electronic filing tools.

w

4. Students will carefully observe each image and identify the tool.

5. The teacher will explain the difference between hardware and software
tools.

6. Students will discuss within their group and classify the tools
accordingly.

7. They will create two headings on chart paper: Hardware and Softwag.

8. Students will paste the images under the correct categories. «Qe

9. They will write the name of each tool below the image. \,%

10. Students will write one key function or use of each tool, ..

11. The teacher will guide and correct students if requireé»)<2
12. Each group will present their chart to the class. O~O
13. Students will explain their classification and tQ)éfunction of each tool.
14. The teacher will provide feedback and sun%sca?rize key learning points.

Activity 3: File Naming and Folder Organis@)n

Materials Required: Computer/laptop, f@&’management software (File
Explorer), sample digital documents.

x<

Procedure: Q-

1. The teacher will expla%%he importance of file naming and folder
organization in digita ord management.

Students will swi on the computer and open File Explorer.

The teacher v&'\,ﬁdemonstrate how to create folders and subfolders.

Student ?c'reate a main folder (e.g., Documents).

a & e bd

Insi @, hey will create subfolders (e.g., Reports, Invoices, 2025).

0. nts will be given sample digital files for practice.

Students will rename each file using proper naming conventions (e.g.,
Invoice_Kiran_June2025).

é@ ey will examine the files to understand their content and purpose.

9. The teacher will explain rules such as clarity, consistency, and avoiding
spaces/special characters if needed.

10. Students will move and save files into appropriate folders.

11. They will ensure that files are placed correctly for easy retrieval.
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12. Students will review their folder structure for neatness and logical
arrangement.

13. Each student will show their organized folders to the teacher.

14. The teacher will check, provide feedback, and highlight best practices.
CHECK YOUR PROGRESS
A. Fill in the Blanks

1. An electronic file is stored in a ___ format using a computer. b
2. A ___ is used to convert paper documents into digital files. . %Qe
3. ___ storage allows users to save and access files over the im@}et.

4. ___ software helps protect files from viruses and hacke@'o'

S

. Adobe Acrobat Reader is used to view ___ files. ~<)QJ
B. Multiple Choice Questions \10

1. What is the purpose of a scanner in electrg 'Kﬁling?
a) Print documents @

b) Save documents @
c) Convert paper to digital \,
d) Upload documents &\(b’

2. Which of the following is not a%@oud storage service?
a) Dropbox &
b) OneDrive
c) Pen drive b%
d) Google Drive .
3. Which tool is sised to organize and name files on a computer?

a) Scanner,Q)y
b) File rer

) Prx’?r
d) ,{\}r bat Reader
4%4ich device is optional but sometimes used to take hard copies of
‘Q% igital documents?

a) Scanner

b) UPS

c) Printer

d) Cloud Storage

5. What does a Document Management System (DMS) help with?
a) Printing paper files
b) Editing video files
c) Organizing and tracking digital documents
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d) Scanning images
C. State whether the following statements are True or False

1. A printer is essential for electronic filing.

2. Google Drive is an example of cloud storage.
3. Antivirus software is used to print PDF files.
4. A UPS helps prevent data loss during power cuts.
5. Document Management Software (DMS) helps in organizing digit @%.
D. Match the Columns \6
O
S.No. Column A S.No. Colun}q«&
1 Scanner A Converts paper y‘)‘é[igital
2 Cloud Storage B Stores files oﬁ@;é
3 Antivirus Software C Protects agé-ﬁqst viruses
4 File Explorer D Orga;gi@\J files and folders
5 UPS E Bacﬁp power supply
E. Short Answer Questions \,©
1. What is an electronic file? &\,@'
2. Name two tools used for elec}?ﬁ’lo filing.
3. Why is cloud storage use@fn electronic filing?
4. Write down the Equi@%@nt and Machinery Used in Electronic Filing

System xQ
F. Long Answer s%ons

1. Explain thi@eps involved in converting a paper file into an electronic

file. Q

2. De any five tools or equipment used in an electronic filing system

@‘&,t eir functions.

G. ck Your Performance
Ql. Check if the student can identify and list tools used in electronic filing.
Task:

1. Below is a list of tools and equipment. Tick (v) the ones that are
essential for electronic filing:
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Tool/Equipment Tick (V) if used in Electronic Filing

Printer

Scanner

Stapler

Computer/Laptop

Cloud Storage
A
Highlighter Pen O

External Hard Drive S
%
Paper Punch Machine N4
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SESSION 4: RECORD, DOCUMENTATION AND FILE
TRACKING

File tracking means keeping a record of where a file is, who has it, and what
stage it is in. This can be for paper files or electronic files. It helps make sure
that files are not lost, misplaced, or delayed and can be found or followed up
when needed. In simple words file tracking is the process of monitoring the
movement, location, and status of a file from the time it is created until it is

closed, archived, or disposed. b’
Importance of File Tracking «QQJ
* Helps to locate files quickly \}z
* Prevents files from being lost or misplaced. QQ
* Tracks who is using or editing the file. <
. . O
* Ensures timely processing of documents. Q)

* Useful for both physical and digital files. O\,
Example: If a leave application is sent to the manager, file tracking will show:

¢ When it was created @

>

,(,‘\/
¢ When it was forwarded to HR \‘6

*  Whether it is pending or @(r%'ved
Process of Tracking a Fileb‘%

e Who received it

Tracking a file means fi H@Ing its movement from one person or department
to another until it reaés its final destination or is completed. This process
helps ensure that files’are not lost and actions are taken on time.

'<,

File Tracking Process

@?’QQOO

: File Creation Record Location Status File Closure
The file is initially Keeping Tracking Monitoring
created.

The file is closed

Arecord of the file is The file's current The file's status is once its purpose is
maintained. location is continuously fulfilled.

monitored. checked.

Fig. 5.12: File Tracking Process
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File Creation and Registration: When a new file is created (physical or
digital), it is first registered in a file register or electronic system.

