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Unit – 1
Records Maintenance/Management
Learning Objectives
After reading this chapter, the students should be able to:
 Understand the meaning of records and elaborate different types of records
 Discuss the purposes and principles of records management
 Discuss the content of records management manual
 Discuss the process of records management
 Describe the components of record management programme
 Narrate the importance, functions and advantages of filing
 Enumerate the essentials of a good filing system
 Point out the classification and arrangement of files
Structure
1.1 Meaning of records and types of records
1.2 Records Management
1.2.1 Purposes of Records Management
1.2.2 Principles of record management
1.2.3 Records Management Process
1.3 Records Management Process
1.4 Components of Record Management Programme
1.5 Essentials of Records management System
1.6 Meaning of Filing and Importance of Filing
1.7 Essentials or characteristics of a good Filing System
1.8 Classification and Arrangement of files
1.9 Methods of Filing
1.10 Indexing and its importance
1.11 Essentials of good indexing
1.12 Types of Indexing
1.13 Let’s sum-up
1.14 Key terms
1.15 Self-Assessment Questions
1.16 Further Readings
1.17 Model Questions

1.1 Meaning Of Records And Types Of Records :
Document that memorializes and provides objective evidence of activities performed,
events occurred, results achieved, or statements made are known as records. Records are
Odisha State Open University
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created/received by an organization in routine transaction of its business or in pursuance
of its legal obligations. A record may consist of two or more documents. All
documented information, regardless of its characteristics, media, physical form, and the
manner it is recorded or stored. Records include accounts, agreements, books, drawings,
letters, magnetic/optical disks, memos, micrographics, etc.
Records managers use classification or categorization of record types as a means of
working with records. Such classifications assist in functions such as creation,
organization, storage, retrieval, movement, and destruction of records. At the highest
level of classification are physical versus electronic records. Physical records are those
records, such as paper, that can be touched and which take up physical space. Electronic
records, also often referred to as digital records, are those records that are generated
with and used by information technology devices.
The different types of records are:
(i) Correspondence Records: Business correspondence means the exchange of
information in a written format for the process of business activities.
Business correspondence can take place between organizations, within
organizations or between the customers and the organization. These include
letters, notices, circulars, memoranda etc. Business letters are the most
formal method of communication following specific formats. They are
addressed to a particular person or organization. Memorandum is a
document used for internal communication within an organization. Memos
may be drafted by management and addressed to other employees, and it is
sent with the money draft. Memos are sent to several people in a team when
important business matters need to be updated to them or to a single person
to have a written record of the information.
(ii) Accounting Records: Accounting records are key sources of information and
evidence used to prepare, verify and/or audit the financial statements. The
records concerned with financial aspects of the organization are known as
accounting records. The records related to sales, purchase, manufacturing,
profit and loss, or assets and liabilities are termed as accounting records.
They also support vouchers for various accounting transactions like invoices,
cash memos, etc. They also include documentation to prove asset ownership
for creation of liabilities and proof of monetary and non monetary
transactions.
(iii) Personnel Records: A personnel record is defined as information about an
employee's eligibility for employment, promotion, compensation, transfer,
termination, disciplinary or other adverse action (such as, evaluations or
reports related to the employee's character, credit, and work habits).
(iv) Legal Records: The business organization has to maintain certain records to
meet the legal requirements, which are known as legal records. Every
organization has to keep records according to company act, government
regulation, income tax and sales tax laws as well as copies of other important
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documents etc. They may serve as proof in legal proceedings. Legal records
are those records that are mandated, usually by legal counsel or compliance
personnel, to be held for a period of time, either by a government or by an
enterprise, and for the purposes of addressing potential issues associated
with compliance audits and litigation. Such records are assigned Legal Hold
traits that are in addition to classifications which are as a result of enterprise
or industry classifications.
(v) Other Business Records: These include various other records such as: stock
records, sales record, purchase records, records of social activity, research
and development activity and new product feasibility report etc. etc.

1.2 Records Management :
Records management (RM) is the supervision and administration of digital or paper
records, regardless of format. Records management activities include the creation,
receipt, maintenance, use and disposal of records. In this context, a record is content that
documents a business transaction. Documentation may exist in contracts, memos, paper
files, electronic files, reports, emails, videos, instant message logs or database records.
Paper records may be stored in physical boxes on-premises or at a storage facility.
Digital records may be stored on storage media in-house or in the cloud. Records
management is the system used to control an organization's records from the creation of
the record until the record is archived or destroyed. A records management process is
comprised of identifying records, classifying records, and storing records, as well as
coordinating internal and external access. The process may also incorporate policies and
practices on how to create and approve records, as well as the enforcement of those
policies and practices.
Many organizations must deal with large amounts of information on a daily basis.
Productive organizations incorporate a comprehensive, effective records management
process into their daily operations. Before developing a records management process, an
organization must be able to determine what constitutes a record. Let's begin by
defining an organizational record. An organizational record is any document that
contains information about a transaction, activity, or event related to the organization.
The record can be stored on paper or electronically via email, digital file, database, or
spreadsheet. Records also can be photographs, audio files, or videos. Some examples of
record classifications are legal, financial, historical, and daily operations.
1.2.1 Purposes Of Records Management
The goal of records management is to help an organization keep the necessary
documentation accessible for both business operations and compliance. The records
play an important role in the business organization. They play a written evidence or
proof of business and memory of the entire organization. More or less the survival of
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the business depends on the management of records properly. The purposes of records
management are as follows:
(a) Future reference: A scientific record management system helps the
management for future references. Keeping the records and documents under the
proper fillings system, helps to obtain the records when needed in future.
(b) Evidence: As we know that business activities is based on various types of
agreement and the dispute and misunderstanding are the regular problems of the
business organization but the records plays the role for solving such problems by
providing enough proof or evidence.
(c) Memory of the business: Nature of human memory is limited and they cannot
remember the numerous transactions which takes place everyday. So, it is
necessary to prepare various type of records. Hence records are known as
memory of the business.
(d) Helps in decision making: The management needs various types of fact and
figures for making the decision though it is a very tough work and without the
relevant decision the business organization cannot move ahead. In this regards
play very important role by providing enough support.
(e) Detects errors and wastes: Errors and wastes are the regular problems of the
business organization and they affect the business largely. Without the various
types of documents, this type of problem cannot be solved. So, records are very
helpful to solve such types of problems.
(f) Legal formalities: Preserving the records is legal obligation. According to the
provision of company act and other laws some records must be kept for a
specified time period.
1.2.2 Principles Of Record Management
The main objectives of records management are to preserve the records made in office
for future references with reasonable accuracy, speed and cost. In order to be effective
and successful records management, it should be based on certain basic principles. The
important principles are as follows:
(a) Principles of Purpose: According to this principle the preserved records must
have some type of purpose. The purpose should be appropriate according to the
organizational interest. Purposeless records are not to be preserved otherwise it
only increase the cost, consumes time space and labor.
(b) Principle of verification: According to this principle there must be some
evidence in support of the records. If the verification is not possible, it has no
value as proof in court. The supporting evidence of records creates justification
for them. So, hearsay facts are not to be preserved.
(c) Principle of classification: According to this principle, record is to be classified
properly. Proper classification avoids confusion and makes easily available
according to our requirements. At the same time classified records help to
analyzes the condition of the business organization.
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(d) Principle of Availability: The object of records management is to preserve
records for future reference. Thus, the records should be kept in such a manner
that the required information is readily available. Records will not be of much
use, if they are not available with speed and accuracy when needed.
(e) Principle of reasonable cost: The cost aspects of the records management
should not be ignored. All the necessary records are not of the same value and
importance. The unnecessary records should not be preserved because they
involve a lot of cost. So, only those records should be maintained which are
important and needed for reference. The preparation and maintenance of records
should
be
economical
from
the
cost
point
of
view.
(f) Principle of elasticity: The methods of records keeping must be elastic. It
should be capable of being expanded or contracted according to the changing
requirement of the organization.
(g) Principle of retention of records: Records should be retained only for the
period till they are required. All the records should not be kept permanently.
Keeping records after the period when they will never required is waste of space,
efforts, time and money. Thus, from the view point of retention, the records can
be classified into:
Permanent records: Permanent records which have to be kept so long as the
business continues.
Specific records: Specific records have to be kept for the specific period, such as
5 years, 10 years.
Routine records: Records such as correspondence, vouchers etc are kept only so
long as the matter remains active.
1.2.3 Records Management Process
Record management includes various activities to control the life cycle of records. It is
systematic process of record maintaining. It consists of four stages they are as follows:
Creation of Records

