
1 
 

STUDY MATERIAL 

OFFICE PROCEDURES & 

PRACTICES 

(SUBJECT CODE-824) 

CLASS-XI 
 

 

 

PART-B 

 
  



2 
 

 ά{ǳŎŎŜǎǎ ƛƴ ƳŀƴŀƎŜƳŜƴǘ ǊŜǉǳƛǊŜǎ ƭŜŀǊƴƛƴƎ ŀǎ Ŧŀǎǘ ŀǎ ǘƘŜ ǿƻǊƭŘ ƛǎ ŎƘŀƴƎƛƴƎΦ     

²ŀǊǊŜƴ .Ŝƴƴƛǎέ           

  UNIT - 1 

INTRODUCTION OF OFFICE, OFFICE MANAGER, ORGANISATIONAL CHARTS AND 

MANUALS 

Introduction 

With the spectacular developments and advancements in the field of science and 

technology, the manufacturing techniques have undergone a rapid change. The 

economies of large scale production have brought into being number of multi-

national business organizations. The ever-widening markets in business also pose 

a challenge to themselves. All these problems can be satisfactorily tackled only 

when adequate information is available. To retain information, to analyze it and 

to furnish it to the management when required, are the basic functions of a 

modern office. 

Objectives 

At the end of this lesson you will be able to: 

¶ Yƴƻǿ ǘƘŜ ƳŜŀƴƛƴƎ ƻŦ ǘƘŜ ǘŜǊƳ άhŦŦƛŎŜέΣ its importance and functions. 

¶ Yƴƻǿ ǘƘŜ ƳŜŀƴƛƴƎ ƻŦ ǘŜǊƳ άaŀƴŀƎŜƳŜƴǘέΣ ƛǘǎ ǇǊƛƴŎƛǇƭŜǎ ŀƴŘ ŦǳƴŎǘions. 

¶ List out the qualities and functions of Office Manager. 

¶ Identify the different types of Organizational structure. 

 

1.1 MEANING OF OFFICE, FUNCTIONS AND IMPORTANCE 

Meaning  

An office is understood to be a place where all the clerical and paper work is 

performed like letters, correspondence, files, record, etc. The office also 

maintains and deals with every paper or documents received in an office. In other 

ǿƻǊŘǎΣ hŦŦƛŎŜ ƛǎ άŀ ŎŜƴǘǊŀƭ ǇƭŀŎŜ ǿƘŜǊŜ ŀƭƭ ǎƻǊǘǎ ƻŦ ŎƭŜǊƛŎŀƭ ǿƻǊƪ ƛǎ ŘƻƴŜ ǘƻ 

coordinate and contǊƻƭ ǘƘŜ ŀŦŦŀƛǊǎ ƻŦ ǘƘŜ ǿƘƻƭŜ ƻǊƎŀƴƛȊŀǘƛƻƴΦέ 

Functions  
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a) To Receive an Information: Information relating to the activities of an 

organization may be received from a variety of sources, which may be internal 

sources or external sources. From internal sources, information may be received 

from various departments, sections or divisions of the organization. From external 

sources, it may be received from suppliers, customers, visitors, other 

organizations, government departments, etc. 

b) To Record the Information: The object of keeping record is to make 

information readily available to the management, whenever required. For this 

purpose, the information received in an office is converted into some form of 

written records. The records are normally kept in an office which includes  

financial and cost accounts, orders, progress of work, hours worked by 

employees, correspondence, etc. 

c) To Arrange the Information: The information collected by an office is rarely 

in the form in which it is given out.  Facts have to be gathered from various 

sources and calculations, tabulations etc. have to be made.  An office is 

responsible for supplying information in the form which best serves the purpose 

of the management. Examples of arranging information are: preparing invoices, 

payrolls, cost accounting, statements, and reports. 

d) To Give the Information: An office furnishes information from its records as 

and when required by the management. The information required by the 

management may be of a routine nature or of a special nature, and may be 

supplied verbally or in writing. 

e) Public Relations Function: An office has not only to maintain cordial 

relations with other departments in the organization but also with outsiders. It 

has, therefore to perform public relation functions as well. Good public relations 

enhance the reputation and goodwill of the organization. Public Relation Officers 

appointed specially for this purpose not only maintains the relations with the 

outsiders but also within the organisation between the staff and management.  

f) Safeguarding Assets: It is the function of an office to safeguard the assets 

of the organization, which may be fixed assets like building, plant, machinery, 

office equipment, lighting and air condition equipment; or which may be 

moveable assets like furniture, typewriters, calculating or accounting machines 
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equipment of various types. Vital records such as major contacts must be properly 

protected; cash must be held in safety or banked; fixed assets should be 

protected against hazards of fire and theft by taking out suitable insurance 

policies. 

 

Importance  

An office is an important and indispensable part of every organization, big or 

small. Be it a government institution, trading or manufacturing organization, a 

ƘƻǎǇƛǘŀƭ ƻǊ ŀƴ ŜŘǳŎŀǘƛƻƴŀƭ ƛƴǎǘƛǘǳǘƛƻƴΣ ŀƴ ƻŦŦƛŎŜ ƛǎ Ǿƛǘŀƭ ŦƻǊ ƛǘΩǎ ŦǳƴŎǘƛƻƴƛƴƎΦ ¢ƘŜ 

office acts as a storehouse and nervous system of every operation of a business 

concern. A well-managed office is an indispensable aid to management, it helps 

the management to plan its operations intelligently and put them in action 

completely.  The office co-ordinates all the activities of the business. Without an 

efficient and organized office, business activities cannot be carried through 

ǎȅǎǘŜƳŀǘƛŎŀƭƭȅΦ  Lǘǎ ƛƳǇƻǊǘŀƴŎŜ Ƙŀǎ ǊƛƎƘǘƭȅ ōŜŜƴ ŜȄǇƭŀƛƴŜŘ ōȅ [ΦwΦ 5ƛŎƪǎŜŜΣ άhŦŦƛŎŜ 

ƛǎ ǘƻ ŀ ōǳǎƛƴŜǎǎ ǿƘŀǘ ǘƘŜ ƳŀƛƴǎǇǊƛƴƎ ƛǎ ǘƻ ŀ ǿŀǘŎƘΦέ !ǎ ǘƘŜ ǿŀǘŎƘ Ŏŀƴƴƻǘ work 

without its mainspring, we cannot think of running a business without the office. 
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1.2   CHANGING SCENE ς PAPERLESS OFFICE AND VIRTUAL OFFICE 

Paperless Office 

A paperless office is a work environment in which the use of paper is eliminated 

or greatly reduced. This is done by converting documents and other papers into 

digital form. Going paperless can save money, increase productivity, save space, 

make documentation and information sharing easier, keep personal information 

more secure, and help the environment. The concept can be extended to 

communications outside the office as well. 
 

Definition 

The idea is that office automation would make office paperless for routine tasks 

such as record-keeping and bookkeeping, and it came to prominence with the 

ƛƴǘǊƻŘǳŎǘƛƻƴ ƻŦ ǘƘŜ ǇŜǊǎƻƴŀƭ ŎƻƳǇǳǘŜǊΦ ¢ƘŜ ǘŜǊƳ άtŀǇŜǊƭŜǎǎ hŦŦƛŎŜέ ǿŀǎ ŦƛǊǎǘ ǳǎŜŘ 

in commerce by an automated office equipment company, in 1978. This has 

increased ease of document production and widespread use of electronic 

communication, which resulted in users receiving large numbers of documents 

that are often printed out. However, since about 2000, at least in the US, the use 

of office paper has leveled off and is now decreasing, which has been attributed 

to a generation shift, younger people are believed to be less inclined to print out 

documents, and more inclined to read them on a full-color interactive display 

screen. 
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Eliminating Paper- Automation and Electronic Forms  

The online system has almost eliminated the need for paper nowadays, such as 

replacing index cards with database typed letters and faxes with email, and 

reference books with the internet. Another way to eliminate paper is to automate 

paper-based processes that rely on forms, applications and surveys to capture 

ŀƴŘ ǎƘŀǊŜ ŘŀǘŀΦ ¢Ƙƛǎ ƳŜǘƘƻŘ ƛǎ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ ΨŜƭŜŎǘǊƻƴƛŎ ŦƻǊƳǎΩ ƻǊ Ψ Ŝ-ŦƻǊƳǎΩ   ŀƴŘ 

is typically prepared by using existing print-perfect documents in electronic 

format, filling  data manually  online providing secure methods to submit form 

data to processing systems, and digitally signing the electronic documents 

without printing. 

