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GLOBAL COURSEWARE




Getting A well run office reduces
Started miscommunications and helps to
eliminate common errors.
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= Develop procedures

Workshop \O/_ = Prepare checklists

ObjECtiVes ‘= = Understand succession planning







MODULE TWO

Why Your Office Needs

Administrative Procedures

From catastrophes, to change, to basic day-to-day activities,
administrative office procedures address them all when
they are done correctly.




Business Continuity

e Develop a team and strategy to address the
potential problems.

e Develop a plan and document each step
before sharing it with the rest of the team.

e Test the plan using different methods such as
drills, walkthroughs, and checklists.




Succession
Planning

e |dentify goals and
objectives

e |dentify needs in the
company
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Internal and External
Audit Requirements

Internal and external audits are important for
identifying risks that organizations face.

Internal and external auditors provide
recommendations based on their assessments.




Recovery
Planning

e |dentify critical
systems and prioritize
them

e Determine strategies
for data, technology,
suppliers, people, and
facilities




= Business Continuity

Practical \O, = Succession Planning

- = |nternal and External Audit
Requirements

lllustration 4

= Recovery Planning




Module Two: Review Questions

1. Business continuity is also called :

| ] |




Module Two: Review Questions

2. What is not an example of a risk?
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Module Two: Review Questions

3. What are profitability, employee loyalty, service, and

productivity?




Module Two: Review Questions

4. An aging workforce is an example of a




Module Two: Review Questions

5. Which type of auditor works for the company being

audited?




Module Two: Review Questions

6. What is Not required of an auditor?




Module Two: Review Questions

7. What is the first step in recovery planning?




Module Two: Review Questions

8. What is the last step in recovery planning?




Module Two: Review Questions

9. Administrative procedures are important

because




Module Two: Review Questions

10. Which of the following is a risk a company could face?
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MODULE THREE

Gathering the Right Tools

Any activity requires the use of the correct tools, and the
administrative office is no exception.







Section
Divider

Section dividers are used
to break down the
binder into different
sections.




Sheet Protectors

Sheet protectors are necessary to keep the
binder safe from accidents and spills.




Cover to
Cover
Binders

The information in the
binder should be
completely enclosed so
that it is kept safe.




= Binder

Practical \Of_ = Section Divider

I"UStratiOn ‘'S = Sheet Protectors

= Cover to Cover Binders




Module Three: Review Questions

1. Which of the following is Not a resource?




Module Three: Review Questions

2. What is the first step in creating an administrative binder?




Module Three: Review Questions

3. What is useful as a section divider?




Module Three: Review Questions

4. How do section topics vary?
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Module Three: Review Questions

5. Frequently used pages will require which of the

following?




Module Three: Review Questions

6. Why not use sheet protectors on all pages?




Module Three: Review Questions

7. What is the average size of a binder?




Module Three: Review Questions

8. What occurs when the binder is too small?




Module Three: Review Questions

9. Being organized in the office will :
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Module Three: Review Questions

10. The binder should include: phone lists, locations, and

planning checklists.
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MODULE FOUR

Identifying Procedures to Include

By keeping track of different tasks, working with other
employees, and staying aware of daily activities, you will be
able to find the best procedures.




Tracking Tasks for
Some Days

e Determine which operations are executed as
part of the position.

e Establish the tools that are used on a regular
basis.

—H-SEE—————n e Discover the information that is consulted
LT .
?-"-':ﬁ'g“ﬁ consistently.




Reach Out to
Other Employees

for
Feedback/Ideas

e [Focus groups
e Meetings

e Questionnaires




Write Down Daily Tasks

Daily tasks should be recorded for a minimum of
five days so that you can determine which tasks
you actually complete on a daily basis.