Storage of Records

Use of Records

Disposal of Records
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(a)

(b)

(c)

(d)

Fig-1: Record Management Process
Creation of records: It is the first and equally important step in records
management. The creation stage refers to the development and design of
appropriate forms and their control. Records are created with the intention to use
it in the near future. Suitable and required records should be created and their
active life should be determined. There are many ways to create business
records. Sending or receiving an email, creating a spreadsheet, database or
document, or receiving a document from outside the organization all create
records. And contracts, budgets, bank statements, policy manuals, and meeting
minutes are all things that can be considered records. It is important to note that
every piece of paper or email may not be worth keeping. It is up to the
organization to determine the criteria for record creation.
Storage or retention of records: This is the second important step of records
management. Once records are created, these are to be retained and protected so
as to supply them as and when needed by management. Hence the next stage in
the records management is to store or to retain of records. It refers to
preservation of the records for future reference. In this stage records are properly
classified and filed. The records should be stored in such a manner that they can
be easily available at the time when required.
Use of records: Records are stored/retained with the intention to use it when
necessary. This is also known as retrieval of records. Retrieval of records refers
to the tracing of files at the time of requirement for use.
Disposal of records: This is the last stage of records management. The records
that are created are to be disposed or destroyed when it is no longer needed by
the organization. However, this stage involves preserving valuable records,
transfer of records from high cost area to low cost area and destruction of
records that are no longer required by the organization. For disposal of records a
records retention schedule is prepared. According to the schedule the records are
either transferred or disposed.

The four stages are very important of record management. The records management
department should utilize these stages to accomplish the objectives of an organization.

1.3 Components Of Record Management Programme :
Fundamental components of a basic records management program include:
1. Policy and procedure development: Policies should provide authority and define
parameters of the program, define relationships with other institution units (See
C. above), and denote levels of responsibility and services provided. The records
manager/archivist should produce a records management manual to specify the
institution's records program policies and procedures.
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2. A records retention and disposition program:
a) Inventory and appraise records to gather basic information about the
organization's records to facilitate records appraisal, to establish retention and
disposition schedules, to achieve economies in the storage and disposition of
inactive records, and to identify the institution's vital records.
b) Develop schedules to define retention and disposition responsibilities. During the
schedules' development, they must incorporate legal, audit, administrative and
historical values of the institution's records and information. The archivist should
consult the institution's legal counsel and internal auditor while reviewing or
approving these schedules. This review can be the responsibility of the advisory
group described in D. above.
c) Records managers/archivists can use a variety of methods to implement retention
and disposition policies.
—Make them available to those in the working offices; i.e., office administrative
staffs.
—Publicize them using the most accessible communication vehicle; e.g.,
administrative manuals, Web pages or other online communication technologies.
—Share retention and disposition policies with information technology staffs and
with those responsible for the institution's information resource planning.
—Implementation should also include provision for periodic audits and reviews to
insure that the retention policies are up to date and that campus offices are
implementing them appropriately.
3. Data collection/forms management.
 Systems analysis and design should improve information flow, ensure that data
collection supports the business applications of the organization, streamline data
collection instruments and systems, enhance the use of collected data, ensure
that state and federal rules and regulations regarding data collection are satisfied,
and select appropriate tools for data collection.
 Forms and inventory control should maintain control of official institutional
forms and document revisions to them, eliminate duplicate forms, ensure that all
forms representing the institution have been officially approved, and control
printing supplies and costs.
 Increasingly, institutions will purchase e-forms (electronic forms) software
packages to support institutional processes. These packages, while useful,
greatly encourage the proliferation of unofficial forms. The records manager
should be involved in the development of specifications for software, so that the
objectives in place for paper forms will also be applied to the electronic systems.
This involvement will also help appropriately define official records and deal
with retention and disposition issues during the design process.
4. Active records management.
 Develop filing systems and file naming standards. The records manager/archivist
should be prepared to provide advice on types of filing systems appropriate for
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particular types of processes and records. Some institutions may request the
development of file naming standards to support electronic filing systems.
 Deal with electronic information management systems. Adequate protection of
institutional information resources and appropriate management of them
throughout their life cycle can only be accomplished effectively by the early
involvement of records professionals in the systems development phase. Records
manager/archivists should be knowledgeable/keep abreast of technological
developments in this area on their campuses and maintain ongoing involvement
in information systems' growth and development.
 Supervise filing supplies and storage equipment. The records manager/archivist
should have the authority to recommend types of file equipment purchases that
will support uniformity of filing practices and to request justification for the
purchase of highly specialized filing systems.
 Assist with micrographics/imaging. Many colleges and universities maintain
micrographics operations; imaging and workflow systems are becoming more
prevalent. They can be effective tools to reduce bulk and to preserve information
stored on fragile media. If not a part of the institutional archives or records
management program, a working relationship must be established and
maintained with such operations or systems.
5. Inactive records management.
 Records center management ensures the protection, access and retrieval of
institutional records until their retention value has been met. It includes
accession and inventory control, security and access provisions, and
environmental controls.
 The records manager should work with the data manager and information
technology staff to ensure the retention of electronic data in accordance with
retention and disposition policies and that data remain accessible and retrievable
throughout their life cycle.
 Records disposition ensures the destruction of records in accordance with
approved retention policies, appropriate handling of confidential materials, the
end of all activity on the records, and the transfer of records designated for
permanent preservation to the institution's archives.
6. Training and outreach program.
To be effective, the records manager/archivist will have to rely on others in the
institution to assist in carrying out the objectives of the records management
program. The training and outreach program should:
 regularly provide workshops and other training which outline basic program
policies and procedures and office responsibilities;
 establish a system of records liaisons/coordinators within the major units of the
institution to serve as basic contacts for the records management program;
 use other tools which may be helpful, e.g., articles in campus newsletters,
brochures on various records management topics, and electronic communication
Odisha State Open University

10

Diploma in Office Management

technologies to inform and educate the campus community about the records
program.

1.4 Essentials of Records Management System :
In order to achieve the above mentioned objectives, record keeping must have the
following essentials:
1. Simplicity: Here should be simplicity in record-keeping. Records should be
maintained according to the requirements of the organization so as to facilitate
comprehension.
2. Accuracy: Records should be preserved accurately so as to reduce the chances of
errors and frauds.
3. Economy: The cost of maintaining and providing records is also an important
factor which the office manager has to keep in mind.
4. Usefulness: Record should be useful for better management of the affairs of the
business. Record-keeping should avoid retention of papers not needed.

1.5 Meaning of Filing and Importance of Filing :
Filing means keeping documents in a safe place and being able to find them easily and
quickly. Documents that are cared for will not easily tear, get lost or dirty. A filing
system is the central record-keeping system for an organisation. It helps to be organised,
systematic, efficient and transparent. It also helps all people who should be able to
access information to do so easily. It is always a pleasure when someone looks for
something and is able to find it without difficulties. In our organisations we work in
groups. We receive and send out documents on different subjects. Documents must be
kept for future reference. If these documents are not cared for, we cannot account for all
our organisational activities. Everyone who needs to use documents should know where
to get them. A centralized filing system is one in which the records for several people
or units are located in one, central location; and, enerally, under the control of a records
staff person or in the case of large centralized filing systems, several people. A
decentralized filing system is one in which the files are located throughout the office,
generally at individual work stations; and usually controlled by the person who creates
and/or receives them.
Filing is important as:
1. It helps in increasing efficiency of office because filing helps in providing
records in required time to make quick decisions
2. Filing helps in protection of important documents from fire, dust, insects, theft
and mishandling.
3. Previous records are base of past records and they are used as a immediate
reference.
4. It helps in documentation of proof and legal evidence in the time of disputes
Odisha State Open University
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5. It helps in formulation of future planning
6. It helps in providing legal proofs to fulfill legal formalities
7. It helps in handling customers and correspondence carefully to maintain the
goodwill of the office
8. It helps in taking feedback.