Details recorded:

7.

e File number or reference
e Date of creation

* Subject or title

* Created by (name/department) b,

Assign Unique Identification: Each file is given a unique file nuﬁ@er or
code. This helps in easy identification and prevents mix- upS\, ample:

HR-2025-001, FIN-2025-05-INV. \&O

Entry in Tracking System: The file details are entered to a manual
register or file tracking software. The system updates\o

* Where the file is going (next location) &O

* Who is handling it %O
e Date and time of movement

File Movement: The file is sent to t c@merned person or department
for action. In physical tracking, it‘,'k,@‘s,ent with a slip or log. In digital
tracking, software shows the file sfatus as “Sent to Accounts” or “Pending

Approval” Q-

Updating Status: After e ﬁction, the system is updated to show the
action taken (e.g., Revged, Approved), date of action and current
location or person resp sible.

File Completi d Closing: Once all actions are done, the file is
marked as “Completed” or “Closed” in the tracking system. It may then be
in Archiveﬂér future reference), Deleted (if policy allows) and/ or stored
in physi digital storage

Opti& 1 Step: Security Check: For confidential files, access control and
ﬁ. trails are maintained. This shows who opened or modified the file
when.

Advantages of File Tracking

File tracking helps keep records organized and ensures that important files
are not lost or delayed. Below are the main benefits:

1. Quick Location of Files: With a tracking system, you can easily find
where a file is, who has it, and what stage it is in. This saves time and
avoids unnecessary searching.
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2. Improved Accountability: When files are tracked, the system records
who is handling the file at each step. This creates responsibility and
ensures timely action.

3. Reduces Loss or Misplacement: Tracking helps avoid the risk of files
being lost or forgotten in the system. Every file movement is recorded,
so nothing goes missing.

4. Faster Decision Making: Since files reach the right person on time and
actions are recorded, approvals and decisions happen more qulc%y
This improves office productivity. <

5. Better Record Management: Tracking systems help maintaitng-history
of the file's movement and actions taken. Useful for audi't\sg’@eviews, or
checking past decisions. Q

6. Supports Digital Workflow: In electronic syste file tracking is
automated and paperless. This reduces manua]dvork and speeds up
communication between departments.

7. Helps in File Security: Access to files ceé& controlled and tracked.
Only authorized staff can open or d1t files, protecting sensitive
information.

8. Improves Communication: Ever’y@fe knows where the file is and what
needs to be done next. Reducq‘go nfusion and increases teamwork.

Recording Incoming and Ou%&é Documentation: An Office Operation
Executive must record all inceming and outgoing documents properly. This
ensures smooth communic@n, avoids loss of information, and maintains
official records for futurecuse.

packages rece

1. Recording Inco Documents: These are letters, emails, memos, or
V&I by the office from outside sources (customers, vendors,

governmen
Steps: QQ)
a) ive and Check: Open and check the document/package for

@ompleteness and correctness.

Q Stamp with Received Date: Use a date stamp to mark when the
document was received.

c) Make an Entry in the Inward Register: This is required to enter the
entries in inward register following entries are required to be filled:

* Serial number
* Date of receipt

e Sender’s name and address
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* Subject or purpose
* Reference number (if any)
* Department or person it is forwarded to

d) Scan and Save (if using digital system): if required paper documents
should be converted to PDF or image and store in the correct folder (e.g.,
Inward — Department — Date)

e) Forward to Concerned Department: Use a file movement slipbo’r
internal email to send the document to the right person. "8

2. Recording Outgoing Documents: the outgoing documents ca églgters,
emails, invoices, or reports sent by the office to others «&Momers,
vendors, officials, etc.). following are the steps to I‘Q&}d outgoing
documents:

&
a) Prepare and Approve the Document: Finalize th&ontent and get it
signed or approved as required. LS

X
b) Assign an Outgoing Reference Numbe%@sign each document an
outgoing number in the following way

Example: OUT-2025-06-015 (OUT—X&a@Month—Serial}

c) Make an Entry in the Dispatq&&egister: following are the entries
required to be written down: &QJ

e Serial number Q(b’
* Date sent bﬂ

* Recipient namq@ﬁd address

* Subject or docdment type

* Mode of dispatch (email, courier, post)
* Re r@we number

. Q e of staff dispatching

d%ﬁd the Document: Email or post the document and also attach proof
% ike courier receipt or email copy

e) Save a Copy (Digital or Physical): the copy should be stored in
outgoing folder with proper name, if needed, print and file with label
and reference code

Importance of Recording
* Tracks communication history
* Ensures no document is missed or lost

* Helps in legal compliance
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* Saves time in finding documents later
* Builds accountability
Documentation Procedure

In every office, proper documentation is necessary to record information,
communicate with others, and maintain official records. There are two main
types of documentation systems Manual as well as Electronic

Documentation Systems b

Electronic
Documentation

Maq@@
cuNientation

D
&raditional paper-based

XU records
%O

Fig. 5.13: Documgbf&fion Systems

Digital storage and
management

Manual Documentation System: l\@ual documentation involves handling
paper documents such as let@%eports, files, and registers. It requires
physical storage and handwri%e entries. Following are the steps in Manual
Documentation: b,

o

1. Create or Receéﬁcg cument: In a manual documentation system,
documents argeither created within the office or received from outside.
These docureSt’s can be typed or handwritten on paper. When a letter
or paperd '$eceived from an external source, it is important to stamp it
with Qte of receipt. This stamp helps to track when the document

arri and is useful for recordkeeping.

2%&1gn Reference Number: Once the document is created or received,
% it is given a unique reference number. This number is either written or
‘Q stamped at the top corner of the document. The reference number helps
in tracking and organizing the document. For example, a letter received
on 14th June 2025 might be marked as “IN-2025-06-014.” Such a
system ensures that each document can be easily located later.