Keep Track

Using a -
Spreadsheet
|
Itisimportanttokeep @ ! e
track of which tasks are I
||”!| I“I Ii”‘!” =

daily, weekly, monthly,
annually.
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Practical

lllustration

Tracking Tasks for Some Days
Reach Out For Feedback

Write Down Daily Tasks

Keep Track Using a Spreadsheet



Module Four: Review Questions

1. What is not a way to track tasks?




Module Four: Review Questions

2. How long should tasks be tracked?




Module Four: Review Questions

3. What is Not a method of feedback?




Module Four: Review Questions

4. What needs to occur before feedback is collected?




Module Four: Review Questions

5. What needs to be written down with the tasks?




Module Four: Review Questions

6. When should tasks be recorded?




Module Four: Review Questions

7. Which tool is useful for keeping track of tasks?




Module Four: Review Questions

8. Which task is most likely to be biweekly?




Module Four: Review Questions

9. If you put too much information in a binder, it

becomes




Module Four: Review Questions

10. When determining which procedures to include,
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MODULE FIVE

Top Five Procedures to Record

Using a template and writing detailed procedures will help
ensure that the recorded procedures are accurate and
effective.




Use a Template to Stay
Consistent from Track to

Track

Consistency can be difficult to attain when you
are moving from track to track. Implementing

the use of a template will develop consistency
between tracked procedures.



Be as
Detailed as
Possible

When recording a
procedure, you need to
be as specific as
possible. Provide every
detail that you can.




Use Bullet Points
Instead of Paragraphs

e Bullet points attract the attention of your
readers.

e They are easy to use and provide basic, concise
information.

e Each step should have its own bullet point.



Ask Someone
to Execute the
Procedure

e Were all of the
instructions clear?

e Did you feel that any
steps were missing?

e Were any of the
directions confusing?




= Use a Template to Stay Consistent

= Be as Detailed as Possible

= Use bullet Points Instead of
lllustration 4" Paragraphs

= Ask Someone to Execute the
Procedure

Practical N
Q_




Module Five: Review Questions

1. What is not included in the template?




Module Five: Review Questions

2. Accounting would fall under which of the following in a

template?




Module Five: Review Questions

3. Instructions should be




Module Five: Review Questions

4. What should be done after recording steps?




Module Five: Review Questions

5. What makes procedures easier to follow?




Module Five: Review Questions

6. What should have its own bullet point?




Module Five: Review Questions

7. What is important when testing procedures?




Module Five: Review Questions

8. What is necessary after the instructions are tested?




Module Five: Review Questions

9. For the best results, it is necessary to limit yourself to

how many procedures?




Module Five: Review Questions

10. What will develop consistency between tracked

procedures?







MODULE SIX

What to Include in Your Binder

(1)

The needs of each organization will determine which topics
you should include in the binder.




Phone Etiquette

N
‘ Answer by third ring
{

‘ Use hold appropriately
|
‘ Transfer calls efficiently

/
‘ Have a standard greeting
/)




Business
Writing

e Active voice
e Avoid jargon

e Proofread




Effective Time
Management

e Prioritize tasks: Complete important tasks
before the unimportant ones.

e Stop procrastinating: Identify procrastination
and avoid it.

e Make a schedule.




Creating
Meeting
Arrangements y .

Providing a checklist to
help create meeting
arrangements will help
ensure that nothing is
overlooked.




= Phone Etiquette

Practical \Of_ = Business Writing

"IUStratiOn ‘S = Effective Time Management

= Creating Meeting Arrangements




Module Six: Review Questions

1. What determines the tone used on the phone?




Module Six: Review Questions

2. What is Not included in basic phone etiquette?




Module Six: Review Questions

3. What should be used in business writing?




Module Six: Review Questions

4. What type of language should be avoided?
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Module Six: Review Questions

5. What is Not a strategy of effective time management?




Module Six: Review Questions

6. Which task should be completed first?




Module Six: Review Questions

7. Which of the following is Not a task that you would

include in a checklist?




Module Six: Review Questions

8. Which meeting is easier to plan?
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Module Six: Review Questions

9. What will determine which topics you should include in

the binder?




Module Six: Review Questions

10. How long should you let the office phone ring?
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A business that makes nothing but money is a




MODULE SEVEN

What to Include in Your Binder

(1)

Binders need to include basic policies that employees can
easily consult if they have any questions.




Policy on Absences

N\
‘ Define different types
\

‘ Notification requirements/procedures

|
‘ Emergency absences
|

‘ Requirements for punctuality

/
‘ Consequences
/




Breaks

Break policy should
include lunches and short
breaks along with specific
times when they should
be taken.