1.6 Essentials or Characteristics of A Good Filing System :
The maintenance of an efficient filing system is a difficult task to every business office.
The needs of filing system of one business office are differ from another. Therefore,
there is no one good filing system and no one ideal filing equipment which will meet the
needs of every record of any business office. Even though, a good filing system has the
following characteristics.
Essentials (or) Characteristics of Good filing system are:
1. Compactness: The compact filing system should be adopted by every business office.
It means that the filing system should not require any unnecessary space.
2. Simplicity: The filing system should be simple and not too elaborate. At the same
time, the usefulness of the filing system cannot be sacrificed for the sack of simplicity.
3. Accessibility: A good filing system should be arranged in such a way that the records
are easily available whenever required. The filing system should allow the insertion of
additional documents without disturbing the existing order of files.
4. Economy: The filing system should be economical in time, space, money and
operations. The cost of installation and operation of filling system should be as low as
possible. The selected filing equipment should occupy minimum space but can
accommodate maximum number of files. The cost of filing equipment should be very
low. The filing equipment save the time of operation i.e. locating, inserting and placing
of documents and papers in a file. The unwanted records may be disposed of in order to
economies space.
5. Flexibility: The filing system can be expanded if the volume of business
transactions increased. An inflexible system is not useful after crossing a certain limit.
6. Classification: The filing system should be supported by a proper system of
classification. Proper classification reduces the number of files to be maintained and
helps in inserting as well as locating the documents in the files.
7. Safety: The filed documents and records should be in safe condition and available
whenever required. The documents and records should be protected from insects, rain,
dust, or mishandling.
8. Cross Reference: A cross reference should be given wherever a document can be
filed more than one head to avoid confusion and facilitates easy location of files. It
saves time and human resources.
9. Easy Location: Documents and records should be kept in such a way that they can be
easily located whenever required with the minimum delay possible. At the same time, it
does not require heavy expenditure to achieve this purpose.
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10. Indexing: A well designed index is also used to supplement the filing system. It will
help to locate the file quickly when it is required.
11. Retention: Every documents and records are maintained for a minimum period of
time. Then, the dead records and documents can be discarded without too much
disturbance. The remaining documents and records are retained even after a storage
period.
12. Out guides: A reference is to be maintained in the files that the list of documents or
records are withdrawn by the office staff or department and returned the documents
with date. Rules and procedures can be framed and followed to prevent misfiling.
13. Minimum Misfiling: The main difficulty is not concerned with filing but in finding
the documents. Misfiling causes delay in the location of desired document. Hence, the
authorized staff alone is permitted to have access to files.

1.7 Classification and Arrangement of Files :
The problem is not in filing records, but in finding them. The object of classification is
to enable the managers to select any one paper from among all the papers stored in the
office, without loss of time and at the least cost. In order to make files promptly
available, it c is necessary that they should be given proper titles and classified or
grouped according to some fixed basis. Classification is the process of selecting
headings under which documents are grouped or classified on the basis of common
characteristics before filing takes place, the following are the chief methods of
classification of files.
1. Alphabetical Classification
Under this system letters are filed in the alphabetical order of the names of parties. This
classification is the most commonly followed of all. The telephone directory is an
example, which requires no explanation.
This is good when the headings of files can be expressed in one word, name of people
or products, etc. Files containing letters are arranged; according to the alphabetical
order. The first set of files may contain the papers of customers whose names begin with
A; those having their names beginning with B, in another file and so on.
If there are more names under A, dictionary method will be followed:
Advantages of Alphabetical Classification
(1) Training is not needed for the clerks to perform the filing.
(2) It is easy and convenient to group papers by names of persons, firm, products, etc.
(3) Direct filing is possible without the help of an index. It is self-index.
(4) Files can be located immediately.
(5) Number of files can be reduced or introduced without disturbing the classification.
Disadvantages of Alphabetical Classification
(1) Mistakes creep in under common names, i.e., when there are several persons having
the same name.
(2) There is also difficulty if the names are mis-spelt.
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2. Numerical Classification
In this system a number is allotted to each customer and the same number is put on all
papers or documents relating to transactions with him. The file is also numbered and the
papers are filed on the basis of numbers. Thus, the number allocated to each
correspondent becomes his file number.
If one file contains records of more persons, decimal system may be used e.g., 21.1
denotes one person; 21.2 denotes another and so on. And these are file No. 21. To locate
a particular file, it is necessary to refer to an index.
Therefore index cards are prepared and the file numbers are written on them and
arranged in alphabetical order in a safe place or drawer. Whenever a file is needed, one
will consult the index card, obtain the number of the files and then take out the file
required.
Merits of Numerical Classification
(1) Accuracy in filing system is greater.
(2) Reference is made by numbers.
(3) Expansion facilities are there.
(4) It is simple to understand.
(5) If files are misplaced, it can be noticed promptly.
(6) It is easy to operate; numbered files can easily be located and arranged serially in
comparison to alphabetical index.
Demerits of Numerical Classification
(1) A separate index is a must.
(2) More time is required to locate a file. One has to refer to index and then search for
the files.
(3) Transposition of figures causes miss-filing.
The system of classification is useful for mail order houses, banks, advertising agencies,
departmental stores etc.
Out of many variants of the numerical classification, three systems are worthy-noting.
(A) Consecutive Classification, (B) The Dowey Classification System and (C) Terminal
Digit System.
3. The Alphabetical-Numerical or Alpha-Numerical Classification
Now a day this system is very popular. It has the advantages of both the above said
systems. It is a combination of the alphabetical system and the numerical system. In this
system each letter or sub-letter is given its own number and an index card is placed
behind the guide card for each alphabetical section.
The names and numbers of all the folders are mentioned in numerical order behind each
card. The colored guide cards are used to subdivide for folders into groups to facilitate
their speedy location.
For instance, all files are arranged alphabetically and the first group is Aa-Ag. The
folders of ABC firm, Agra book stores are first and second in order within this group;
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the first folder will bear the number A/1 and the second folder will bear the number A/2
and so on.
Merits of above Classification
1. It has all the advantages of the alphabetical and numerical classification.
2. It is an elastic classification.
3. It facilitates quick reference.
4. Geographical Classification
Geographical filing is an arrangement of countries, towns, other areas in an alphabetical
order. It is convenient to use the geographical system for major groupings and then
introduction of alphabetical order.
This is a good system and is being adopted by the concerns. The area over which the
activities of a firm are spread may be divided into a number of regions and the papers
are filed on the basis of locality. This is a good system, when a firm has many branches
or business throughout a country.
The files which contain the correspondence of one locality are arranged state wise, city
wise, etc. This system is generally profitably used by banks, insurance, departmental
stores, etc.
Merits of Geographical Classification
Statistical data can be collected easily.
It is simple to operate.
Demerits of Geographical Classification
(1) Geographical location must be known.
(2) Addresses of the persons must be known.
(3) Clerks must be trained.
(4) Index is required.
5. Subject wise Classification
In this, records are filed according to the nature of their subjects or contents. This
system can be profitably adopted by a concern which may classify correspondence into
well-defined groups. Papers are first arranged subject wise and then in alphabetical
order.
There may be order file, invoice file, complaint file, etc. Papers on a particular subject
are arranged and put together, rearranged alphabetically or numerically and filed
accordingly. This system is more important where subject-matter will be given more
weight than the name of the correspondence.
6. Chronological Classification
Various records are identified and arranged in strict date order and sometimes even
according to the time of the day. For examples, newspapers, current prices, market
reports etc. It is a useful system if dates are known.
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1.8 Methods of Filing :
Some methods of filing have limited utility and are useful to small size office. Even in
the large size office, the volume of papers is comparatively smaller for filing. Hence,
different methods of filing are used and being replaced by modern methods on need
basis. Modern methods are more efficient than old methods. There are latest filing
devices which are also used by various organizations.
(A) Old methods of filing in office
The important old methods of filing are explained below.
1. Metal Holders: The papers and documents are arranged with the help of metal
holders in chronological order. This method is inconvenient for maintenance and
outdated. Hence this method is not much use in practice.
2. Bound Books (Guard Books): The leaves of bound books are of stout. Whenever
papers are to be filed, they are pasted on leaves of books in a chronological order. Small
papers of varying sizes are filled in the bound book. For example, press cuttings. It has
limited use.
3. Expanding Alphabetical Cases: The letters and papers are placed alphabetically
with or without number in a pocket form. These pockets are useful for sorting out
correspondence or keeping letters. Generally, share certificates, savings certificates and
important documents maintained for temporary purposes.
4. Spike or Pillar File: A spike is a wire flitted with wooden stand. It may be kept on a
table or hung on the wall. The papers are to be filed through the sharp point of the spike.
Papers are filed one by one on the upper side; this is very simple and cheap method. The
replacement and reference of any paper or document is very difficult and time
consuming. There is no safety to documents from dust and insects. This method is very
suitable for small office.
5. Concertina File: The file is made up of cardboard and has a number of light card
board pockets. The documents are filed under simple alphabetical classification. This
file is mainly used for keeping letters and documents temporary and the storage place
for insurance policies and sham certificates. It has limited capacity for filing.
6. Box Files: Card board boxes are used for filing. Spring clips are used to hold. the
papers and documents within the boxes. The duration of the box file is very short since
the catches may become inefficient and loose after prolonged use. Hence, there is no
safety to documents.
7. Pigeonhole File or Docketing: A cupboard or special almirah is to be used for filing
letters and documents. The cup board is divided in to many compartments. Each
compartment has one hole i.e. pigeon holes. Each pigeon has hole which leaves letters
in an alphabet. Whenever the letters are received, they are sorted out according to
alphabets and maintain the letters in the respective holes. Sometimes, the brief
explanation and particulars of letters are recorded on the folders of the letters for quick
reference. This is known as docketing. Mainly this method is followed in post office for
sorting of letters.
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The letters kept under this method can be cleared periodically which are not expected to
use or unnecessary in future. This method is simple and economical. But it is very
difficult to locate old records. There is no safety of maintaining letters under this
method. There is a great risk of damage to records. This method is not suitable for large
size office and suitable for small office only.
8. Press Copy Book: The office copies of outward letters are maintained in a book
form. An extra carbon copy of each letter is taken for this purpose and then the original
copies are filed in chronological order. This helps to preserve documents which may
become evidence. It is very difficult to locate the documents for cross reference since it
is a cumbersome and time consuming method.
(B) Modern filing system
Filing system is very simple. Traditional system of filing didn’t fulfill the requirement
of the business. So it has been replaced with modern filing system. Modern filing
system is the improvement of traditional method of filing. It can be classified into 2
types. They are
I. Horizontal filing
In this system, the documents or letters are chronologically placed in folders one upon
another in a horizontal way. It is of two types. They are
a. Flat file
It is made up of cardboard or thick paper. Each flat file is attached with a pair of metal
clips or laces on the left hand side of it to tightly hold the papers. Pair of holes is made
on the left hand side of the paper using a punching machine. Then the papers are
inserted into the clips or laces and the clips are locked or the laces are tied up to tightly
hold the papers. The papers are chronologically placed one upon another in a flat
position in a file.
b. Arch level file
It is made up of cardboard or thick plastic. The metal arches are made for holding
papers or documents. Pair of holes is made on the left hand side of the paper using a
punching machine. Then the papers are inserted into the arches and the arches are
locked to tightly hold the papers. The papers are chronologically placed one upon
another in a flat position in a file in alphabetical order. In this papers can be taken out or
inserted without disturbing other papers.
Advantages of horizontal filing
 It is simple to understand and easy to operate
 The papers are chronologically placed in alphabetical order which helps in easy
location of documents
 The documents are protected by fire, dust, water etc
 It requires less space
Disadvantages of horizontal filing
 The files are kept one over another so they are difficult to locate.
 It is time consuming.
 It is difficult to take papers out and insert them in.
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It has less expansion and flexibility.
II. Vertical filing
It is the most popular type of filing in modern offices. In this method, documents are
kept on upright position in especially pre prepared folders or files. The folders or files
are made up of cardboard or papers which are folded in the middle to hold the
documents in them. Documents are placed in a chronological order without punching
and typing them up in a pair of clips. It requires following tools and equipments.
a. Folders
They are made up of strong cardboard papers to hold the documents. The back of the
folder is higher than the front part. They are placed in cabinet and their external part is
visible.
b. Cabinet or drawer
It is necessary to keep the folders properly. Folders are kept vertically inside it. The size
of drawer is dependant upon the number of papers to be kept in it. Generally 5000
papers are kept in one drawer.
c. Guide cards
The files are kept in a drawer of filing cabinet. A guide cared is placed between the
folders to divide the drawer.
Advantages of vertical filing:
 It is easy to file the documents
 It is economical
 It is flexible
 It provides safety to the documents
 It maintains the secrecy of the documents