The technologies used with electronic forms automation include: 

¶ Portable Document Format (PDF): To create, display and interact with 

electronic documents and forms. 

¶ E-form (electronic form) Management Software: To create, integrate and 

route forms and form data with processing systems. 

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

¶ Workflow Platforms: A route information, documents and direct process 

flow. 

¶ Digital Signature Solutions: To digitally sign documents (used by end-

users). 
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¶ Web Servers: To host the process, receive submitted data, store 

documents and manage document rights. 

                              

 

Virtual Office 

A virtual office is business location that exists only in cyberspace. A virtual office 

set up allows business owners and employees to work from any location by using 

modern technologies by the use of laptops, computers, cell phones and internet 

access. It helps in saving of rent of a traditional office space. Personal meetings 

are replaced by teleconferencing and video conferencing and transmission of 

documents is done electronically. Each employee in the virtual office can work 

from his convenient location and is not restricted to hiring employees locally. 

Thus, it expands job options for employees and hiring options for businesses.  

1. Communication Services 

a) Remote receptionist: A traditional receptionist is replaced by the team of 

workers working remotely using high-tech Computer Telephone Integration (CTI) 

Software. 

b) Virtual assistant: A virtual assistant works from home and rarely meets his 

client face to face. A virtual assistant typically has no access to CTI software. 

c) For the Purpose of Receiving and Transmitting a large number of requests by 

telephone, answering services/call centers operate from a centralized location.  

d) Voicemail is a low-cost technology that stores voice messages electronically. 

Recent advances in technology allow for the conversion of Voicemail messages to 

email making message retrieval far more convenient for business owners.  
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e) Virtual office space: Virtual office gives a chance to own a high profile reputed 

address in a desired city at a fraction of buying or renting cost of such an address. 

 

       

2) Space Services 

a) Professional Address: A prestigious building of the area is used as the business 

address. A professional address increases the privacy and personal security 

concerns of running a home-based business. A user can expand into new markets 

by utilizing a provider with multiple locations to establish a professional presence 

in the desired growth markets. 

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

and forwarding mail without the connotations of a PO Box.  

c) Open Envelope Scanning: A handler opens the mail and scans the contents, e-

mail or transfer the digitized documents onto a cloud-based file storage system 

that users can access immediately. The opened physical mail is then shredded 

unless further storage is requested. 

d) Business Meeting Space: The on-demand use (hourly, daily or weekly) of 

conference rooms and offices for meetings. Meeting space can often be rented at 

short notice. 

e) On-site Amenities: A full-service virtual office will provide broadband internet, 

fax-copier-printer, advanced phone features, conference calling, video 

conferencing, kitchenette and a business-worthy lobby/waiting area. 
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f) Virtual Office Solution: Virtual office solution gives dual advantage in whichever 

city our need is based and a reputed business address which would marginalize 

the gap created by established brand value.  

g) Live Virtual Answering Service: A virtual answering service is an automated 

system with a live virtual receptionist. This kind of service can be enjoyed without 

purchasing expensive equipment. 

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

cards, attorney consultations 

1.3  CENTRALIZATION AND DECENTRALIZATION OF OFFICE SERVICES ς 

ADVANTAGES AND DISADVANTAGES 

Centralization: By centralization we mean where all the office services, i,e., 

recording, computing, communicating, etc., are carried on in the central office 

and managed by the General Manager. The other departments have not to do any 

office work except that which is directly concerned with their own departments. 

Advantages of Centralization 

a) Equal Distribution of Work: In the centralized office, whole of the work is 

done in the Central place.  The supervisor distributes the work equally 

amongst the members of the staff. The moment any employee gets free, he is 

assigned more work. Thus there is an equal distribution of work 

b) Elimination of Duplication of Work: Under centralization, the work can be 

done by the common set of staff and equipment. Thus there will be no 

duplication of work and equipment.  

c) Economy- Double set of typists, machines, etc., will not be necessary which 

means less expenditure of the office. 

d) Better Supervision: When all the members of the staff will be at one place, 

they can be supervised by one person as against many Supervisors under 

decentralized set up. Therefore, there can be better supervision and co-

ordination.  

e) Specialization: Under centralization, each worker will be required to perform a 

particular type of work over and over again and thus becomes a specialist in 

his work. The result will be better, quicker and efficient performance. It will 
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mean higher production at a lower cost. As a matter of fact, specialization has 

become a necessity now-a-days. 

f) Standardization: All the workers will be under the supervision of one person 

who will evolve a particular method of working in the department. Same type 

of machines and methods will be in use. Thus, every member of the staff 

knows the procedure of the machines and methods of work in use. Hence 

there is a standardization of business methods and equipment. Thus no 

difficulty will be felt if any member of the staff is absent as another clerk can 

be deputed in his place because everyone in the office knows the procedure 

and system. 

g) Handling of Peak Loads: Generally it is seen that in the evening there is more 

work when the mail has to be sent. If there is centralization, the work at the 

peak hours can be easily performed by the central office where there are 

many clerks who will handle the work without any difficulty. There will be no 

necessity of overtime work.  

h) Greater Flexibility in the Use of the Staff: If the supervisor finds that some 

additional work has to be completed in a particular period he may transfer any 

worker to help others. Thus every clerk knows the different types of work to 

be performed in different sections of the office. Similarly if a particular clerk is 

on leave another clerk may be deputed to perform his work. Thus there is a 

greater flexibility in the use of staff.   

 

Disadvantages of   Centralization 

a) Delay in Work: Whenever a Departmental Manager requires any information, 

he will have to get it from the Central Office as all the records are maintained 

there. It is possible that the Central Office may be at a distance and thus it may 

take some time to get the necessary information. 

b) Possibility of Error: The Central Office may commit mistakes as it has second 

hand information which it gets from the Department head and, therefore, the 

information may be misunderstood by the Central Office as it is over-loaded. 

c) Departmental heads feel inferiority complex as they think that it is the Central 

Office which is considered supreme to which they have to send necessary 

records and information.  
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d) The Central Office takes its own time to furnish the information required by 

the Departmental Manager. 

e) A too rigid central control may cause frustration. 

f) There is no direct contact by the Central Office with the departments. 

g) Each department has its own technicalities or specialization which may not be 

understood by the Central Office which has to maintain departmental records 

and to furnish them whenever so required by the departments. The Central 

Office may not understand these technicalities.  

Decentralization:  Decentralization office is that where each department or 

section runs its own office in which case there is no Central or General Office. 

Each of these departments have their own supervisors, its Stenotypists, clerks etc. 

Advantages of Decentralization 

a) Saving of Time: The departmental office has not to get the necessary papers 

or files from the central office as they are departmentally maintained. Thus 

much time is saved to do the work. 

b) Secrecy: Since the department maintains all the papers, files, etc., pertaining 

to the department, secrecy can be maintained as some of the papers may be 

of confidential nature. 

c) Team Spirit: Since the workers are more or less permanently attached to the 

department a spirit of loyalty is created amongst them and therefore they 

perform the work more enthusiastically.  

d) More Efficiency: There is more efficiency in the performance of the work by 

departmental workers as they have to do the same kind of work over and over 

again every day, every week and every month and so on. 

 

Disadvantages of Decentralization 

a) Unequal distribution of work: In decentralized office, some of the staff 

members in some departments have more work to do while in other 

departments there is less work which means the staff sits idle. Hence there is 

unequal distribution of work in decentralization which leads to wastage of 

time and manpower. 
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b) Uneconomical: As every department requires separate equipment, space and 

manpower, decentralization proves to be uneconomical.  

1.4     QUALITIES AND FUNCTIONS OF OFFICE MANAGER 

Office manager is an individual, a fulltime Officer of any organization who is 

entrusted with the work of managing the office. He is a key man in the 

organization and is at the top of the organizational pyramid. He is responsible for 

all clerical functions performed in an organization. He is an officer who decides 

about who has to do the work, how it has to be done and how it has to be done. 