3. Record in Register: The details of the document are then entered into
a physical register. For incoming documents, entries are made in the
Inward Register, while outgoing documents are recorded in the
Dispatch Register. Information such as the date, reference number,
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sender or receiver, and subject of the document is recorded manually.
This helps maintain a log of all document movements.

4. Make Copies (if needed): If multiple departments or people need the
same document, copies are made using a photocopy machine. These
copies may be distributed internally or kept for future use. It ensures
that everyone has the necessary documents without losing the original
copy.

5. Distribute or Dispatch: Once the document is ready and copies are
made, it is sent to the concerned person or department.. @his
distribution can happen in different ways—hand delivery, cou.ri%g)r by
post. For outgoing letters or documents, the dispatch ) od and
details are noted in the Dispatch Register. O

6. File the Document: The final step is to file the opiginal document
properly. It is placed in a labelled folder accord& to its category,
department, or subject. These folders are then&ored neatly in filing
cabinets. Filing the documents in an organ%%d manner ensures they
can be easily retrieved when needed.

Advantages of Manual Documentation: @
» Easy for offices without computelt's\/(b\/
* Good for legally required har ies.
Disadvantages of Manual Doc@%tation:
* Time-consuming. 64«‘
* Prone to damage o&«@ss
* Hard to searc a% track documents.

Electronic Docu tation System: Electronic documentation refers to the
process of cr g, managing, and storing documents in a digital format
using com rs, servers, or cloud-based systems. It reduces the need for
physica per, makes information easier to access, and improves overall
office. lefficiency. Below are the steps involved in handling electronic
do@%@ntation:

Ql. Create or Receive Document: In this system, documents are created
digitally using software like Microsoft Word, Excel, or PDF editors. If a
document is received by emalil or in paper form, it is saved digitally.
Paper documents are scanned and stored as image or PDF files. Emails
and attachments are also downloaded and saved in the appropriate
folders for future reference.

2. Assign File Name or Code: Every digital file is given a proper name or
code following a standard naming convention. For example, an outgoing
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letter sent on 15th June 2025 might be saved as “OUT-2025-06-
015.pdf.” Using a consistent format helps in easy identification, sorting,
and retrieval of documents, especially when dealing with a large
number of files.

. Store in Digital Folders: Once named properly, the document is saved

in a specific folder on the computer, server, or cloud system. These
folders are usually organized by department, year, file type, or subject.
This structured digital filing helps employees locate documents quicgy
without confusion. &

. Record in Software or Spreadsheet: Details about the docurr.;g%: are

entered into tracking software or an Excel spreadsheet. offices
use Document Management Systems (DMS) or other ﬁ?:&(cking tools
for this purpose. This digital register includes info tion like file
name, date, type of document, sender or receiver, a&torage location,
making recordkeeping efficient and accurate. &Q

. Send Electronically: When the document n to be shared, it is sent

through electronic means. This include«%ending by email, sharing
cloud storage links (like Google Drive=er OneDrive), or uploading on
document-sharing platforms. Electxg;@g sharing is fast, secure, and
reduces the use of paper and pos .

. Secure and Backup: To protex\_&he documents, security measures are

put in place. Access perm ns are set so that only authorized staff
can view or edit sensitiv cuments. Regular backups are also taken,
either on external dri r cloud systems to ensure that no data is lost
in case of a system&f&'lure or accidental deletion.

Saves time

Advantages of El{e{ﬁ‘(ﬁlc Documentation:

space.
Easy %}sgrch, access, and share.
i

S th passwords and backups.

Disaéaitages of Electronic Documentation:

% Needs power, computer, and internet.

Risk of hacking if not protected.

Parameters Required for Office Files Documentation

To document and manage office files properly, whether manual or electronic
certain key details must be recorded. These details, or parameters, help in
identifying, storing, and retrieving documents easily and accurately.
Following are the essential parameters:
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Key Parameters for Office File Management

Identification

Unigue identifiers for each document

Storage e}’

Methods and locations for storing files QQJ

Retrieval A~
Processes for accessing and retrieving f||e%

O

&&O
O

Fig. 5.14: Parameters of Offic@lle Management

1. File Name or Title: Gives the d \}ment a clear identity. It should
reflect the subject or purpose of 1@2 file.

Example: “Employee Leave(ﬁecords 2025” or “Vendor Quotation -
March 2025”

2. File Reference Nun@: A unique code assigned to each file or
document for easy, t@c ing and filing.

Example: “FH\{&@S 007” or “OUT-2025-06-015”

3. Date of Cr on or Receipt: The date the document was created,

receive issued. This helps with sorting and time-based tracking.
Forme:)' -MM-DD (e.g., 2025-06-24)
4. ent Type: Specifies what kind of document it is—letter, invoice,

ort, contract, etc.
% Example: “Purchase Order”, “Complaint Letter”, “Annual Report”

5. Department Name: Indicates which department the file belongs to
(e.g., HR, Finance, Sales). This helps in departmental filing and sorting.

6. Sender or Receiver Details: The name and address of the person or
organisation who sent or received the document. Useful for
communication records and follow-up.

7. Subject or Description: A short summary of what the document is
about.
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Example: “Renewal of Internet Services for Office HQ”

8. Mode of Dispatch or Receipt: Shows how the document was sent or
received—by email, courier, post, hand delivery, etc.

9. File Location: Indicates where the file is stored—physically (e.g.,
Cabinet 2, Folder A) or digitally (e.g., Shared Drive > Finance > 2025).

10. Access Permissions (for digital files): Specifies who can view, edit, or
delete the document. Important for security and confidentiality.

11. Remarks or Notes (Optional): Any extra comments like follo@gp

actions, pending status, or special instructions. . éo
»
Importance of Parameters O
* Ensure easy identification of files Q\}

* Help in quick retrieval during audits or references \06

* Reduce the chance of misplacement \,O

* Support efficient file tracking and docume té%bn
Usefulness of Incoming Documents %

1. Record of Communication Recei 7 Incoming documents help the
office keep track of all letters, ema@j invoices, quotations, and reports
received from other people or o izations.