Disadvantages of vertical filing
It is costly compared to horizontal filing
There is more chance of wearing and tearing of letters and documents
 There are chances of mixing up of files.
(C) Latest Filing Devices-Computer Filing
A computer file is a computer resource for recording data discretely in a computer
storage device. Just as words can be written to paper, so can information be written to a
computer file. There are different types of computer files, designed for different
purposes. A file may be designed to store a picture, a written message, a video, a
computer program, or a wide variety of other kinds of data. Some types of files can
store different several types of information at once. By using computer programs, a
person can open, read, change, and close a computer file. Computer files may be
reopened, modified, and copied an arbitrary number of times.
Typically, computer files are organised in a file system, which keeps track of where the
files are, and enables people to access them.
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1.9 Indexing And Its Importance :
The process of pointing out the proper location easily and quickly is called indexing.
Indexing means to inform or to guide the person for the easy and quick location of
required files. For example, the table of content on the book. Indexing is used to
facilitate the filing. Filing only keeps the record safely but indexing facilitates to find
out the records easily and quickly. It means it keeps easy access to the records.
Indexing is an important part of office which helps to increase efficiency. So, some
purposes of indexing are listed below:
(i) To increase efficiency of office:
(ii) To facilitate filing.
(iii)To facilitate easy and quick location of files or records.
(iv) To save the time of office.
(v) To promote the image of organization.
Importance of indexing
Record management carries significant importance in the organization. Record
management is concerned with keeping record safely and providing as per the
requirement. Indexing is an instrument of record management which makes possible to
find out the records easily and quickly. Filing without indexing is meaningless. In this
respect, some importance of indexing can be explained as follows:
(i) Easy location: Indexing points out the required records or file and facilitates
easy location.
(ii) Saves time and efforts: Indexing gives the ready reference to the records and
saves the time and efforts of office.
(iii)Efficiency: Indexing helps to find out the records easily and quickly which
enhances the efficiency of office.
(iv) Cross reference: A particular record can be maintained through two ways.
Indexing facilitates to find out such records through cross reference.
(v) Reduce cost: Indexing helps to reduce the cost of office by saving time and
efforts.

1.10 Essentials Qualities Of Good Indexing :
Indexing is maintained with the purpose of locating required files or documents easily
or quickly. It should fulfill its objectives. So, it requires following important qualities:
(i) Simplicity: It should be simple so that every member can understand and operate
it easily.
Odisha State Open University

19

Diploma in Office Management

(ii) Economical: The selected indexing system should be economical in installation
and operation. Its benefit should exceed its cost.
(iii)Flexible: The indexing system should be flexible enough to adjust as per the
requirement or increase as per increase in information.
(iv) Speed: The effective indexing system should give rapidity to locate required
files or documents.
(v) Suitable: The good indexing system should be suitable according to size and
nature of organization and the nature of filing.
(vi) Safe: The selected filing system should be safe enough from being damaged.