Office Manager is a line manager for his own department and acts as a staff 

manager for other departments.  

Qualities  

a) Education: An Office Manager should possess a required academic degree 

from a University preferably in commerce and management. He should have 

proficiency in English and command over other regional languages as well. 

b) Training: Special training in business administration, accounting, business 

procedures, office machines and computer shall help the manager to guide 

and direct work to be performed by others.  

c) Experience: He must have experience in similar position in a same type of 

industry. Experienced manager is an asset for the business organization, wide 

experience help manager to anticipate and solve the problems easily. 

d) Personal Qualities: In order to perform the task of an office manager, a 

person must have common sense, self-confidence, emotional control, 

initiative, leadership qualities and a sense of responsibility and discipline. He 

must have power to analyse the problem.  The ability to delegate his 

authority shall help him to make a good manager. 

e) Professional Interests: He must take keen interest in the development of 

technology having impact on office work. It is appreciated if he is a member of 

some professional body in the field of management. He must read and 

subscribe newspaper, magazines and journals in the field of office and 

management. 

Function of Office Manager 



13 
 

Functions of an office manager are to manage the office and office work. The 

scope and extent, however, depends on: 

a) Size of a business enterprise. 

b) Nature of business.  

c) Extent of authority granted to him.  

Following functions are commonly performed by Office Mangers: 

a) Chief function is to plan, organize and control office activities.  

b) He acts as a line executive for his own department and staff executive 

(advisor) for other departments. 

c) He is to develop people through delegation and cultivating team spirit. 

d) He is to observe rules, regulations, laws etc. imposed or demanded by 

government. 

e) Designing and planning layout so as to ensure smooth flow of work. 

f) Ensure better physical facilities and other environmental factors. 

g) Safeguarding and maintenance of building and other assets of office. 

h) Selection, purchase, maintenance and replacement of furniture, equipment 

etc. 

i) Preparation of organization chart and manual. 

j) Design and improve systems, procedures and methods. 

k) Organizing and supervising office correspondence, filing, indexing, mailing, 

copying and duplicating. 

l) Selection training, remuneration, promotion and maintenance of personnel. 

m) Setting up of standards of work and output and measuring office performance 

for control purpose. 
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According to Leffingwell and Robinson an Office Manager is responsible for 

following functions or jobs: 

a.  He is to determine how work in an office is to be performed. 

b. He makes himself familiar with every type of work in a company. 

c. He coordinates with all the departments of the office. 

d. He studies best way of performing work and establishes uniform work 

methods. 

e. He prepares written standard instructions and sees that they are followed.  

f. He builds efficient routines. 

g. He designs and redesigns forms to accomplish the purpose effectively. 

h. He sets up specifications for position of clerical nature and provides 

standard methods of selection, training and supervising clerical workers. 

i. He determines fair rates of pay for each kind of office work. 

j. He establishes standards of performance. 

k. He sets up methods of measuring performance and provides an incentive 

system for accomplishment. 

1.5 ORGANIZATIONAL CHART AND OFFICE MANUAL ς ADVANTAGES AND 

DISADVANTAGES  

Organization Chart 

 



15 
 

An organization chart is a kind of information chart which indicates different 

departments, divisions and units into which the activities of the organization have 

been grouped. In addition, it shows the positions held by different executives and 

their subordinates in the departments, divisions and units as well as the 

relationship between the functions and the lines of authority and responsibility 

among them. It also states the functions of each employee, the officer to whom 

he is responsible for his work and the subordinate who is responsible to him. The 

organization chart is not that of an organization structure, it is only a graphical 

representation of the line of authority and responsibility among  different 

positions. 

The chart may either be a personnel organization chart or a functional 

organization chart. While the personnel organization chart states the positions 

held by different individuals with their names and designations, the functional 

organization chat depicts the functions of different positions in the organization.  

Advantages  

The advantages of organization chart are: 

a) It shows, at a glance, the lines of authority and responsibility. Each 

employee knows his position in the organization clearly. 

b) It enables the management to locate the defects, if any, in the organization. 

It also helps the management to control the results in a better way. 

c) Any gaps or overlapping in authority or responsibility can be avoided by 

suitable corrective action. 

d) Lǘ ǎŜǊǾŜǎ ŀǎ ŀ ǾŀƭǳŀōƭŜ ΨƎǳƛŘŜΩ ƛƴ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴ ŀƴŘ ƘŜƭǇǎ 

in training new recruits. 

Disadvantages 

The disadvantages of an organization chart are as follows: 

a) It states only the formal relationships and does not show the informal 

relationships within the organization. 

b) It shows a static position and cannot truly represent flexibility which usually 

exists in the structure of any dynamic organization. 
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c) Lack of flexibility in the chart may discourage the initiative of enterprising 

employees. 

d) There is a chance of confusion and misunderstanding among the 

employees, if the chart is not prepared correctly.  

In spite of its drawbacks, the organization chart is necessary for the organization. 

It serves as a tool of management and a valuable guide in understanding the 

organization. It helps every employee to know his authority and responsibility.  

Office Manuals 

When the office systems or procedures are reduced in writing in the form of a 

book they are called office manuals. These office manuals lay down the 

instructions as to: 

a) What has to be done. 

b) When it has to be done. 

c) How it has to be done. 

These written instructions are issued to the staff to acquaint them with their 

duties which are called Duty Lists. The office manual is prepared and maintained 

by the management and only the Duty List is issued to the staff. 

Advantages  

a) It is easier for the management to supervise as the procedures are known to 

the members of the staff.  

b) It is a kind of authority on the procedures. 

c) Training of the staff can be made easier. 

d) Amendments can be made from time to time according to the experience 

gained. 

e) As the manual contains written instructions with respect to their jobs, there is 

no need to explain them to employees time and again. 

f) While preparing the manual, each job is studied thoroughly and re-examined. 

This helps in bringing uniformity in the methods of doing different office jobs. 

g) Use of office manuals facilitates delegation of authority and management by 

objectives. 

Disadvantages  
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a) It is expensive to prepare such manuals. 

b) It is difficult to keep them up to date and will have to be received from time to 

time. 

c) Sometimes the performance of the work becomes rigid because of these 

manuals as they have to be followed irrespective of the exigency of the case. 
 

Check your progress 

Questions:  

a) What is an Office?  

b) No organization worth the name can exist without an efficient office. 

Comment on this statement and bring out the functions that an office 

performs. 

c) How far do you think the paperless office or virtual office will benefit the 

nation as a whole?  How far is it successful? 

d) Write down the drawbacks of paperless office or virtual office. 

e) What do you mean by Centralization and Decentralization of Office? 

f) How Centralization does differs from Decentralization? 

g) Write the drawbacks of Decentralized office. 

h)  ά¢ƘŜ ƻŦŦƛŎŜ Ƙŀǎ ŀƴ ƛƳǇƻǊǘŀƴǘ ǊƻƭŜ ǘƻ Ǉƭŀȅ ƛƴ ǘƘŜ ƳŀƴŀƎŜƳŜƴǘ ƻŦ ōǳǎƛƴŜǎǎ 

ŜƴǘŜǊǇǊƛǎŜ ƛƴ LƴŘƛŀΦέ 5ƛscuss. 

i) 5ŜŦƛƴŜ ΨhŦŦƛŎŜ aŀƴŀƎŜǊΩΦ 

j) Describe the functions of an office manager in a big modern office. 

k) State the considerations to be taken into account while drawing an 

organization chart.  

l) ²Ƙŀǘ ƛǎ ŀƴ ΨhŦŦƛŎŜ aŀƴǳŀƭέΚ Iƻǿ ŦŀǊ ƛǘ Ŏŀƴ ƘŜƭǇ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴ ŀƴŘ its 

workers in an office? 

Assignments 

a) You are given a chance to plan an office for your own business which you 

have started at a small scale. Chalk out the detailed proposals with your 

teacher. 

b) Create your Email ID for your virtual office.  

c) Draw an organizational chart of a manufacturing company in your Project 

file 
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d) [ƛǎǘ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŦƻǊ ǘƘŜ ŀŘƳƛƴƛǎǘǊŀǘƛǾŜ Ǉƻǎǘ ǿƘƛŎƘ ŀƴ ΨhŦŦƛŎŜ  aŀƴǳŀƭΩ 

should contain. 