X
2. Basis for Action: The {ffen contain requests, instructions, or
information that require low-up actions like replying, approving, or

filing. o
3. Legal and Ofﬁ%ﬁ,%vidence: They serve as proof that the office
received cert ;{/ cuments or communication on a specific date.

4. Internal Deéision-Making: Incoming documents often carry important
data or @orts that help managers and departments take decisions.

5. Au @ld Reference: During audits or reviews, incoming documents
ide a paper trail to confirm what was received and how it was

@ ndled.

U{g ness of Outgoing Documents

1. Official Communication Record: Outgoing documents show what the
office has communicated to clients, vendors, government departments,
or other branches.

2. Proof of Action Taken: They act as evidence that the office replied to
or acted upon an incoming document or request.

3. Helps in Follow-up: With proper tracking of outgoing letters or emails,
the office can follow up on pending issues or responses.
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4. Builds Professional Image: Well-drafted outgoing documents present
the organization as professional and organized in its communication.

5. Supports Legal and Business Processes: Contracts, quotations, and
notices sent out formally support business and legal proceedings.

PRACTICAL EXERCISES
Activity 1: File Tracking Role Play.

Materials Required: Dummy paper files (at least 5), File movement slips,
Inward and dispatch register formats (printed), Pen and stickersd(for

numbering files) \',\/%
S

1. Take the students to an organisation Q

Procedure:

Take the permission to be in the filling departmenhoe
Divide students into small groups (5 members e&).
Assign roles: File creator, Clerk, HR, Man @\'and Record Keeper.

a kK L

Start by creating a dummy file and a@'gnmg a file number (e.g., HR-
2025-001).
NS

Use the file movement slip to pass (@'through each person.

Each student updates the re lﬁgér with the file status and movement.
After final approval, marl&&as "Closed" and place it in a filing box.
Make a report on the @Vity done

10. Submit the repo ’S&he subject teacher.

© ® N o

Activity 2: Manualq%gcumentation Practice.

Materials Re%}g‘: Sample letters (incoming and outgoing), Inward and
Dispatch Ri%i)s formats, Stamp (Received), pens.
Procedu

1, lect the students in an administrative section of an office.
Q%D arrate the students to Document the papers manually.
3. Distribute printed samples of incoming and outgoing documents.
Ask students to stamp the date (Received or Sent).
Fill in the inward register (incoming) and dispatch register (outgoing).
Assign reference numbers like IN-2025-06-014 and OUT-2025-06-015.

Discuss the importance of recording documents with students.

® N o a &

Make a rough report on the activity done.
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9. Show the report to the students and teachers.
10. Take a feedback on the same.
11. Make a final report and submit it to the subject teacher.
Activity 3: Electronic Filing and Documentation Simulation.

Materials Required: Laptops or desktops (or teacher demonstration), Sample
digital documents, Sample Excel register for tracking, Projector (optional)

Procedure: b
<,

B

2. Teach the students how to create a filing and Dog@s}entation
simulation

1. Take the students to the Computer Lab.

QO'
3. Ask the students to start doing the activity <
4. Narrate them the following: O~O
a) Open or create a sample document (e.g., IGQY)%'application).
b) Save it using a proper file name: LEA -2025-06-002.pdf.

c) Enter its details in an Excel file (Fi@\lame, Date, Department,
Status). \,

O

d) Show how to send it by ema%{g}upload it to a shared drive.
Demonstrate how to back ﬁ‘es and set access permissions.
Ask the students to sav ﬁe in a different folder.

Students will make 6’Q’tailed report.

Submit the repo@\o’ the subject teacher.

CHECK YOUR &GRESS

A. Fill in the @'(ﬁks

® N o O

1. Film@king helps to avoid file or misplacement.

2. ﬁ}manual documentation system involves the use of files.
Q%%ach document is assigned a unique number.

4. Inward register is used to record all documents.

5. In electronic systems, files are stored in format.

B. Multiple Choice Questions

1. What is the purpose of file tracking?
a) To print documents
b) To send emails
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c) To monitor file movement and status
d) To delete files

2. Which document is used to record incoming letters in a manual
system?
a) Dispatch register
b) Invoice book
c) Inward register
d) Attendance sheet b

3. What is an advantage of electronic documentation? <
a) More paper is used .\,%Q
b) Slower communication Q)
c) Easy to search and share O
d) Prone to damage @Q

4. Which of the following is a parameter of office docufebntation?
a) Background colour
b) File reference number

\’\/
c) Staff salary %O
d) Office furniture @

S. What does “OUT-2025-06-015" repgesent?
a) Employee ID ,g\
b) Dispatch serial number \@

c) File cabinet name ®®'
d) Office code

C. State whether the fol@ g statements are True or False
. File tracking onlg&ﬁplies to digital documents.
. Reference mgél%er helps in identifying a document.

1

2

3. Inward %ter is used for outgoing letters.

4. Ma&@documentation does not require electricity.
5

. @tronic documentation helps in file security.

%@ch the Columns

S.No. Column A S.No. Column B
1 IN-2025-06-014 A Incoming file number format
2 Dispatch Register B Record of sent documents
3 File Movement Slip C Sent along with physical file
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4 OUT-2025-06-015 D Outgoing file number format
5 Scanning a B Step in elect.ronic
Document documentation process
E. Short Answer Questions
1. What is file tracking?
2. Write two benefits of using electronic documentation. b’
3. What is the purpose of an inward register? «er
4. Name any two parameters required in office documentelt:ion.\'}6
5. What is the meaning of "file reference number"? 6.0
F. Long Answer Questions @Q

1. Explain the process of tracking a file from creatio&@ closing.

2. Discuss the steps in recording incoming and,@ﬁ’going documents in a
manual system.

3. Compare manual and electronic documentation systems by explaining
their steps, advantages, and disadv&Q ges.

G. Check Your Performance ,g\,(b'
Case: Misplaced File in HR De‘#r ment

The HR department of "GlobalInfoTech Ltd." created a new employee file
for Mr. Ravi Mehta, joirting on 10th June 2025. The file included
documents such as h@appointment letter, ID proof, and educational
certificates. The fil s manually created and assigned the number HR-
2025-06-011. It %,s sent to the Finance Department for salary processing
but was not r ded in the file movement register. A week later, the file
could not b@'aced, and the HR Manager raised a complaint.