1.11 Types Of Indexing :
Indexing can be classified into two types as follows:
A. Invisible indexing: Under this indexing, the files and records are maintained in such
a manner that the records related to one file only can be found at a time. Invisible
indexing can be of following types.
(i) Simple book index: It is the simple type of indexing. In this indexing a bound
register with many pages is used. The pages of register are separated into many
alphabets. It means into 26 alphabets. Each alphabet carries two or more pages and
necessary information is recorded in the respective alphabet based on alphabetical order.
The edge of each page is successively cut off from right top of the first page to the right
bottom of the last page in such a manner that the alphabet that is printed in pages
orderly can be seen clearly at a time.
Merits:
a) It is simple to install and operate.
b) It is economical because only a register is used in this indexing.
c) As it is maintained in bound register it is safe.
Demerits:
a) It is inflexible because change cannot be made on it.
b) It is very difficult to make proper alphabetical arrangements.
c) It creates problem in searching required records.
(ii) Loose leaf index: It is an improved form of book index. It means it is introduced to
avoid the drawbacks of book index. In this index pages are not stitched up but they
remain loose. Pages are maintained according to the alphabet and when a page is filled
that another page is added there. Loose leaf index is characterized by merits and
demerits of book index except the inflexible demerits of book index. It is flexible
because necessary page can be added on it.
(iii) Card index: Card index is the modern and advanced form of index introduced by a
Frenchman Abbe Jean Rozier. Under this system separate cards are repaired for every
organization, individual and subject matter and information such as name, address and
telephone number are written in the cards and the cards are placed in the drawers. The
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required cards can be taken out from the drawer easily and quickly. Card index requires
some important equipments and materials mentioned below:
(iv) Cabinet with drawers: Card index requires the cabinet with deep drawers to keep
the cards safely. A long steel rod is fitted in the drawer which helps to hang the cards.
The alphabet of the name of organization, person and subject is posted in the drawer.
(v)Name cards: Cards with special side as per the requirement to write name, address,
telephone number, etc. are used in card indexing. Cards are made up of thick paper or
cardboard.
(vi) Guide cards: Another important instrument used in card index is guide card. Guide
cards are used to divide the cards in a drawer in various alphabetical sections. It helps to
find out the cards easily and safely.
B.Visible Index: Visible indexing method is introduced to avoid the drawbacks of
invisible indexing methods. Some important method of visible indexing are as follows:
(i)Visible card index: It is an improved form of card index. In card index only one card
is seen but in visible card index all the cards are seen at a time. Under this method, cards
are placed in a metal tray in an overlapping manner. The top of the each card is visible
in which required information is written. Cards can be arranged alphabetically or
numerically. A tray is fitted with rolling channels with help to move the tray backward
and forward easily.
(ii) Strip index: It is also a method of visible indexing. Under this method, metal holder
or board is fitted with stand is used in which stripes of paper are fixed in which name,
address, telephone number, etc. of customers are written and they are arranged
alphabetically in a frame. All the stripes are visible at a time and it does not require the
support of guide cards.
Strip indexing facilitates quick reference, economical, flexible and occupies minimum
space but it is not suitable to write long information. It is only used in small
organization.
(iii) Rotary card index or wheel index:It is an advance form of visible card indexing. It
gives quick reference than other methods of indexing. In this method, a rotating wheel
with many steel rods in a circumference of wheel is fitted to a stand and cards are stored
there. Cards are arranged in the circumference of wheel and the wheel is rotated to find
out the required cards. Guide cards are used to find out the required cards.
Easy and quick reference, prestige and occupies less space are the merits of these
indexing. Cost bearing, and difficult to operate are the demerits of wheel indexing.

1.12 LET’S SUM-UP :
Records include all forms of information processing media used by a business, whether
they are in the form of correspondence, vouchers, cards, registers, etc. Records
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management covers all the activities which are designed to control the life cycle of a
record, from its creation to its ultimate disposition. Filing is a form of record-keeping
which is helpful in increase in efficiency and to take quick decision. An index is a ready
guide to the location of the required file or record.

1.13








KEY TERMS :
Correspondence records
Accounting records
Records Management Manual
Filing
Concertina file
Docketing
Indexing

1.14 Self-Assessment Questions :
(i) Define filing and explain its importance?
Ans.________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
(ii) Discuss the pros and cons of centralized filing.
Ans.________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
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1.15 Further Readings :
1. R.K.Chopra and Priyanki Gauri, Office Management, Himalaya Publishing
House, Mumbai
2. V Balachandran and V Chandrasekaran, Office Management, Tata McGraw
Hill, New Delhi

1.16

Model Questions :

(i) What characteristics would you look for in a good filing system?
(ii) Distinguish between ‘Horizontal’ and ‘Vertical’ methods of filing. What are the
main advantages of the vertical method?
(iii) Define filing and explain its advantages. What are the essentials of a good filing
system?
(iv) Explain ‘Record Management’. What types of records are kept at the office of a
Business Organization?
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Unit-2
Office Correspondence And Mail Service
Learning Objectives
After reading this chapter, the students should be able to:
 Understand the meaning of Office Correspondence and its type
 Discuss the centralized correspondence and decentralized correspondence
 Enumerate the production of correspondence
 Discuss the importance of facility layout
 Discuss the typing and stenographic services
 Elaborate the mail services and efficiency of mail services
 Narrate the handling and disposal of mail
Structure
2.1 Introduction to office correspondence and
correspondence
2.2 Centralized and Decentralized correspondence
2.3 Production of correspondence
2.4 Typing and Stenographic Services
2.5 Introduction to Mail Services
2.6 Handling and Disposal of Mail
2.7 Let’s sum-up
2.8 Key terms
2.9 Self-Assessment Questions
2.10 Further Readings
2.11 Model Questions

classification

of

office

2.1 Introduction to office correspondence and classification of office
correspondence
Business correspondence means the exchange of information in a written format for the
process of business activities. Business correspondence can take place between
organizations, within organizations or between the customers and the organization. The
correspondence is generally of widely accepted formats that are followed universally.
Classification or Types of Correspondence
The different types of correspondence are as follows:
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1. Internal Correspondence: Internal correspondence refers to correspondence between
the individuals, departments, sections and branches of the same organization.
2. External Correspondence: It refers to correspondence made with outsiders of the
organization who are individuals, customers, suppliers, banks, financial institutions,
money lenders, government departments, educational institutions, charitable trust and
the like.
3. Routine Correspondence: Routine correspondence refers to correspondence on
routine matters like inquiries, acknowledgements, replies, orders, invitations and
appointment letters.
4. Sales Correspondence: It refers to correspondence relating to sales. They are sales
letters, sales reports, invoices, offer and discount letters, statement of accounts,
confirmation of order, collection letters, delivery letters, debit and credit notes letters
and the like.
5. Personalized Correspondence: Emotional factors are responsible for personalized
correspondence. The letters relating to requesting, granting or refusing co — operation,
favour, letters intimating gratefulness, appreciation, congratulation or commendation,
letter of introduction or recommendation of an individual, letters of sympathy or
censure and the like are termed as personalized correspondence.
6. Circulars: A common matter is communicated to a large number of persons or firms.
They treated as circulars and/or notices change of address, change.

2.2 Centralized and decentralized correspondence
A firm may send out letters and receive letters. This can be dealt with in two ways either
by centrally organized system or by decent rally organized correspondence system
centralized correspondence and decentralized correspondence.
A. Centralized Correspondence
Correspondence department is organized to set up an effective system of
correspondence- in a specialized and economical way. Under the centralized
correspondence system all the letters received are handled by a specialized department
only.
In big concerns it is so, because letters have been processed by trained staff and the staff
works under a qualified supervisor. Correspondence is not passed to other departments.
But when any correspondence needs; special skill by any other department, such letters
will be given to them.
Merits of Centralized Correspondence
1. Since qualified staff is appointed and are working centrally, it is possible to produce
effective correspondence.
2. By sending out effective letters, goodwill can be created in the mind of the recipient
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3. Since the letters are handled by the same member it is easy to study the customers
taste and needs.
4. High standards of Correspondence are generally possible.
5. Specialization generally increases productivity.
6. Staff can be trained adequately and quite easily.
Demerits of Centralized Correspondence
1. Though qualified persons are there, yet sometimes, to reply certain letters, other
departments have to be approached.
2. Consultation, getting the information, drafting etc., will result in loss of time.
3. The persons of centralized correspondence department, writing out wrong replies,
based on information received may create complication in future.
4. Letters relating to the policy of the business have to be approved by the management.
A draft may have to be written several times before being passed and thus there is an
unnecessary labor on the part of correspondent.
B. Decentralized Correspondence
The organization has many departments and the correspondence relating to each
department is entrusted to itself. Incoming letters are passed on to them and they send
out replies. Such a system is called decentralized or departmental correspondence.
Merits of Decentralized Correspondence
1. Replies can be sent out without delay, because needed information is in the files,
which are with them.
2. The staff has good knowledge about the matter they are dealing with.
3. Each department will try to send out letters of high quality.
4. Replies based upon first hand information will be more accurate.
5. Speedy replies can be made.
6. Promptness in sending letters can be maintained.
Demerits of Decentralized Correspondence
1. Specially trained persons cannot be appointed in each department. The departmental
heads have to perform the work. As such, correspondence will not be of a good standard
as in centralized correspondence.
2. It is possible that errors and mistakes creep in easily.
3. A goodwill cannot be created by writing standard correspondence.
4. It is not possible to maintain uniformity in the correspondence.