 

------------------------- 
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ñSpace Management Tools facilitate smart space layout and environment 

management decisions as they help in real-time viewsò. 

UNIT - 2 

OFFICE ς SPACE & ENVIRONMENT MANAGEMENT   

2.1 Office Layout, Open and Private Office ς Advantages and Disadvantages 

Office Layout 

Office layout is one of the most important task, though often overlooked 

factor of Office Management.   It is the systematic arrangement of all the physical 

components i.e. office equipment, machines and furniture and providing proper 

space to office staff  as per the  available floor space to provide maximum comfort  

to the staff and to  co-ordinate properly  for regular performance of work with 

efficiency. In other words, it means the arrangement of different departments of 

an organization at suitable places in order to ensure smooth functioning of the 

departments, convenience to the employees and free flow of work from one 

department to another. 

 The following points should be kept in mind while laying out an office for 

business:- 

a) The entire office should preferably be on the same floor and the rooms should 

be adjacent to each other so that the sections whose work is interconnected 

facilitate the flow of work. 

b) The rooms of the Receptionist should be near the main entrance very that the 

staff is not disturbed by the frequent visit of outsiders. 

c) The room of the executives or officers whom outsiders have to visit so often 

should be near the room of the receptionist so that the visitors may not have 

to cross the whole office where the clerks are working. 

d) Keeping in mind the high rate of rent in the prevailing market, full use of office 

space should be made. 

e) ¢ƘŜ ŦƛƭƛƴƎ ŎŀōƛƴŜǘǎ Ƴŀȅ ōŜ Ƨǳǎǘ ŀǘ ŀ ƘŀƴŘΩǎ ŘƛǎǘŀƴŎŜ ǎƻ ǘƘŀǘ ǘƘŜ ŎƭŜǊƪǎ ƳŀȅΣ ƴƻǘ 

have to go at a distance to fetch or replace a file otherwise there will wastage 

of time. 
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f) The table of the supervisor or an officer should be so located that he can 

watch or observe as to what is happening in the office and that the clerks are 

not whiling away their time in idle talk. 

g) The rooms of the clerks using noisy equipments such as type-writers, 

cyclostyling machines, calculating machines, etc., should be away so that the 

other clerks are not disturbed by the noise. Alternatively, sound-proof 

partition walls should be raised. 

h) The movement of the messengers or peons who have to carry papers or files 

from one room to another should be minimized or the alternative 

arrangement may be made so that they may not have to pass by the tables of 

other clerks creating disturbance to them. 
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i) Record room should be easily accessible without waste of much time.

 

Open Office  

A large room where all the departments, staff and equipment are accommodated 

without partition wall is known as Open Office. Each department or section of the 

office is allotted a separate space under the same roof and separated by 

wooden/steel partitions.  This helps in full utilization of space and ensures better 

control.  Office managers normally prefer to have an open office because of the 

following reasons:- 
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Advantages of Open Office 

a) It facilitates better utilization of office space as more number of employees 

can be accommodated by raising cabins upto the height of 4-6 feet. This 

results in reducing the cost of office operations. 

b) Free flow of natural light and air is possible as there are no high partitions. It 

may help in having uniformity in lighting and ventilation. This increases the 

efficiency of the staff. 

c) Open office reduces the cost of supervision as the number of supervisors 

required to supervise the staff in an open office is less.   

d) The staff does not have to move from one place to another for the want of 

some file or discussion as they are provided filing cabinets within their cabin. 

Hence, it minimizes the movement of the staff. This helps in saving of time. 

e) It facilitates greater flexibility in planning and layout. It can be arranged or 

rearranged as per the changing requirements of the office.   

f) As the employees can see each other, communication among them becomes 

easier and quicker. 

Disadvantages of Open Office 

a) No unit or section will have a separate entity in an open office. 

b) The staff gets disturbed by the noise due to conversation among employees 

and working of machines may affect the efficiency of the office staff. 



23 
 

c) It may cause overcrowding in the office. 

d) The concept of open office is not suitable for the work which requires secrecy 

and concentration of work. 

e) It may lead to distraction caused by visitors to the office. 

f) It is difficult to regulate ventilation, lighting, heating or cooling to suit needs of 

every individual working in the office.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       

Private Office 

Even though the modern tendency is to adopt the open office system, it should be 

noted that the private offices cannot be dispensed with completely because a few 

private offices will have to be provided for top executives and for work which is of 

a confidential nature and which requires privacy and concentration. Private 

offices are small rooms which are separated by partitions. They are usually meant 

for top executives like Managing Director, General Manager, Personnel 

Department Manager, etc. 

Advantages of Private Office  

a) It increases the status and prestige of the officer. He commands the respect of 

employees. 

b) It suits very well for such work which is of a confidential nature. 

c) Work requiring absence of noise can be done properly in a private room. 

d) In a private office, noise is eliminated, and this increases efficiency. 

e) Disturbances caused by ringing of phones, conversations between the 

employees and other types of sights and sounds in an open office set up can 

be avoided in private offices. 

f) The private office layout provides the sufficient amount of room space and 

desk. In an open office, employees are provided cubicles or small desks space 

which is often not sufficient for employees handling tons of paperwork on 

daily basis. 

Disadvantages of Private Office 

a) There is wastage of valuable space because of partitions and corridors. 

b) Supervision becomes costly and less effective. 

c) Because of barriers and obstructions, the flow of natural light and air is 

prevented. 
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d) Layout becomes less flexible and changes in the layout cannot be made 

quickly. 

e) Because of walls and partitions, free flow of work is hindered. 

f) It necessitates the movement of staff from one room to another. 

g) The presence of a number of private rooms may affect inter-communication. 

                
 

2.2 Front and Back Office 

Front Office: The front office also called reception is an area where visitors first 

encounter a staff at a place of business. Front office staff deals with each and 

every query of the visitor and put them in contact with a relevant person in the 

ƻŦŦƛŎŜΦ  ¢ƘŜ ǘŜǊƳ ΨŦǊƻƴǘ ƻŦŦƛŎŜΩ ƛǎ ƛƴ ŎƻƴǘǊŀǎǘ ǘƻ ǘƘŜ ǘŜǊƳ ΨōŀŎƪ ƻŦŦƛŎŜΩ ǿƘƛŎƘ ǊŜŦŜǊǎ 

ǘƻ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ƻǇŜǊŀǘƛƻƴǎΣ ǇŜǊǎƻƴƴŜƭΣ ŀŎŎƻǳƴǘƛƴƎΣ ǇŀȅǊƻƭƭ ŀƴŘ ŦƛƴŀƴŎƛŀƭ 

departments which do not interact directly with customers. 

The front office receives information about the customers and then passes this on 

to the relevant department within the company. The company needs to give 

training to the front office manager as this position come in contact with 

customers directly.  The front office makes up sales, marketing and customer 

support. 
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The most common work for the front office staff will be to get in touch with 

customers and guide them in the office. Staff working at the front office can also 

deal with simple tasks such as printing tasks and receiving and sorting emails. 

 

 

Back Office:   A back office is a place where the administrative work  and support 

tasks are actually required to run the company. The back office personnel do not 

ŎƻƳŜ ŘƛǊŜŎǘƭȅ ƛƴ ŎƻƴǘŀŎǘ ǿƛǘƘ ŎƭƛŜƴǘǎΦ  ¢ƘŜ  ǘŜǊƳ ΨōŀŎƪ ƻŦŦƛŎŜΩ ŎƻƳŜǎ ŦǊƻƳ ǘƘŜ 

building layout of early companies where the front office would contain the sales 

and other customer facing staff and the back office would be those manufacturing 

or developing the products or those involved in administration without being 

seen by customers. People recruited in back office positions carry out functions 

such as settlements, clearances, record maintenance, accounting etc. 

2.3  Elements of Office Environment  

The efficiency of the workers depend not only on their training and aptitude but 

also on their capacity and willingness to work which is possible when proper 

environment and working conditions are provided to them. Physical discomforts 

produce fatigue and cause mental strain. Favourable working conditions increase 

the efficiency of the workers. Such conditions induce concentration and avoid 

distraction. The following physical conditions and environments in the office can 
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be considered for increasing the efficiency of the workers and consequently the 

output. 