Salaries

e \Wage increases based on performance
e Cost of living increases (Yes or No)
e The use of timesheets, timecards, etc.

e Overtime requirements/exempt and
nonexempt employees

e Pay schedules



Benefits

Holidays
Leave
Educational assistance

Development and
Training




= Policy on Absences

Practical \O/_ + Breaks

lllustration ‘s = Salaries

= Benefits




Module Seven: Review Questions
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Module Seven: Review Questions

2. What should be addressed with absences?




Module Seven: Review Questions

3. Break policies prevent :

| ] |




Module Seven: Review Questions

4. What should breaks comply with?

| ] |




Module Seven: Review Questions

5. Where would you find cost of living increases in the

binder?




Module Seven: Review Questions

6. What would not be included in the salary explanation in

the binder?




Module Seven: Review Questions

7. What may benefits overlap with?




Module Seven: Review Questions

8. What information on benefits must be disclosed?




Module Seven: Review Questions

9. Break policy should include :
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Module Seven: Review Questions

10. Jury Duty is not considered an absence.







MODULE EIGHT

Organizing Your Binder

Once the binder is put together, you need to keep it up to
date and make changes as necessary.




Create a Table of
Contents

The first step that you must take is to gather
procedures you developed and organize them
into broad sections of information.




List Each
Section (e.g.,
Accounting)

Accounting
HR
Contacts
Events

Calendar




List Procedures in that
Section

Accounting

e Expense reports
e Profit and loss

e Payment processing




Keep Binder
Updated with
any New
Changes

e Mark the printed
pages when you notice
that the information is
inaccurate.

e Make the changes to
the file and print it
immediately.




= Create a Table of Contents

Practical = List Each Section

= |ist Procedures in That Section

lllustration

= Keep Binder Updated With Any
New Changes




Module Eight: Review Questions

1. The table of contents is based on which of the following?




Module Eight: Review Questions

2. What is useful when corresponding tabs with the table of

contents?




Module Eight: Review Questions

3. What needs to be listed before the binder can be

organized?




Module Eight: Review Questions

4. What is Not included in typical sections?




Module Eight: Review Questions

5. What is done after listing procedures?




Module Eight: Review Questions

6. In what order should procedures be listed?




Module Eight: Review Questions

7. Where would you note changes for the binder?




Module Eight: Review Questions

8. When should changes be made?

| ] |




Module Eight: Review Questions

9. When can policies be placed in the binder?




Module Eight: Review Questions

10. Before organizing information in the binder, you must




a4

The enlightened ruler is heedful, and the good general full of
caution.

Sun Tzu



MODULE NINE

What Not to Include in the

Procedure Guide

Much of what needs to be avoided in the procedure guide
is common sense. Passwords and any other confidential
information must not be included in the binder.




Passwords

Only authorized personnel should be able to
access the passwords. Determine who needs to
access passwords and make sure that they
know how to access the information.




Identify Other
Confidential
Information Via
Your Employer

Like passwords, all

confidential information
needs to be kept out of
all binders and manuals.




Store Information in a
Separate Folder Outside of
the Guide

When you must store confidential information,
place it in a separate folder. The folder should be
labeled carefully.




Find a Secure
Location to
Store

Lock it in a drawer or file
cabinet that other people
are not able to easily
access.




Practical

lllustration

Passwords

|dentify Other Confidential
Information via Your Employer

Store Information in a Separate
older Outside of the Guide

Find a Secure Location to Store



Module Nine: Review Questions

1. Where should passwords be stored?




Module Nine: Review Questions

2. What is necessary if passwords are saved on the

computer?




Module Nine: Review Questions

3. What is Not an example of confidential information?




Module Nine: Review Questions

4. What should be done when you are not sure if

information is confidential?




Module Nine: Review Questions

5. What is a good label for a folder of confidential

information?




Module Nine: Review Questions

6. Why choose an innocuous name for a folder?




Module Nine: Review Questions

7. Where would you put a folder of confidential information

in a drawer?




Module Nine: Review Questions

8. What does not need to be updated for security when

storing files on a computer?