2.3 Production of correspondence
An effective correspondence ensures efficient and economical communication service.
The drafting of correspondence improves the goodwill of the organization. The
responsibility of drafting a correspondence is based on the nature of correspondence and
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type of an organization. Generally, routine correspondence is drafted by lower level
clerks. Important and confidential correspondences are drafted by the top executives of
an organization. In large organization, the volume of correspondence is also large.
Therefore, a separate department or section is created for production and dealing of
correspondence. In the case of small organization, a separate responsible and knowledge
person is nominated to the production and dealing of correspondence.

2.3.1 Stages involved in drafting of correspondence
The following stages are involved while production or drafting of correspondence and
despatch the same to the parties.
1. The required message or information is collected from various sources.
2. The style of letter is decided according to the nature of correspondence.
3. A rough copy is prepared at initial stage.
4. The rough copy is forwarded to proper official for necessary adding, deleting or
correction.
5. Once again the rough copy is read by the employee who has prepared rough copy.
6. The rough copy is hand over to the typist or computer programmer for production as
the case may be.
7. Again the produced copy is read by a person who has drafted the copy. The
correction may be made if any.
8. The produced copy is arranged for getting sign from the concerned responsible
official.
9. The signed copy is also verified by the employee who is dealing the correspondence.
10. Now, the letter is ready for dispatch.

2.3.2 Principles of Drafting of Correspondence
Little Field and Rachel have laid down the principles of drafting of correspondence.
They are presented below.
1. Determine Purpose: Generally, there is a primary purpose of conveying some
information and the secondary purpose of conveying a feeling of helpfulness and
goodwill.
2. Planning of Message: Ideas have to be collected from across the o8ice and arrange
them in a logical order before the communication begins.
3. Using of Language: Conversational language has to be selected for the purpose of
clear cut directions and simplicity.
4. Be Compact and Clean: The message should results in the completion of job. Every
question should be answered in the communication.
5. Brief: There must be a thorough explanation of every point in brief.
6. Courtesy: Every communication should be courtesy, considerate, friendly and
helpful.
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7. Read Proof Carefully: An excellent document can be ruined by grammatical and
typing errors. The typing error may be relating to spelling name, improper arrangement
of words and letters, wrong numbers and in sequence of sentences. Besides, there is a
possibility of failing to enclose necessary items. Hence, careful proof reading is
necessary for complete valuable correspondence.

2.3.3 Content of a Business Letter
To deliver a message effectively, the channel should be solid and clear. According to
the book Effective Business Communication, by Ronnie A. Bouing, the following are
parts of a business letter:
1. Heading (Letterhead) – This usually displays the name of the institution
represented by the author, as well as the corporate name and business address.
2. Date (Dateline) – This indicates the day when the letter was written, and not
when the document was released.
3. Inside Address – The name, position, business name, and business address of the
addressee appear on this part.
4. Return Address – Your address
5. Salutation – For the recipient’s name, use Mr. or Ms. and then the last name to
show respect. Other salutations are: Ladies, Gentlemen, Dear Sir, and Dear Sir
or Madam.
6. Body – Paragraphs should be brief and straight to the point. The length of the
letter depends on the purpose of the letter.
7. Complimentary Close – This is the part where the author should signal the
ending of the letter. Among the suggested closings are: “Very truly yours,”
“Very sincerely yours,” and “Very respectfully yours.
8. Signature Block – Your name and position are on this part.
9. Reference Initial – Any of the writer, dictator, or encoder of the letter should be
mentioned using an acronym, initial or code.
10. Courtesy Copies – These are the secondary recipients of the letter.
11. Enclosure Notation – This reminds the recipient about the attachment/s to the
letter.
12. Postcript (PS Notation) – Important details are stressed here, calling the
recipient’s attention. This is usually found on a sales or marketing letter.
13. Through Line – “This part appears in the letter if the sender is a subordinate who
writes to a person higher in position than his immediate superior. It is a protocol
that communications should pass through channels.”

2.3.4 Parts of a Business Letter
This resource is organized in the order in which you should write a business letter,
starting with the sender's address if the letter is not written on letterhead.
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(i)Sender's Address: The sender's address usually is included in letterhead. If you are
not using letterhead, include the sender's address at the top of the letter one line below
the date. Do not write the sender's name or title, as it is included in the letter's closing.
Include only the street address, city, and zip code.
(ii)Date: The date line is used to indicate the date the letter was written. However, if
your letter is completed over a number of days, use the date it was finished in the date
line. When writing to companies within the United States, use the American date
format. (The United States-based convention for formatting a date places the month
before the day. For example: June 11, 2001. ) Write out the month, day and year two
inches from the top of the page. Depending which format you are using for your letter,
either left justify the date or tab to the center point and type the date.
(iii) Inside Address: The inside address is the recipient's address. It is always best to
write to a specific individual at the firm to which you are writing. If you do not have the
person's name, do some research by calling the company or speaking with employees
from the company. Include a personal title such as Ms., Mrs., Mr., or Dr. Follow a
woman's preference in being addressed as Miss, Mrs., or Ms. If you are unsure of a
woman's preference in being addressed, use Ms. If there is a possibility that the person
to whom you are writing is a Dr. or has some other title, use that title. Usually, people
will not mind being addressed by a higher title than they actually possess. To write the
address, use the U.S. Post Office Format. For international addresses, type the name of
the country in all-capital letters on the last line. The inside address begins one line
below the sender's address or one line below the date. It should be left justified, no
matter which format you are using.
(iv) Salutation: Use the same name as the inside address, including the personal title. If
you know the person and typically address them by their first name, it is acceptable to
use only the first name in the salutation (for example: Dear Lucy:). In all other cases,
however, use the personal title and last/family name followed by a colon. Leave one line
blank after the salutation. If you don't know a reader's gender, use a nonsexist salutation,
such as their job title followed by the receiver's name. It is also acceptable to use the full
name in a salutation if you cannot determine gender. For example, you might write Dear
Chris Harmon: if you were unsure of Chris's gender.
(v) Body: For block and modified block formats, single space and left justify each
paragraph within the body of the letter. Leave a blank line between each paragraph.
When writing a business letter, be careful to remember that conciseness is very
important. In the first paragraph, consider a friendly opening and then a statement of the
main point. The next paragraph should begin justifying the importance of the main
point. In the next few paragraphs, continue justification with background information
and supporting details. The closing paragraph should restate the purpose of the letter
and, in some cases, request some type of action.
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(vi) Closing: The closing begins at the same vertical point as your date and one line
after the last body paragraph. Capitalize the first word only (for example: Thank you)
and leave four lines between the closing and the sender's name for a signature. If a colon
follows the salutation, a comma should follow the closing; otherwise, there is no
punctuation after the closing.
(vii) Enclosures: If you have enclosed any documents along with the letter, such as a
resume, you indicate this simply by typing Enclosures one line below the closing. As an
option, you may list the name of each document you are including in the envelope. For
instance, if you have included many documents and need to ensure that the recipient is
aware of each document, it may be a good idea to list the names.
(viii) Typist initials: Typist initials are used to indicate the person who typed the letter.
If you typed the letter yourself, omit the typist initials.

2.3.5 A Note about Format and Font
(i) Block Format: When writing business letters, you must pay special attention to the
format and font used. The most common layout of a business letter is known as block
format. Using this format, the entire letter is left justified and single spaced except for a
double space between paragraphs.
(ii) Modified Block: Another widely utilized format is known as modified block
format. In this type, the body of the letter and the sender's and recipient's addresses are
left justified and single-spaced. However, for the date and closing, tab to the center
point and begin to type.
(iii) Semi-Block: The final, and least used, style is semi-block. It is much like the
modified block style except that each paragraph is indented instead of left justified.
Keep in mind that different organizations have different format requirements for their
professional communication. While the examples provided by the OWL contain
common elements for the basic business letter (genre expectations), the format of your
business letter may need to be flexible to reflect variables like letterheads and templates.
Our examples are merely guides.
If your computer is equipped with Microsoft Office 2000, the Letter Wizard can be used
to take much of the guesswork out of formatting business letters. To access the Letter
Wizard, click on the Tools menu and then choose Letter Wizard. The Wizard will
present the three styles mentioned here and input the date, sender address and recipient
address into the selected format. Letter Wizard should only be used if you have a basic
understand of how to write a business letter. Its templates are not applicable in every
setting. Therefore, you should consult a business writing handbook if you have any
questions or doubt the accuracy of the Letter Wizard.
Font
Another important factor in the readability of a letter is the font. The generally accepted
font is Times New Roman, size 12, although other fonts such as Arial may be used.
When choosing a font, always consider your audience. If you are writing to a
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conservative company, you may want to use Times New Roman. However, if you are
writing to a more liberal company, you have a little more freedom when choosing fonts.
Punctuation
Punctuation after the salutation and closing - use a colon (:) after the salutation (never a
comma) and a comma (,) after the closing. In some circumstances, you may also use a
less common format, known as open punctuation. For this style, punctuation is excluded
after the salutation and the closing.