2.3.1 Ventilation:  The office should be well ventilated.  Constant flow of fresh air 

in the office will reduce the fatigue. The rooms will become suffocated if there is 

no proper ventilation especially in the rainy season. It will create drowsiness in 

the workers which lowers their efficiency. In summers, when hot winds blow, 

cause irritation to staff working in the office. Ventilation can be improved by the 

following methods: 

a) Lobbies should have two doors, the outer and the inner, so that both the 

doors do not open at the same time. Similarly in winter the rooms will remain 

warm. 

b) The windows should be protected by fine wire gauge which will help in cross 

ventilation.  Air conditioning of office can also solve the problem but its initial 

cost as well as the maintenance cost is very high. 

c) Fans/Exhaust Fans may also be of great help. 

2.3.2   Office Lighting: 

The office should have adequate natural light. Free flow of natural light is 

conducive to efficient working. Inadequate light causes strain on eyes. It may 

cause mistakes and even accidents. In case the natural light is not available, 

artificial light will serve the purpose. Artificial light increases the cost of office 

maintenance. Adequate light increases efficiency and consequently the output. 

This is especially important where figures or drawing work is done in the office. 

Natural Light:  When selecting or designing a building, care should be taken that 

the office is not shadowed by any other building.  There should be large window 

panes to allow more natural light. It may not be possible in all cases. Therefore 

the Manager should see that rooms with more light are assigned to the workers 

who have to do figure work like Accountants, Clerks or those who have to do 

drawing work as in the office of an Architect. If the office occupies the whole of 

the building the top floor may be given to this staff. If even this is not possible, the 

tables of the workers may be placed near the window. 

Artificial Light:     Artificial lighting system is of four kinds: 
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a) Individual Desk Lighting:    Each clerk is provided with a lamp in addition to the 

common light for the room. It is an expensive system and causes consumption 

of more electricity. 

b) Direct Light:  In such a case light with shades is suspended from the ceiling and 

thus the light falls directly on the table of the worker, such a system of lighting 

causes shadow. 

c) Indirect Light:   Under this system the light fixtures are fitted facing the ceilings 

which in turn reflect it downward. Such a method reduces the glare and gives 

uniform distribution of light shadows. But it does not give intensity of light on 

the working surface. 

d) Fluorescent Lights:- Fluorescent tubes give a diffused light. This system of 

lighting has become very popular in the office. It is a cheap system of lighting. 

While fixing the tubes, care should be taken to avoid glare from the unshaded 

tubes which may cause distraction to clerks. The consumption of electricity is 

also less. Of course the installation costs are higher. LED lights are more in use 

these days as it helps in reduction of cost of electricity bills. 

 

 

2.3.3  Cleanliness: 

A modern well cleaned office will create a lasting impression on its workers and 

clients. A light, bright and clean office contributes to staff morale. If the office is 

neat and clean it will not only contribute to the general health and well being of 

the clerks but also to the neatness and accuracy of the work put in by them and 

the workers will take a pride of  their office. 
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Even though the office room is cleaned once a day dirt is bound to accumulate on 

the top of filing cabinets, shelves and behind almirahs, typewriting table, etc.. A 

definite program of special cleaning of such places, say every Monday or once in 

fortnight, should be laid down and strictly followed.  Rooms should be swept 

every morning before the members of the staff reach the office. Tables and chairs 

and cupboards should be dusted after the floors have been swept. 

2.3.4 Sanitation:  Maintaining a clean work environment is very important in 

preventing food borne illness, bacteria grow on unsanitary surfaces and then 

contaminate food.  Office is a place where the workers spend their lot of time 

every day. Insanitary conditions will affect their working capacity. The office 

should be free from bad odours. Proper cleaning of the office every day and 

spraying it with disinfectants will be conducive to sanitation. Toilets and urinals 

should be cleaned several times a day. Sufficient number of such conveniences 

should be provided according to the number of the workers in an office. 

2.3.5 Heating and Air Conditioning 

 If the rooms of the workers are too cold or too hot they may feel uncomfortable 

and may not be able to concentrate fully on the job. Humidity of the right type is 

of utmost importance from the health point of view. Even heat in winters 

throughout the rooms will be an ideal system of heating. In summer exterior 

sunblinds or interior venetian blinds keep the office cool. The temperature of the 

room, if possible should be automatically regulated, if the rooms are hot, the 

clerks feel drowsiness and consequently may commit mistakes and there might be 

reduction in the output. 

 



29 
 

                      

2.3.6 Noise                                                                                                                               

Noise is common complaint of staff in the offices. It causes distraction to the 

workers. It is sometimes the cause of irritation. It causes mistakes and delays. It 

causes fatigue to the workers. It may result in inefficiency of the workers.  It 

decreases productivity especially for complex or difficult tasks.   Noise may be 

1) Internal 

2) External 

Internal Noise 

The internal noise is usually caused by the following factors: 

a) Office Machines; 

b) Creaking doors; 

c) Talking by the clerks; 

d) Clinging of the bells of telephones and call bells; 

e) Removal of chairs when the workers get up from their seats or the movements 

of the clerks or peons from one room to another. 

External Noise 

The external noise is caused by transportation systems, motor 

vehicles, aircraft, and trains.  Even the offices situated in busy streets and 

domestic areas are also conducive to external noise. The external noise can be 

reduced if the premises selected for office is away from these areas. Double 

windows with sufficient air space in between the two panes will reduce the 

noise from the street.  Sound absorbent walls will go a long way to reduce the 

noise. 

2.3.7 Health 

Health of the employees cannot be overlooked as far as the provision of 

physical environment to the staff is concerned.  Overcrowding in the rooms 

should be avoided as it affects the health of the staff. About 40 cubic feet of 

space should be provided per person.  Clean and adequate drinking water 

https://en.wikipedia.org/wiki/Transport
https://en.wikipedia.org/wiki/Motor_vehicle
https://en.wikipedia.org/wiki/Motor_vehicle
https://en.wikipedia.org/wiki/Aircraft
https://en.wikipedia.org/wiki/Trains
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should be available for the staff. Washing facilities should be provided where 

necessary. Clean and hygienic canteens can be set up in the offices where food 

can be supplied to the employees at subsidized rates.  It should be located at a 

suitable place. Management of the canteen should be in the hands of the 

representatives of the employers and the employees to see that the quality 

and quantity sold is not below the standard. 

2.3.8 Safety ς First Aid Box, Fire, Accident etc. 

A few measures for the safety of the workers are given below: 

First Aid Box:  One first Aid Box should be provided for workers. The box 

should be in the charge of a person trained in First Aid. Atleast two or three 

members of the staff should be trained to render first aid in case of need. The 

first aid box should be kept at a convenient place. 

Fire Precaution:  Fire extinguishers should be provided. The workers should 

know how to use a fire extinguisher in case of emergency. Such fire 

extinguishers should be placed at convenient places. Fire exits and escape 

routes should be clearly marked. Fire alarm should be fixed and tested from 

time to time. The workers should be made familiar with those precautions.  

Accidents: Offices are not usually dangerous places but still accidents do 

occur. The majority of accidents can be avoided by taking the correct safety 

measures. To avoid accidents, there should not be potholes on the floors. 

Carpets and durries should be mended if torn and frayed so that the clerks 

may not trip over while walking. Stairs must have railings. Files should not be 

placed on the top of the almirahs lest the clerk might not fell down. Step 

ladders should be provided for high reaching shelves. To save the employees 

from electric wires, cords of heaters or fans should be regularly checked.   

Electric machines, switches and appliances should be tested from time to time 

to avoid accidents because of leakage. Razor blades should not be kept in the 

drawers of the tables. They should not be thrown on the floors after use. 
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Questions:  

1. Indicate whether the statement is true or false: 

a. Nearness of services is not an important factor in choosing the location. 

b. Proper layout results in smooth flow of work. 

c. Private office minimizes the movement of staff. 
 
d. LED bulbs consume less wattage than fluorescent tubes. 
e. Air-conditioner controls temperature as well as humidity. 

f. Light music marks unwanted noise. 
 