Answer t&@llowing questions:
1. @t mistake occurred in the file tracking process?
% ow could this issue have been avoided?
3. Suggest two ways to improve file tracking in a manual system.
4. What should be done next to locate the file?
5. Write the full form of the file number HR-2025-06-011.
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ANSWER KEY
MODULE 1: INTRODUCTION TO OFFICE OPERATIONS
Session 1: Introduction to Office Management in India
A. Fill in the Blanks

1. Streamlines
Effectively
vision
measurable \>
distractions 0

QO'
ultiple Choice Questions

b O
c xO

C %O\/

© ©

5. b
Ox®'
C. State whether the following sta:{@ ents are True or False

1. False o
True %®
06

False
True %\/
5 Ky
. False Q
D. Match the@?ﬁmns

1. C

B.

I - I

&> LN

5. D
Session 2: Types of Organizations
A. Fill in the Blanks

1. One person

2. Legal
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3. Karta
4. Separate
5. Practices

B. Multiple Choice Questions
c
. b
. b
A\
c
) &

C. State whether the following statements are True or FaQe

S

1. False ~Q©
2. False \/O
X
3. False %O
4. False
5. True \,

D. Match the Columns '(,
,&6
B Qo
X >
£ 3
o
¢ %)
5. D L
Session 3: Poli "rs and Procedures
A. Fill in lanks

1. 1@‘&;

“Decisions

QS. Step-by-step

4. Minutes

s L hd =

5. Electronic
B. Multiple Choice Questions
1. c

2. ¢
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3. ¢
4. b
5. b
C. State whether the following statements are True or False
1. True

2. False

3. False Q)e}’

4. True %Q
Xx

5. False NQ

D. Match the Columns QQ'
1. C <

2. A \/O
3. E %O&
4. D

5. B \,

Session 4: Roles and Responsibilitie@(, Office Operations Executive
A. Fill in the Blanks o
Smooth @
Facilities 6%
- >
Behavioral %
Chatbots (D§§
Predicti S

B. Multiwoice Questions
1. CCJ/\,

&

4. c

5. ¢

aos e

C. State whether the following statements are True or False
1. True

2. False
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3. True
4. True
5. False
D. Match the Columns
1. C
2. A

B O

3

<
4. E 0
5 >

. D §

MODULE 2: MANAGING OFFICE ROUTINE ACTIVITIES
Session 1: Importance of Routine Office Activities «QQJ

A. Fill in the Blanks xO
1. Backbone @)
Record keeping %
Correspondence \,
Planning <

a & LN

<
Correctness (D’S'
B. Multiple Choice Questim‘l%

. C
. b %
. b

:a @Q

1
2
3
4
5
C. Stab’\lﬁiether the following statements are True or False

~“Palse
QQ. True
3. True
4. False
5. True
D. Match the Columns
1. B
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a k> LN
B O = 0

6. A

Session 2: Skills in Correspondence and Email Etiquettes
A. Fill in the Blanks O

.
1. Subject %Q
N
2. Attachments O
3. Written QQ
4. Format '\06
5. Brevity \/O
B. Multiple Choice Questions

g Hh W N =

o o o O
Y 0
S

o N4

D. @ch the Columns

a & N
= g o m »
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Session 3: Manage Phone Calls
A. Fill in the Blanks

Subject
Attachments
Language
Promotional

Signature E}'
B. Multiple Choice Questions

1. c “()\\'
2. b Q’Q"
3. a <,

4. c \/O
5. b \Y

A

C. State whether the following statements are"True or False

1. True
2. False ‘\,(b'\,
‘ S

<
3. True X0
QQ
4. False
5. True

D. Match the Columr%\a

1. C Q&

2. E Q&(D'

3. 4@

16\,

Qs%on 4: Manage Visitors
A. Fill in the Blanks

1. Contact

2. Grooming

3. Directed

4. Identity
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5. Neat
B. Multiple Choice Questions
b
c
b
b

A

a
.
C. State whether the following statements are True or False éo
x
1. False “a'

2. True QO

3. True »\06
4. False \/0

5. True %O
D. Match the Column

1. B S
C ,(,‘\/(b'
E (D’&e
X @

D

MODULE 3: STORE TRIEVE AND COMMUNICATE INFORMATION
THROUGH COMP

Session 1: Fu Qéntals of A Computer System
A. Fillin t &
1. CRQ&
ut devices

Q@ Microsoft PowerPoint

a & W N

4. Operating System
5. Folder
B. Multiple Choice Questions
1. b
2. ¢
3. ¢
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4. c
5. ¢
6. c
C. State whether the following statements are True or False

1. False

True

False e}’
True %Qe
True D

N

D. Match the Columns

1. D <
2. E "0

O
X
3. B X_

4. C %O

5. A
Session 2: Storing, Retrieving, And Sha}i’ng Information Securely
A. Fill in the Blanks O
LAN (D’S’e
Backups @
File organization 6%
Cloud storage %\’
HDDs g{.&’

B. Multiple C@'&e Questions
e &
IO’\,
%‘é

5 ¢

a ok LN

aos e

C. State whether the following statements are True or False
1. False
2. False
3. True
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4. False
5. True
D. Match the Column
1. B
2. C
3. D
4. E e}’
5. A \é@
Session 3: Skills in Word Processing and Spreadsheet Applica@n
A. Fill in the Blanks <
1. Tools ~Q©
2. Charts \/O
3. Data sorting and filtering OK’
4. NOW %
5. Spreadsheets

NS
.\,@.