2.3.6 Types of Business Letter
(i) Business Enquiry Letter: Sometimes prospective buyers want to know the details of
the goods which they want to buy, like quality, quantity, price, mode of delivery and
payment, etc. They may also ask for
a sample. The letter written to sellers with one or more of the above purposes is known
as enquiry letter.
(ii) Quotation Letter: After receiving the letter of enquiry from a prospective buyer, the
sellers supply the relevant information by writing a letter that is called quotation letter.
These letters are written keeping in view the information asked for like price list, mode
of payment, discount to be allowed etc. Businessman should reply to the inquiries
carefully and promptly.
(iii) Order Letter: In the previous section, we have studied about letters of enquiry and
reply to enquiry i.e., quotation letter. The prospective buyer after receiving the reply to
his enquiry letter may decide to place on order with that business house which offers
goods at minimum price and at favourable terms and conditions. Letters written by a
buyer to the seller giving the order to purchase the goods is called order letter.
(iv) Complaint Letter: A complaint letter is written when the purchaser does not find the
goods upto his satisfaction. It is normally written by the purchaser when he receives
wrong, defective or damaged goods or receives incorrect quantity of goods. It can also
be written directly to the transit authority when the goods are damaged in transit. Thus,
we may define a letter of complaint as the letter that draws the attention of the supplier
or any other party on account of supply of defective or damaged goods.
(v) Recovery Letter: The letter written by the seller for collection of money for the
goods supplied to the buyer is called recovery letter. The aim of recovery letter is to
collect money without annoying the customers. The letter should include information
regarding the amount of arrears argument for payment, and last date for payment. The
language of recovery letter should be polite, so that the customer is not offended and
future transactions with him are not adversely affected.

2.4 Typing and stenographic services
Typing is the work or activity of typing something by means of a typewriter or word
processor. Typing is the process of writing or inputting text by pressing keys on a
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typewriter, computer keyboard, cell phone, or calculator. It can be distinguished from
other means of text input, such as handwriting and speech recognition. Text can be in
the form of letters, numbers and other symbols.
A stenographer is someone who types what people say. One has to listen carefully and
type very fast to be a stenographer. It can be noticed that someone typing everything the
judge, lawyers, and witnesses say in a courtroom. That's the stenographer. The act of
taking dictation is referred to as stenography. Like a photographer captures images, a
stenographer captures words. Stenographers must learn a type of shorthand, an
abbreviated language form that is designed for rapid transcription, to take notes on a
steno machine in order to catch each word that is spoken. Once the notes are entered
into the machine by the stenographer, they are translated by computer software into
English. The stenographer responsible for recording the proceedings takes the rough
transcript and proofreads it before creating a final transcript and committing it to official
record.
Major duties performed by the stenographer or steno-typist:
(i) Take dictation in shorthand and transcribe it to English language on
computer/type-writer.
(ii) Have to type and drafting the official letters/documents.
(iii)Have to directly interact with the visitors in office.
(iv) Have to report the proceedings in meetings.

2.5 Introduction to mail services
Mail may be described as any written communication which passes through the
messenger, courier or the post office. There is need of continuous contacts with the
customers, suppliers, branches, departments, banks, financial institutions, government
agencies, non-government organization, and the like. The type of communication is
varied on the basis of counterpart of communication. Therefore, every business office
receives and sends out a large volume of correspondence on every day.

2.5.1 Types of mail service
Business mail is of three distinct types. They are listed below.
1. Incoming or inward mail.
2. Outgoing or outward mail and
3. Inter — departmental mail.
The forms of these types of mails are letters, documents. packets, parcels, telegrams,
orders, remittances etc. Prompt and correct handling of mail is necessary for achieving
purpose of mail. Moreover, proper handling of mail increases the goodwill of the
business office.
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2.5.2 Benefits of office mail service
In the modern globalized business world, mail service is an integral part of office work.
Hence, adequate facilities should be provided for efficient and successful performance
of mail service. An efficient mailing service offers the following benefits.
1. It ensures continuous contacts with outsiders.
2. A good impression is created in the minds of outsiders and thereby improves the
goodwill of the business.
3. The interdepartmental co-operation is also improved with the help of efficient mail
service.
4. It helps the business office in the creation of correspondence and record keeping of
all the departments.
5. It helps to reduce the cost of the mailing service.
6. The new employee of business office gets training very easily and makes them
familiar with the organizational set up, work routine, authority and responsibility,
organization structure and the like of the firm.

2.5.3 Components of mail service
The mailing service should be planned and organized properly in order to ensure prompt
and efficient handling of mailing service. The following elements are included in the
efficient mailing service
1. Adequate facilities are provided for the mail service.
2. Creation and organization of mailing department correctly.
3. Arrangements made with post office.
4. Establishing inward and outward mail procedure.
5. Mechanization of mail service.
6. Supervision of mail service.

2.6 Handling and disposal of mail
The existing relationship of business office with outsiders is strengthened through
efficient operation or handling of mail service. Thus handling of mail is an important
supplement to other office operations, viz., making original records, typing and
duplicating etc. The mailing service should be planned and organized properly to ensure
prompt and correct handling of mail.

2.6.1 Mail and mailing department
‘Mail’ refers to the written communication that passes through the messenger service or
the post office. Every business concern sends out and receives a large number of letters,
notices, circulars, telegrams, memoranda reports, statements, pamphlets, inquiries, etc.
Mail service ensures continuous interaction between insiders as well as between the
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organisation and outsiders. It helps the firm in establishing and maintaining contact with
customers, suppliers, and others concerned.
In order to ensure prompt and efficient handling of mail, the mailing service should be
planned and organised properly. Due to its importance and the vital role played in the
organisation, mail should receive special attention and treatment. Handling of mail is,
therefore, done by a specialised department named as ‘Mailing Department’. The nature
of organisation of the mailing department depends on the size of the firm and the
volume of mail to be handled. Mails consist of three main types — (a) incoming, (b)
outgoing and (c) inter departmental. If the mail relating to various departments of the
organisation is received and despatched from one centralised mail handling department,
it is called centralisation of the mailing service. On the other hand, if each department
receives and despatches its own mail, it is known as decentralised or departmental mail
handling system.