2. Short Answer Type: 

Write few lines on the following: 

a) Security in offices 

b) Noise control 

c) Air-conditioning 

d) Safety arrangements 

3.  ά[ŀȅƻǳǘ ƛǎ ǾŜǊȅ ƛƳǇƻǊǘŀƴǘ ŦƻǊ ƻŦŦƛŎŜ ƻǇŜǊŀǘƛƻƴǎΦέ 9ȄǇƭŀƛƴΦ 

4. State the factors you will keep in mind while laying out an office for your 

organization. 

5. 5ƛǎŎǳǎǎ ΨhŦŦƛŎŜ [ƛƎƘǘƛƴƎΩ ŀǎ ŀƴ ƛƳǇƻǊǘŀƴǘ ǇƘȅǎƛŎŀƭ ŦŀŎƛƭƛǘȅΦ !ƭǎƻ ƎƛǾŜ ŎƘƛŜŦ 

characteristics of light. 

6. Point out different psychological factors to be considered at the time of 

planning physical facilities in office. 
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7. Distinguish between: 

a) Artificial lighting and natural lighting 

b) Air-conditioning and ventilation 

c) Security and secrecy 

8. Why noise control is essential and how it can be achieved? 

9. Discuss the importance of good working environment for the office staff. 

10. The modern tendency is to adopt open office instead of accommodating    

departments ƻǊ ǎŜŎǘƛƻƴǎ ƛƴ ǎŜǇŀǊŀǘŜ ŎƻƳǇŀǊǘƳŜƴǘǎΦέ {ǘŀǘŜ ǘƘŜ ŀŘǾantages and 

disadvantages of an open office in comparison with separate rooms. 

11. Differentiate between a Private and an Open office. Which is more suitable 

for secrecy point of view? 
 

Assignment 

1. While designing an office for your organization, draft a  plan suggesting 

your boss about lighting, ventilation and furnishings for the office. Click the 

pictures and paste in your Project File. 

2. Motivate your Junior Class students of your school in keeping cleanliness in 

their premises and guide them about different drawbacks of Noise Control.  

3. Design and draw a small scale open office with the provision of 

accommodating 10-12 employees along ǿƛǘƘ ŀ aŀƴŀƎŜǊΩǎ wƻƻƳΦ 

4. Plan the reception area of an Office. 

5. As the Manager of the Company, plan and draw a proper layout of your 

office keeping in mind the working conditions of your office. 

6. Design and draw Fire Exit Plan for your school and paste it in your Project 

File. 
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ñWith the concept of Paperless Office, use of on-line forms is increasing 

while use of stationery is decreasingò 

  

      Unit - 3 
 

OFFICE FORMS AND STATIONERY 
 
INTRODUCTION: 
 
Office forms are printed piece of paper on which entries are made against the 
marked headings. It forms an integral part of any system and procedure in an 
office. It helps in collection of only required information briefly instead of writing 
down the whole information.  Thus, it reduces the clerical work. Office forms 
further facilitate receiving and recording the information and help in arranging 
and processing the collected information.  
 
With the increase in paper work, importance of stationery supplies is increasing. 
Arrangement for adequate and proper stationery and other office supplies is 
necessary to enable the office staff to perform their work efficiently and 
effectively. Every modern office whether big or small requires a large stationery 
as well as other materials that may be needed for office work. It is very important 
as we cannot think of running an office without it. Its importance is better 
recognised only when it is not available in time. Absence of any particular item at 
any particular time not only delays the work, but also reduces its effectively. 
 
3.1 Office Forms 
 
3.1.1     Meaning of Office Forms: 
 
An office form is a printed or cyclostyled piece of paper which has some fixed 
data required for some purpose. It provides blank spaces for variable data or 
information which the user of the form has to fill in. The persons using the form 
need not write the fixed data again and again. He has to fill in only the variable 
data. Thus, a form is a piece of paper containing some information printed or 
reproduced by any method with blank spaces left for the entry of additional 
information by the person using it.  
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Importance of Office Forms: 
 
 Forms are the basic tools of every office. Forms help us to collect the data and 
bring together for use by the management. With the help of office forms, 
information can be collected, processed and supplied in a systematic way. Forms 
help in increasing the efficiency of office work. It also help in saving time and 
energy considerably by reducing the amount of manual or machine writing. 
Consequently, there will be reduction in the cost of office operations. Thus, 
printed forms have become an essential part of office procedure and nearly every 
office routine centres around one or more forms. 
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Advantages of Using Forms 

The main advantages of using forms are as follow: 

a) Simplify the Office Procedure: The office forms not only simplify the office 
procedure but also help establish a system. They prove helpful in reducing  the 
volume of work considerably and  also help in expediting the  office work. 

b)  Save Time: With the use of Office forms,   the need for recopying,  repetition 
of   standard information is eliminated which ultimately saves time. 

c) Better Human Relations: Employees are assured   of keeping a proper record 
of their work, wages, bonus, etc. This builds confidence in the employees 
about the organisations efforts to protect their interests and this may promote 
better human relations in the organisation. 

d) Reduce Chances of Mistake:  As the information to be collected is already 
known in advance to the persons handling office forms, the chances of 
mistakes and errors occurring are considerably reduced. 

e)  Preservation of Records: Forms help to preserve records of business for filing 
and future reference in case of need. 

f)  Individual Responsibility: Generally, forms have a column for the signature of 
the person who gathers the information at any stage. This helps in fixing 
individual responsibility. 

g)  Reduction in Cost of Office Operations: The forms reduces the amount of 
manual or machine work which help in increasing the efficiency and output of 
each worker. Thus, the use of forms reduces the cost of office operations. 

h)  Help in Systematic Recording of Information:  Forms serve as a tool which 
assures that all necessary and relevant information is supplied and recorded in 
a systematic manner in one go. 

i)  Better Customer Service:  By making use of the forms, the records of the 
customer can be preserved with greater ease. This enables the organisation to 
serve the customers better. 

 
3.1.2  Computerization of Office Forms 
 
Computerization of office forms i.e. filling up of e-forms (electronic forms) is a 
computer version of paper form.  It helps in eliminating the cost of printing, 
storing and distributing pre-printed forms. The filling up of forms on computers is 
much faster as it automatically format, calculate and validate information for the 
user.  It also facilitates the use of concept of digital signatures and routing of 
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forms via e-mail which reduces the time of approval cycle. With electronic 
submission of completed forms, the cost of rekeying data and associated errors is 
eliminated. Thus filling up of forms electronically is an automated process to 
expedite communications and information transfer throughout the world.   
 
Offline and Online filling up of various types of forms: 
 
Form filling is the way to reduce office load and speed up on customer/client 
work process. Almost 1 billion forms need to fill each day all over the world.  Most 
of the office works are now ready to be outsourced through internet. In India 13 
lakh companies and some of government agencies are outsourcing their form 
filling works through internet. 
The form filling does not come with a particular form and data. It may differ from 
company to company.  
How to fill forms Online 
Before applying online, we must make it sure that we have all eligibility 
documents, scanned passport size photograph and signature for the purpose of 
uploading on official website. 
a) We need to know the official website of the conducting authority which is 

usually given in the advertisement and if not, can be simply found on Google 
Search. 

b) Filling up forms online is very simple. Only we have to login into the site and 
click on dashboard. There will be blank form and data option. Just click on 
blank form, a new form will appear and we will have to fill the desired 
columns. The main advantage of filling online forms is that we can apply while 
sitting at home if we have the internet facility. A little mistake in filling the 
application can reject our application so we should follow step by step 
procedure for filling up online. We should always enter our present address or 
valid mobile number and email ID for future communication. The scanned 
signatures and passport size photographs should be uploaded at the required 
box of the form. After successfully filling the form in all respects, we should 
take print out of duly filled form for future reference. 

 

How to fill forms Offline: 
 

a) Offline procedure to fill a form is much simpler and only require the requisite 
format which is usually available on the official website of conducting 
authority along with the notification and other important information. 
 

b) To apply offline, we need to fill all details first in respect of 
certificates/document that are to be attached with form, address where the 
application is required to be posted and the most important thing is last date.  
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3.1.3   Principles of Form Designing 

Forms must be well-designed if they are to serve the purpose for which they are 
meant to be framed. In designing the forms, there is need to observe certain 
principles. A brief explanation of the principles is given here. 

a) Principle of use:  A form should be developed only if there is a need. Need for 
a form may arise due to reasons such as: 

(i) The need for recording data in a systematic way. 