Module Nine: Review Questions

9. Who should have access to confidential passwords?




Module Nine: Review Questions

10. Passwords stored on a computer need to be







MODULE TEN

Share Office Procedure Guide

Without the buy-in of key stakeholders, the procedure
guide will not be a tool that gets much use.




Give Guide to
Boss/Executive to Review

The procedure guide needs to be reviewed by
your boss or the executive in charge of your
department before it is implemented.




Inform Office
Personnel of
Procedure
Guide

e Email announcement
e Meeting
e Presentations

e (One-on-ones




A Place Guide in a Visible
Area

The guide needs to be placed in an area that is
visible to all employees who will use it. The
setting of the workplace will determine the
best location for the placement of your guide.




Allow Office
Personnel to
Express

Improvements/Up k
dates if Needed » =

e Discuss the binder at
weekly meetings

Provide surveys

Bring it up in one-on-
ones




= Gjve Guide to Boss/Executive to
Review

= |nform Office Personnel of

PraCtical \O/_ Procedure Guide

"IUStratiOn 4™ = Place Guide in Visible Area

= Allow Office Personnel to Express
Improvements/Updates if Needed




Module Ten: Review Questions

1. Why ask a superior to review the guide?




Module Ten: Review Questions

2. How many times should you review the binder with your

supervisor?




Module Ten: Review Questions

3. What is Not a method of introduction?




Module Ten: Review Questions

4. What is true of the introducing the guide?




Module Ten: Review Questions

5. What will determine where the guide should be placed?




Module Ten: Review Questions

6. The guide must be displayed in a location that is




Module Ten: Review Questions

7. Who may update the binder? .




Module Ten: Review Questions

8. What is least likely to be an opportunity for

communication from employees?




Module Ten: Review Questions

9. Without , the procedure guide will not

be a tool that gets much use.




Module Ten: Review Questions

10. Getting feedback from will ensure that your guide is

effective and applicable to the needs of your audience.




e and following up...

Anthony Robbins




MODULE ELEVEN

Successfully Executing the Guide

Your guide must evolve with the company, so remember to consider
new ideas while creating a culture of consistency.




Create a One Hour
Meeting/Seminar for
Employees

e Establish the outcomes that you expect.
e Develop an agenda

e Train the employees




Stay
Consistent
with
Procedures

Once procedures have
been implemented, it is
important that they are
consistently followed.




Make Employees Aware
of any Updated Changes

Policies and procedures will inevitably change
over time, which is why communication is so
important.




Be Open to

Improvements

New ideas can be found
anywhere; you may hear
something in a casual
conversation or read
something in a book.

)
l



= Create a One Hour
Meeting/Seminar for Employees

= Stay Consistent With Procedures

= Make Employees Aware of any

I"UStratiOn ‘= Updated Changes

= Be Open to Improvements

Practical L
Q_




Module Eleven: Review Questions

1. How long should a meeting be to explain the binder?




Module Eleven: Review Questions

2. What is Not included in the agenda?




Module Eleven: Review Questions

3. What is the most important factor in creating

consistency?




Module Eleven: Review Questions

4. What will help ensure that the procedures are followed?




Module Eleven: Review Questions

5. What is Not a formal method of communication?




Module Eleven: Review Questions

6. What would be the best method to communicate with

employees?




Module Eleven: Review Questions

7. What increases new ideas?




Module Eleven: Review Questions

8. Where are new ideas found?




Module Eleven: Review Questions

9. Your guide must evolve with the company, so remember




Module Eleven: Review Questions

10. Why is communication regarding policies so important?




MODULE TWELVE

Wrapping Up

Although this workshop is coming to a close, we hope that
your journey to understanding Administrative Office
Procedures is just beginning.




Words From the Wise

There’s no shortage of
remarkable ideas, what’s
missing is the will to execute
them.

- Seth Godin

It is not the strongest of the
species that survive, nor the
most intelligent, but the one
most responsive to change.

- Charles Darwin

Just because something
doesn't do what you
planned it to do doesn't
mean it's useless.

- Thomas A Edison

Willingness to change is a
strength, even if it means
plunging part of the
company into total
confusion for a while.

- Jack Welch
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