B. Multiple Choice Questions 28

<
c >
: >
b 3

A

c %\'
b S

C. State whe he following statements are True or False

1. Fa{s&Q)
2. ’@e
%@alse
Q4. True
5. False
D. Match the Columns
1. A
2. C

3. B

aos e
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4. D
5. E
Session 4: Presentation Software’s and Work Safety on Computer
A. Fill in the Blanks
1. Presentation
2. Grounded
3. Ergonomic b’
4. Strong
5. Antivirus N&
B. Multiple Choice Questions QO

u H» W N =
o T o O

. C \,

C. State whether the following stateq;x\e(?;ts are True or False

True

w“z"
False
True b’
o
False %
True §§
D. Match the Q mns

g 16\'
Q4 A
5. E
MODULE 4: DATA ENTRY IN ENGLISH AND REGIONAL LANGUAGES

a s e hd =

Session 1: Basic English Skills
A. Fill in the Blanks
1. Reading
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Emails
Instructions
Office terminology

Professional

o R W N

Agenda
B. Multiple Choice Questions

b O

1

<
2. c . %Q

RS

3.d O
4. b Qo'
S. ¢ «QQJ
6. c \/O

C. State whether the following statements alé’(y)%e or False

False

True \,
False Q;i’\,(b'
False X

True @Qy
False 06%

D. Match the column%\'
1. B L

2:C Q

o gk b=

Session 2: Data Entry in English and Regional Languages Using
Appropriate Tools

A. Fill in the blanks
1. 3545
2. Data entry

3. Transliteration

271



Office Operation Executive Grade 11

4. Consistency

5. Unicode

6. Typing Club
B. Multiple Choice Questions
b
b

b \\'go
) >
: 3

C. State whether the following statements are True or@@lse

o gk W=

False \/O

True %O

False

False \,

True '(,
False &6

%
D. Match the Columns s

: &

o gk b=

B
C
A
PR

o o kb=

Se Cﬁx 3: Email and Internet for Communication
&ll in the Blanks

1. Fast

2. Draft

3. Malware

4. Address

5. Fraudulent
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6. Quick
B. Multiple Choice Questions

1. c

2..d

3. b

4. c

5. b O
<

6. C %Q

C. State whether the following statements are True or False~<)\

1. False Q

2. False O
True \/O

True %O&

False

False \,

D. Match the Columns '(,
\,6
B

o g kW

a s L b=
o o ' »
%

6. F
Session 4'®ta with Cloud Storage and Online Collaborative Tools
A. Fill i e Blanks

clﬁ%hternet
QQ. Google Drive

3. +New

4. Rename

5. Ctrl + B

6. Real-Time Collaboration
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B. Multiple Choice Questions
. d
b

b

a

A T o

c O
.
C. State whether the following statements are True or False %Q
D

\’
1. False
2. True Q§

3. False O
4. True \/O

5. False %O\J
6

. True

D. Match the column \,

. C 'Q

S
g » W =
%

MODULE 5: %D MANAGEMENT SYSTEM
Session 1: ice Record Maintenance
A. Fill i l%-ne Blanks
esales & Purchase

QQ. Dispatch

3. Computerized

4. Legal

5. Stock
B. Multiple Choice Questions

1. b
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C
b
C

b

S

C. State whether the following statements are True or False

1. False

2. False 66
3. True %Q
Xy
4. True O
5. False QQ'
D. Match the Columns «OQJ
A \/O

X
B O
) <
b NS
5. E <

L] og e L] &6
Session 2: Filing Practices

%
A. Fill in the Blanks s

Criteria 6'%

Alphanumeric %@

Details g{&

Dispatc S

File e

B. Mul@ﬂe Choice Questions
%

Qig b

3.d

4. c

5. b

NI SR

a & e hd =

C. State whether the following statements are True or False

1. False
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True
False

True

S

False
D. Match the Columns
1. A

2B S
3. C \\éo
4. D NQ
5. E Qo'
Session 3: Electronic Filing and Paper Filing «Oej
A. Fill in the Blanks xO
1. Digital O\’
Scanner %
Cloud N
Antivirus K
PDF X%

B. Multiple Choice Questim‘l%

a & LN

1
2.
3. b &
4.
5. ¢ @
C. Stab’\ﬁiether the following statements are True or False
~Palse
QQ. True
3. False
4. True
5. True

D. Match the Column
1. A
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B
C
D

> e DN

5. E

Session 4: Record, Documentation and File Tracking
A. Fill in the Blanks

1. Loss 6&}'
2. Physical NQ
3. Reference «()\}%
4. Incoming Q0
5. Digital @0
B. Multiple Choice Questions \/O

N
x
. b ,&6
C. State whether the followin&ements are True or False

False
True ,0,6%
False %\J

True (D%.&’

True ?'(r
D. Matcl@ olumns
‘b'\,

S N
o O O O

a kL=

1.

&
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GLOSSARY

1.

10.
11.
12.

13.
Q@
15

16.

17.

Sole Proprietorship — A business owned and managed by one person,
where personal and business money/assets are not separate.

. Unlimited Liability - When the owner must use personal savings or

property to pay business debts if the business cannot.

Partnership Firm — A business run by two or more people who share
profits, losses, and responsibilities.

. Partnership Deed - A written agreement between partne(t»@hat

explains duties, money invested, and how profits will be sharﬁ\,@

. Mutual Agency - In a partnership, each partner can ac@@ behalf of

the firm and the other partners. Q

Hindu Undivided Family (HUF) — A family busines?@hder Hindu law,
managed by the eldest male (Karta), where fa@d y members share
rights. Y

X
. Karta — The head of a Hindu Undivided Fagiily who takes decisions and

manages the family business.

Joint Stock Company - A busifiess treated as a separate “legal
person,” owned by shareholders 'i, governed by company laws.

. Private Limited Company —’A,eéompany where shares are not sold to

the public and share tran@s restricted.

Public Limited Com@y — A company that can sell shares to the
public, and its shar‘@, an be freely bought and sold.