(ii) The need to avoid the recording of certain data repeatedly. 

(iii) The need to fix responsibility for the work done. 

b)  Principle of Standardisation:  The standardisation of form reduces cost and it 
also eliminates chances of confusion. A form may be standardised in respect of 
the quality of paper, the number of copies to be printed, the colour of the 
paper, the method of producing it, etc. 

c) Principle of Centralised Control:- The design, use and replacement of office 
forms should be centrally controlled by one executive who is responsible for 
its design, etc. If this is not done, new forms may continuously be added while 
old and out-dated, useless forms may also remain in use resulting in confusion. 

d) Principle of System Integration: There is also the need to design the forms in 
such a way that they are harmoniously adjusted to the system. This helps in 
avoiding duplication of the information obtained or given. 

e) Principle of Ease of Entry of Data: Form designing should be such that it would 
facilitate the entry of data in the forms with ease. This depends to a great 
extent on the style of printing, writing surface method of entry, proper 
sequence of information etc. 

f) Principle of Multiple uses: There is the need to use a single form for more 
than one purpose in order to keep the number of forms to the minimum. This 
helps in exercising a better control over the forms due to the smaller number 
and economy in their preparation and printing. 

g) Principle of Identification:  Form designing should facilitate the identification 
of the forms with ease. For example, the office manager may select different 
colours of paper and ink for printing forms according to the purpose for which 
they are meant. 
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3.2    Office Stationery 

It has been found that the amount of stationery used in offices is increasing year 
after year and consequently expenditure under this head is growing. Office 
stationery includes not only envelopes, letterheads, papers etc. but also includes 
printed forms, inks, pencils, erasers, gum, carbon papers, pins, file covers, 
typewriter ribbons etc. In offices, much attention is paid to cash or goods lest 
they may be misappropriated but no or very little attention is paid to these items 
probably because these items are considered to be of least importance.  

What kind of stationery should be purchased for an office, will depend upon the 
type of business being carried on and its financial position. One should remember 
that the quality of the stationery used in an office will impress others who are 
receiving letters, etc. from the office. Moreover a good quality paper is cheaper in 
the long run. The paper used for office copy may be of different colours to 
distinguish it from the main letter head. Stationery which is not required should 
not be purchased. Care should be taken to purchase the right type of stationery. 

There are three aspects of stationery, viz. (1) The quality of stationery, (2) Cost of 
stationery, and (2) Storing of stationery (receipt, storing and issue of stationery). 

 

3.2.1 Methods of Purchasing Stationery:  The expenditure on stationery in an 
office will depend upon several factors but one of them is efficient buying. Very 
large firms who use lot of stationery during the course of the year usually adopt 
any one of the following methods of purchasing stationery : 

a) Buying by tenders. 

b) Buying by asking quotations from the suppliers. 

c) Buying from the same supplier year after year. 

d) Buying from the travelling salesman of the manufactures or suppliers. 
 

a) Tender System:- The Office Manager or the Chief Executive has to decide about 
the quality and the quantity of the stationery to be purchased. He has also to 
decide whether the supplies for the whole of the year should be purchased at 
one time or it should be spread over the year in three or four instalments. After 
deciding, the firm advertises in the newspapers inviting tenders specifying the 
quality and quantity to be purchased. On receipt of the tenders the prices are 
compared quoted by different companies and the order is placed with the firm 
demanding the lowest cost. Nowadays, e-tendering system or Electronic 
Tendering System is being used. This system facilitates the online submission of 
tender from the advertisement of the requirement till the placing of the 
contract. This includes the exchange of all relevant documents in electronic 
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format. This enables the firms to be more efficient as paper based transactions 
are reduced or eliminated, thereby facilitating speedy exchange of information. 

 
Advantages of Tender System 

i. Instead of placing orders from time to time during the year whenever the 
stock of stationery is exhausted, order is placed only once and thus time is 
saved. 

ii. Discussion and bargaining in prices is avoided. 

iii. If the prices go up during the period of contract, the firm will have to pay the 
contracted price which is lower than the price prevalent in the market later on. 

iv. As the lowest tender is accepted, money is saved. 

v. Requirements for the whole of the year need not be stocked and thus lock up 
the funds with the possibility of the stock getting old as the stock of stationery 
can be requisitioned from the suppliers by instalment according to the 
agreement. 

Disadvantages of Tender System 

i. Experience has shown that the lowest tenderer is not always the best supplier. 

ii. There may be a possibility of the prices of stationery going down during the 
period of contract and thus the firm will have to pay higher price prevailing at 
the time of accepting the tender. 

b)  Quotation System: Under this system, the firm writes letter of enquiry to the 
supplier or the manufacturer asking them to submit their quotations. Sometimes 
specimens of the stationery required are also sent to the supplier. This system is 
practically the same as that of asking for tenders except that the time of the firm 
in writing letters of enquiry to different firms is saved in the case of tender 
system. 

c)   Purchasing from the same Supplier:  Some firms do not follow the  methods         
of purchasing stationery mentioned above but adhere to the old system and place 
order year after year with the same suppliers. Whenever they stand in need of 
any particular item of stationery, they ask the suppliers to send that particular 
item. The disadvantage of this method is that the suppliers sometimes betray the 
confidence reposed in them by supplying the goods either of inferior quality or 
charge high prices. 

d) Purchasing from the Travelling Salesman: Manufacturers or wholesalers often 
send their travelling salesmen with samples to book orders, Experience has shown 
that the travelling salesmen do not always prove to be trustworthy. They show 



40 
 

good samples but when the goods are supplied they may not be of the desired 
quality. 
 
3.2.2 Purchase Procedure 
 

A standard purchase procedure may consist of following steps: 
 

a) Purchase requisition: It is a document generated by various departments 
needing the stationery items. It is on the basis of this purchase requisition that 
the purchase department estimates the quantity and type of items required. 
Maintaining proper documentation of purchase requisition helps the company 
to monitor expenses and use of their available inventory. 

 

b)  Deciding Quantity: Large quantity or bulk order shall bring discount.       
However, quantity of items is decided by taking into account the stock in hand, 
consumption in a period, storage space available, risk of obsolescence and 
time needed to get the delivery etc. After knowing the quantity a source of 
supply is located. 
 

c) Calling Quotation:  Quotations are called from the dealers who can supply the 
required items in desired quantity. Sometimes, tender system is followed to 
find out and decide the source of supply. On the basis of quotations received, 
price and other terms and conditions can be negotiated. 
 

d) Placement of order:  An order is placed with the selected supplier in writing 
stating description of the items, brand names, rates, quantity and date of 
delivery. One copy of the order is kept in the office for record purpose. 
 

e) Receipt of Supplies:  On receipt of supplies, items are inspected and checked 
with the order placed. If items are not in accordance with the purchase 
requisition, such fact may be brought to the notice of the supplier.  
The Goods Receipt is evaluated on the basis of the purchase order price in the 
Invoice Price list 
 

f)   Issue of stationery and supplies:- The issuing system should be such which 
would save time, energy and material. No item of supplier should be issued 
without requisition in writing and duly signed by Supervisor. It is desirable that 
stationery should be issued to the department for a period. Issue should be 
made in specified units, for instance a rim of paper, a dozen of pens, a bottle 
of gum etc. Usually items are stored in unit packs. Every issue should be 
recorded in the Issue Register. As soon as the stock reaches a minimum level, 
an order is placed with the selected supplier. An order is placed in writing 
stating description of the items, brand names, rates, quantity and date of 
delivery. One copy of the order is kept in the office for record purpose. 
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3.2.3 Storing Stationery 

Minimum stock and efficient storage helps in keeping down stationery costs. 
Many losses arise due to over stocking and defective store keeping. Adequate 
attention is necessary towards storage of stationery and supplies. Proper storage 
ensures safety from leakages, spoiling, theft, pilferage, moisture etc. ready 
availability of items, saving in cost, time and labour etc. 
 