X
Limited Liabili&)— Shareholders are only responsible for company
losses up to tf{,é/money they invested.

Commoﬁeal — The official stamp of a company used for signing
docu S (not compulsory after Companies Act, 2013).

Co&rative Society — A group of people who join together voluntarily
eet shared needs, run democratically, and share benefits.

One Member One Vote Principle — In cooperatives, every member has
equal voting power, no matter how much money they put in.

. Sole Proprietorship — A business owned and controlled by a single

individual, with no separation between personal and business assets.

Unlimited Liability — A condition where the owner’s personal assets
can be used to settle business debts and liabilities.

Partnership Firm — A business formed by two or more individuals who
agree to share profits, losses, and responsibilities.
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18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

Partnership Deed - A written contract between partners outlining
rights, duties, capital contributions, and profit-sharing ratios.

Mutual Agency — The principle that each partner in a firm is both an
agent and principal for other partners and the firm.

Hindu Undivided Family (HUF) — A family-based business structure
under Hindu Law, managed by the eldest male (Karta) with coparceners
having inheritance rights.

Karta — The head of a Hindu Undivided Family who managesejére
business and ancestral property.

Joint Stock Company - A company with a separate legal igs;if\?ty from
its owners (shareholders), governed by the Companies Ac{f}

Private Limited Company - A type of joint stoc@gompany with
restrictions on share transfers and no public sharéfdlding.

Public Limited Company — A company that ca&,@aise capital from the
public, with shares freely transferable. o

Limited Liability — A legal protection where shareholders are only
responsible for company debts up to t@ value of their shares.

Common Seal - The official sta@p of a company, used for legal
documents (though less signif}{l@j&t after Companies Act, 2013).

Cooperative Society - A v @‘Itary association of people united to meet
common needs through aVjointly owned and democratically managed
organization. b,

One Member Vote Principle - A democratic feature of
cooperatives %S, ing equal say regardless of shareholding.
C

Organizati ulture — Shared values, norms, beliefs, and practices
that deﬁ@ ow things are done” within an organization.

Nor @— Informal rules that shape employee behavior in an
ization.

culture of an organization.

Séc‘ﬂymbols — Logos, designs, or artifacts that represent the identity and
3

2. Organizational Structure - The framework defining job roles,

33.

34.

authority, responsibilities, and communication channels.

Chain of Command - The formal line of authority and reporting
relationships in an organization.

Departmentalization — Grouping activities and jobs into units such as
by function, product, geography, customer, or process.
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35.
36.
37.
38.
39.
40.
41.
42,
43.
44,
45,
46.

47.
48.

49.
go. Hierarchical Structure — A pyramid-like structure with many levels of

51.

52.

Span of Control — The number of employees directly supervised by a
manager.

Centralization — Concentration of decision-making at the top levels of
management.

Decentralization - Distribution of decision-making power to lower
levels.

Formalization — The degree to which processes, roles, and behaviors
are standardized and documented. o

Hierarchical Structure - A traditional pyramid-like structt%@wrch
multiple levels of authority.

Organizational Culture — The shared values, behefgz'\&’ld ways of
working in an office.

Norms - Unwritten rules that guide how emploSNQs are expected to
behave.

\,
Symbols - Logos, slogans, or items that@esent the organization’s
identity.

Organizational Structure — The seb%@mt shows who does what, who
reports to whom, and how work ﬂ@s

Chain of Command - The l%@%f authority showing who reports to

whom ?@‘
Departmentalization rouping jobs into departments (like HR,
finance, sales, or m ng).

Span of Controt‘ox‘l‘he number of employees directly reporting to one

manager. g{},
Centraliﬁ(é n — When decision-making is mostly done at the top level.
za

Dec @
lev
malization - How much office work is written down, standardized,
nd followed formally.

tion - When decision-making is shared and given to lower

authority.

Office Operations — The daily tasks that keep an office running
smoothly (calls, emails, filing, scheduling).

Office Management - Planning, organizing, and supervising office
work for efficiency.
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53.

54.

55.

56.

57.

58.
59.

60.

61.

62.

63.

64.

65.

66.

Administrative Support — Help given in office work like scheduling,
writing letters, and record-keeping.

Clerical Work — Routine office jobs such as typing, filing, and data
entry.

Correspondence — Official written communication like letters, memos,
or emails.

Organizational Policies — Rules and guidelines set by the company for
employees.

<
Organizational Procedures — Step-by-step instructions on h ffice
work should be done. NO\',\/
Efficiency — Doing more work with less time, effort, or rces.

Coordination — Making sure all teams or departmegts work together
properly.

O -
ICT (Information & Communication Tec@%logy) — Digital tools
(computers, email, software) that improve offie work.

Office Operations Executive — The @son who manages day-to-day
office tasks. N

Centralized Office Management~\“When all admin tasks are handled
by one central office /departm@.

Decentralized Office M ment - When each department manages
its own admin tasks.

Hybrid Office Stru e — A mix of centralized and decentralized office
management. @\'

Managerial lﬂ)fﬂctions — Planning, organizing, staffing, directing, and

controlli@»@@fee work.

Oper%'?o al Functions - Everyday office activities like filing, typing,
sc ing, and communication.

67 % munication Flow — The direction in which information moves in

69.

70.

n office (upward, downward, horizontal).

. Hierarchy - The levels of authority and responsibility in an

organization.

Decision-Making Support — Giving managers correct data and reports
to help them take decisions.

Globalization in Office Management — Adapting office practices for
international communication and teamwork.
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71. Organization — A group of people working together in a structured way
to achieve goals.