Storeroom: It is advisable to know something about storeroom where the 
stationery is to be stocked. In the case of very large firms, there should be 
separate storeroom for stationery which should be neat, clean and dry so that 
stationery may not get spoiled on account of the dampness of the room. It should 
be well ventilated and lighted. It should be centrally situated and should be under 
lock and key. It should have shelves preferably of steel to prevent the stationery 
being damaged by white ants, insects, etc. The shelves should be adjustable so 
that they may be adjusted according to the height of different items. 
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Receipt of Stationery from the supplier 
 

As soon as the stationery is received from the supplier, the same should be 
compared with the Invoice to find out if the items have been received as per the 
order. The next step is to make the entry of the items in the Stock Register. The 
purpose of purchasing stationery at the cheapest price will not be achieved unless 
a proper stock account is maintained. It is possible that when a particular item of 
stationery is required, one finds that it is out of stock and therefore it will have to 
be purchased locally which means higher rate and we may have to compromise 
with its quality also. Overstocking of stationery is also not advisable because it 
means unnecessarily locking up of funds and consequently some of the items of 
stationery like ink, eraser, typewriter ribbon, carbon papers, etc. may be spoiled 
ōȅ ǘƘŜ ƭŀǇǎŜ ƻŦ ǘƛƳŜΦ ¢ƻ ŀǾƻƛŘ ǎǳŎƘ ŎƻƴǎŜǉǳŜƴŎŜǎΣ ά.ƛƴ /ŀǊŘǎέ ǎƘƻǳƭŘ ōŜ ǇǊŜǇŀǊŜŘ 
for each item of stationery.  A bin card is a document which keeps the track of 
every stationery item in the store-room. Whenever any stationery item is 
received or issued, the necessary entry is made to keep the stock updated. 
Control over stock can be more effective if Bin cards are in use as it also shows 
the maximum and minimum level of every stationery item. The specimen of the 
Bin Cards is given below: 
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3.2.4 Control on Consumption of Stationery Items 
 
Following points can be considered to check waste and control costs. 
 
a) Fixing responsibility: The department signing the requisition should be held 

responsible for consumption and cost of issued material should be charged 
from the department making requisition. 

 
b) Standardized units of consumption: Standard specification should be 

prepared for all supplies used in the office. These items should be packed in 
easily dispensable quantities to avoid waste. Consumption of these items be 
checked and supervised by: 

 
i. Proper selection:  Economy in consumption can be achieved through proper 

selection of items. For instance, use of ball pens may save use of ink; blotting 
papers etc. Standard brands should be preferred. Proper quantity may help in 
reducing the cost. 

 
ii. Method of purchase:  A proper procedure for purchase be adopted and 

method of purchase should be decided after analysis of various methods. 
Adopting one best method shall help in reducing costs. 

 
iii. Proper use of Stationery:  To reduce the cost of consumption of stationery, it 

must be used properly. Following are few hints: 
 

¶ Use both used properly. Following are few hints. 

¶ Provide half size stationery for short correspondence. 

¶ Substitute post cards for letter to save postage, envelope etc. 

¶ Use spoiled papers for scratch pads. 

¶ Minimize the use of red and black ribbons. 

¶ Reuse pins, clips, rubber bands etc. 
 

3.3 Maintenance of Stock Register: 
 

a)  Stock Register is a register to keep the record of receipts and issues of stock 
items. It is kept in charge of the store keeper of the concerned department. It is 
an essential part of the store to keep the record of the items in the store. One can 
easily find the items in the store by just viewing the stock register. 
 
 

Types of Stock Registers:- There are generally two types of stock registers: 
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Consumable Stock Register: - is a register that is used to keep the record for the 
consumable items. These items can be issued at any time after the purchase. 
 
Non-consumable or Permanent Stock Register is a register that is for the items 
that are permanent and not consumable.  
 

b)  Receipt Voucher 
 

 Whenever a new item is purchased, it is first taken on Receipt Voucher with all 
details from where the items have been purchased, date of purchase and quantity 
of the item, price of the item and the total price of all the items purchased.  A 
proper number is given to the voucher along with the date.  
 

c) Starting a new Stock Register:   After keeping the record of the items received 
on the receipt voucher next step is to take the items on the stock register. When a 
new register is started, first of all page number is given to all the pages and then a 
ŎŜǊǘƛŦƛŎŀǘŜ ƛǎ ƎƛǾŜƴ ǎŀȅƛƴƎ ǘƘŀǘ ǘƘƛǎ ǊŜƎƛǎǘŜǊ Ŏƻƴǘŀƛƴǎ ΧΦ number of pages. If the 
register contains 100 pages then we can give a certificate that this register 
contains 100 pages. After that index page is prepared giving the details of the 
items and their page numbers. Each item should be entered on a separate page. 
 

d)  Entry in the Stock Register 
These items are then entered into the stock registers. At the end there is a 
column that must be signed by the store keeper. In the first column the voucher 
number and the date is entered. 
 

3.4  Physical Verification of Stock 
Physical verification of stock is an important part of the cƻƳǇŀƴȅΩǎ ŎƻƴǘǊƻƭ ƻǾŜǊ 
assets. It is intended to verify the accuracy of inventory records and to assign the 
proper carrying value to that inventory so that those assets are properly reflected 
in the financial records of the Company. 
Purpose of Stock Verification 
i. To support the value of stock shown in the balance sheet through physical 

verification; 
ii. To verify the accuracy of stock records; 
iii. To disclose the possibility of fraud, theft or loss, or deterioration; and 
iv. To reveal the weakness of the system if any (i.e. whether the stock is in safe 

custody). 
 

Exercise 
 

a) άCƻǊƳǎ ƘŀǾŜ ōŜŎƻƳŜ ŀƴ ŜǎǎŜƴǘƛŀƭ ǇŀǊǘ ƻŦ ƻŦŦƛŎŜ ǇǊƻŎŜŘǳǊŜΦέ 5ƛǎŎǳǎǎ ǘƘŜ 
 statement highlighting advantages of using office forms. 

b) What do you mean by Office Forms? How important are they for an office? 
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c) What are the advantages of office forms? 
d) What is the procedure of filling offline form? What are its drawbacks? 
e) What is the latest method of fill online forms? What are its advantages? 
f) What points should be kept in mind while designing forms for your office? 
g) What are the different methods of purchasing stationery? Which method 

proves to be economical? 
h) What is e-tendering? 
i) What is the procedure of purchasing stationery for an office? 
j) Write short note on the store room for stationery. 
k) Enumerate various methods used for purchasing bulk stationery in an 

Organization. 
l) How can we put a control on consumption of stationery in our office? 
m) What is the procedure of maintaining Stock Registers in Stationery 

Department? 
n) Why physical verification of stock is important? 
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Communication makes the world go round. It facilitates human connections, and 

allows us to learn, grow and progress. Itôs not just about speaking or reading, but 

understanding what is being said ï and in some cases what is not being said.  ï 

Richard Branson 

UNIT - 4 

    COMMUNICATION 

 Introduction 

Communication plays a key role in the success of a Secretary. It is nearly 

impossible to go through a day without the use of communication. Any 

information or transaction which is sent out and received by two or more people 

is called Communication. Information can be in the form of facts, ideas, concepts, 

opinions, instructions etc.. How much professional knowledge and intelligence 

you may have it becomes immaterial if you are not able to communicate 

effectively with your boss and others to create understanding in them. Directing 

abilities of a Manager mainly depend upon his communication skills. That is why 

organisation always emphasises on improving communications skills of all 

employees.  Communication is a process by which meanings or thoughts are 

exchanged between individuals through a mutually understood language or 

symbol. 

Objectives 

At the end of the chapter, you will be able to: 

¶ Define communication. 

¶ Understand the meaning and importance. 

¶ Know the essentials of communication. 

¶ Type and method of communication. 

¶ Know the various means of communication. 

4.1 MEANING, IMPORTANCE AND TYPES OF COMMUNICATION 

Communication 

¢ƘŜ ǿƻǊŘ ŎƻƳƳǳƴƛŎŀǘƛƻƴ Ƙŀǎ ōŜŜƴ ŘŜǊƛǾŜŘ ŦǊƻƳ ǘƘŜ [ŀǘƛƴ ǿƻǊŘ ά/ƻƳƳǳƴƛǎέ 

which ƳŜŀƴǎ ΨŎƻƳƳƻƴΩ ǿƘƛŎƘ ƛƳǇƭƛŜǎ ŎƻƳƳƻƴ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻǊ ƻǇƛƴƛƻƴΦ 