72. Vision Statement - A future-oriented statement of what an
organization wants to become.

73. Mission Statement - A short statement describing why the
organization exists and what it does.

74. Objectives — Specific and measurable targets to be achieved.

75. SMART Criteria — A way to set goals that are Specific, Measurabte,
Achievable, Relevant, and Time-bound. %Q’

76. Strategic Objectives — Long-term goals that guide th&@mpany’s
overall direction.

77. Departmental Objectives — Goals set for each de%@nent to support
the company’s mission. o
78. Individual Objectives — Personal goals giverK"c%’employees that align
with company goals. ?O
m

79. Key Performance Indicator (KPI) - A @
well work is being done. S

er or measure showing how

80. Performance Metrics — Data use: % track progress and performance.

81. Alignment — Making sure in@gﬁual, department, and company goals
all support each other.

82. Goal Setting - Deﬁnig%lear goals and KPIs to guide employees.

83. Performance Appraisal — Evaluating how well an employee has done
their job.

84. Strategic Pl@%ning — Setting long-term goals and ways to achieve them.
85. Operati@ Planning - Planning short-term daily activities to achieve

goal @
@C’é
e
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FURTHER READINGS

1.

Office Management by R.K. Chopra - A comprehensive book on
principles, practices, and functions of office management.

. Principles of Management by Harold Koontz & Heinz Weihrich — Covers

fundamental managerial concepts applicable to office operations.

. Administrative Office Management by Zane K. Quible — Practical guide

on office systems, procedures, and technology integration.

. Modern Office Practice by R.C. Sharma - Focuses on contempor@y

office management techniques, including ICT tools. <
. “The Role of Office Management in Enhancing Org Kﬁational
Efficiency” — International Journal of Business and l\é(agement
Studies. O

. “Digital Transformation in Office Management” — I%l ard Business

Review. \Q

. “Adapting Office Operations to the Age of A@icial Intelligence” —

Journal of Information Technology Managemeft.

Ministry of Corporate Affairs (India) %%uidelines on corporate
governance and office record-keeping.

. International Labour Organization, (ILO) reports on workplace

10.

11.

12.

13.

14.

15.

17.

18.

19.

administration and office workfor} anagement.

ISO Standards (e.g., ISO 900 Kﬁr Quality Management, ISO 27001 for
Information Security) applicdble to office operations.

Society for Human Resouree Management (SHRM) — Resources on HR,
policies, and organiza@ al practices.

Free Managementxbibrary — Free resources on office management,
administration, leadership.

Strategic M \"ement: Concepts and Cases by Fred R. David — Explains
en vision, mission, objectives, and strategy.

the link§
Good reat by Jim Collins — Discusses how organizations define and
pu ong-term vision and purpose.

aldnced Scorecard: Translating Strategy into Action by Robert S.
aplan & David P. Norton — Introduces a framework for linking vision

g@ and mission to departmental objectives and KPIs.

Management: Tasks, Responsibilities, Practices by Peter F. Drucker — A
foundational text on organizational management and goal setting.

“The Role of Vision and Mission in Organizational Success” -
International Journal of Business and Management.

“SMART Goals and Their Impact on Organizational Performance” —
Journal of Organizational Effectiveness.

“KPIs: Measuring What Matters” — Harvard Business Review.
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20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.
35.

36

39.

40.

[SO 9001:2015 Quality Management Systems - Emphasizes
organizational objectives, planning, and performance monitoring.

OECD Guidelines on Corporate Governance - Highlights the
importance of aligning vision, mission, and departmental objectives.

MindTools — Mission and Vision Statements — Practical tools for crafting
mission, vision, and objectives.

Balanced Scorecard Institute - Resources on linking strategy,
objectives, and KPIs.

SHRM - Performance Management — Guidance on employee @93,
appraisals, and departmental alignment.

“Business Communication” by Meenakshi Raman & Prak@%ingh -
Good for learning professional English usage in office comn] nication.

“English for Office Communication” (Cambridge Unigrsity Press) -
Focused on vocabulary and phrases used in office

“Effective Business Communication” by Asha Kq@— Practical examples
of emails, reports, and notices.

X
Grammarly Handbook (www. grammarly.céa%andbook) — Quick guide
for grammar, writing, and email etiquette.

Purdue Online Writing Lab (OWL)\—@ree resource for professional
English writing and formatting. . Q»

LinkedIn Learning: Business \@ﬂting and Email Etiquette Courses —
Practical, short Video—baseg }gSons.

Google Docs / MS Word —
using templates.

Google Sheets / Miﬂ@(cel — For maintaining schedules, attendance, and
invoices.

Email Platforﬁ{é-’((}mail /Outlook) — For hands-on experience in drafting
and organi@, emails.

r practice in typing, formatting reports, and

Daily §}1 drafting practice (one formal, one informal).
Maintain a mock visitor logbook in both English and regional language.

@are a sample invoice and meeting agenda.

%%ole play phone call answering with peers.
. Principles of Management by Harold Koontz & Heinz Weihrich — For

basics of organizational structures and functions.

Management: A Global Perspective by Ricky W. Griffin - Comprehensive
view of organizational design and culture.

Organizational Culture and Leadership by Edgar H. Schein — Explains
how culture forms and influences organizations.
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41. Business Organization and Management by C.R. Bansal — Widely used
in Indian context, covering forms of business ownership and
governance.

42. The Fifth Discipline: The Art and Practice of the Learning Organization
by Peter Senge — On how culture and structure drive long-term success.

43. “Organizational Culture: Strong vs Weak Cultures” - Academy of
Management Perspectives.

44. “The Impact of Organizational Structure on Performance” — Journal of
Business Research.

45. “Cooperative Societies in India: Issues and Prospects” — Econo@@ and

Political Weekly. \>
46. Companies Act, 2013 (India) — Official framework \f§ company
structures.

47. Indian Partnership Act, 1932 — Governs partnershi%@ms.
48. Co-operative Societies Act, 1912 & State Acts —)@Jerns cooperatives.

49. OECD Principles of Corporate GovernanBe - For international
organizational structure and accountabili actices.

50. Investopedia — Types of Business Str res

S1. Ministry of Corporate Affairs (MCA) '&ovt. of India — Regulatory updates
for companies. '\ib'

52. National Cooperative Union)&&J India — Resources on cooperative

societies. ;@'
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