2.6.2 Centralised mailing services
Under centralized mailing a separate mailing department is constituted to handle all
types of mail concerning different departments. Letters which originate from a
particular department also pass through mailing department. In small offices the volume
of mail is very small and one
individual may handle the entire mail. In some offices the inward mail is
handled by a central section and the outgoing mail is handled by the
respective departments. The main advantages of centralised mail handling are —
(1) Since similar type of activity is performed again and again the employees develop
speed, accuracy and work efficiency.
(2) Better supervision and co-ordination is possible.
(3) It results in reduced of cost of mailing.
(4) It often allows new employees to get training in the office routines.
(5) It results in saving in terms of time and money.
(6) It provides optimum use of mail room equipment.
(7) Trained and expert staff can be appointed.
(8) It can make special arrangements with the post office for receipt and despatch of
mail.
(9) Proper accounting of postage stamps is possible.
However , a centralised mail handling service is not without its drawbacks such as —
(10) It may not appreciate the urgency of service required shownby particular
departments.
(11) It may not be possible to maintain secrecy.
The mailing department is usually divided into two sections: one for inward mail and
the other for outward mail.
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2.6.3 Handling incoming mail
Efficient handling of mail requires establishment of definite procedures involving step
by step handling of mail. The incoming mail should be received and distributed with
speed and accuracy. The exact method of handling inward mail differs from office to
office. Handling of incoming mail generally consists of the following steps:
(i) Receiving the mail: In small offices the mail is received by the executive or his
secretary. But in large offices this task is entrusted to a responsible person in Mailing
department. Incoming mail may be delivered once or twice everyday by the postman or
by messengers or couriers. Sometimes in large offices Post Box or Post Bag is hired.
The mail is collected once or twice a day from the post office by an employee. A part of
the incoming correspondence is delivered by messengers from other offices. A clerk is
entrusted with the work of receiving letters and issuing receipts or acknowledging
receipt in the peon/messenger book.
(ii) Sorting Department-wise and Class-wise: After the mail has been received, it
should be sorted out before it is opened. Official letters should be separated from the
private letters of the employees. Letters marked ‘confidential’ or addressed to officials
by name should be sent immediately unopened to the concerned officials. The first class
official mail is also sorted for quick opening and delivery, laying aside less important
mail for later handling. After seeing the envelopes the staff recognises the class of mail
and content with experience.
(iii) Opening the mail: Letters are opened by hand with the help of a paper knife. If the
number of letters is very large, a letter opening machine may be used. The mail should
be opened carefully to ensure safety of mail. It must also be seen that no papers are left
inside the envelope. A responsible officer should supervise this process. The contents of
the envelopes should be scrutinised to find out the purpose of the correspondence and
the department to which it relates. If there are enclosures, they should be checked to
verify that they are in order. Any discrepancy should be brought to the notice of the
mail room supervisor specially when the enclosures are cheuqes, drafts, postal orders,
etc.
(iv) Marking the mail: After opening the mail, each letter should be stamped with the
date and time of its receipt. Stamping may be done with rubber stamp by hand or with
the help of dating, numbering and time recording machines. If necessary, the envelope
must be pinned as an evidence. The letter is marked to the concerned department and a
circulation slip is also attached if required.
(v) Recording: All offices keep a permanent record of inward mail. For this purpose,
the “Inward Mail Register” or “Letter Received Book” is maintained. This register
records the particulars of letters received. Such a record helps in fixing responsibility for
a lost letter and also in tracing it. Delay or default in dealing with letters can also be
found out. The Inward Mail Register is considered wasteful and time-consuming if the
volume of mail is large. A Mail Room List is then prepared. This is a list of documents
delivered in a batch to a particular department or individual.
The receiver is required to sign the list as a receipt.
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(vi) Distributing the Mail: After numbering, date stamping and listing, the letters are
sorted out department-wise. This has to be done after all enclosures are securely
attached to the covering letter. Separate trays or baskets may be used for sorting out
letters of each department. Pigeon-holes may be arranged if there are a large number of
departments.
The initials of the receiving clerks or officials are obtained in a register as
acknowledgment of their receipt.
(vii) Speedy Disposal: Letters received should be properly attended to and replied in
time. They are filed after necessary action is taken on them. Follow-up action is taken to
ensure that all incoming letters are properly dealt with quickly.

2.6.4 Handling outward mail
Almost every office sends out mail daily. Outward mail must be handled with care,
speed and accuracy due to the following reasons:
(i) improper handling of outward mail creates bad impression on outsiders.
(ii) delays in sending replies may result in loss of business opportunities.
(iii) delay may result in additional cost e.g., a telegram may have to be sent if a letter
has been delayed.
All outgoing mail passes through three stages: (a) production, (b) signature and control,
and (c) referencing. Production involves drafting or dictation and typing (or
transcription) of the draft or dictated matter. Routine letters are signed by junior clerks
on behalf of the head but important letters are signed by the concerned officer or head.
Proper control on signatures is a must; only authorised person should sign the letters.
Thereafter every letter has to be marked at the top with code or file number for future
reference. This is known as referencing. Each organisation follows its own method of
coding and referencing, e.g. reference number ACC/148/1998 indicates that letter
No.148 relates to Accounts Department (Acc.) and it was sent in 1998.
Handling outward mail generally involves the following steps:
(1)Collection of Outgoing Mail: Generally each department sends its correspondence to
the mailing department for despatch. In certain offices a messenger from mailing
section goes round at scheduled intervals to collect mail from different departments. A
tray marked as ‘outgoing mail’ is kept in each department. All letters to be sent outside
are placed in this tray and the messenger collects the mail from such trays. Timely
collection of outgoing mail improves the efficiency of despatch section.
(2) Entering the Mail: All letters sent outside are to be recorded. The letters which are
to be delivered locally through a messenger or peon are recorded in “Messenger Book”
or “Peon Book”. Outstation letters are entered in ‘Outward Mail Register’ or ‘Despatch
Register’.
(3) Folding of Letters: The letter (attached with enclosures) should be folded carefully
and in the correct size. Creases should be straight and should not spoil the neatness of
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letters. They should be folded with minimum number of folds. If window envelopes are
used, the folding should be done in such a way that the address becomes visible through
the window. Standard envelopes should be used to accommodate the letters.
Before the letters are inserted in the envelopes, care should be taken for:
(i) writing the number of letter on the envelope and on the letter itself as recorded in
despatch register.
(ii) checking the enclosures as mentioned at the left hand bottom of the letter, and
(iii) fastening the enclosures by the main letter with pins, tags, clips or stapling wires.
In recent times machines have come up to be used for folding letters and inserting them
in the envelopes automatically.
(4) Preparation of Envelopes: After folding, the letters are inserted in the right
envelopes. A complete and correct address must be written. Pin codes should be given
as they ensure a prompt delivery of letters. Address written on the letter and on the
envelope should tally. Window envelope can be used to avoid rewriting of address on
envelope. Address must be fully visible whether written by hand or typed. Addressing
machines may be used whenever necessary. The envelopes should be sealed with gum,
adhesive or cello tape. This work is tedious but should be done with care. The adhesive
should not spread inside as it may spoil the content. Different categories of mail, like
‘Book Post’, ‘Registered Parcel’ etc. should be stamped or written as per regulations of
the post office.
(5) Sorting, Weighing and Stamping: The envelopes of different categories of mail are
to be sorted out category-wise. The outward mails generally are of two categories —
Local: to be sent through messenger, and Outstation: to be sent through post office,
courier, and airlines. The second category may be classified as mail to be sent by
ordinary post, registered post, speed post, book post, foreign mail, under certificate of
posting, parcels to be sent through Indian Airlines, Air India, Sea mail, etc. The sorted
mail should be put in separate trays so that the task of stamping is facilitated. Stamps
are to be affixed on mail which is sent by post. It is necessary to weigh the different
articles to be sent by post so that proper value of stamps are affixed. An up-to-date copy
of the ‘Post Office Guide’ should be kept with the despatch clerk responsible for
affixing stamps. In large organisations franking machines are used for stamping. The
letters which are to be sent by messenger are entered in the Messenger or Peon Book
and handed over to the messenger for delivery.
(6) Despatching: Finally, the posting and delivery of letters have to be arranged.
Ordinary mail is posted at the nearest Post Box at regular intervals. Special kinds of
mail like registered and insured articles etc. are separately sent to the post office. Letters
to be sent by speed post are to be presented at the counter of a post office meant for it.

2.7 Let’s sum-up
Correspondence means any written or digital communication exchanged by two or more
parties. Correspondences may come in the form of letters, emails, text messages,
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voicemails, notes, or postcards. Correspondence may be centralized by creating a
separate correspondence section; or it may be decentralized- that is, it may be carried on
by each of the departments individually. All written communications, including the
correspondence prepared by the office, should be typed or photocopied before they are
dispatched.

2.8 Key terms









Office correspondence
Centralized correspondence
Business letters
Typing
Stenographic services
Mail services
Handling of mail
Disposal of mail

2.9 Self-assessment questions
1. Write short notes on Inward Mail System.
Ans.________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
2. Briefly describe the content of a business letter.
Ans.________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
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2.10 Further readings
1.
2.

R.K.Chopra and Priyanki Gauri, Office Management, Himalaya Publishing
House, Mumbai
V Balachandran and V Chandrasekaran, Office Management, Tata McGraw
Hill, New Delhi

2.11 Model questions
1.
2.

Describe the procedure for maintaining incoming and outgoing mail of an office.
What are the advantages and disadvantages of centralized mailing service of an
office?
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UNIT-1
RECORDS MAINTENANCE/MANAGEMENT
1. Define filing and explain its importance.
Filing means keeping documents in a safe place and being able to find them easily and
quickly. Documents that are cared for will not easily tear, get lost or dirty. A filing
system is the central record-keeping system for an organisation. It helps to be organised,
systematic, efficient and transparent. It also helps all people who should be able to
access information to do so easily. Filing is important as:
1. It helps in increasing efficiency of office because filing helps in providing
records in required time to make quick decisions
2. Filing helps in protection of important documents from fire, dust, insects, theft
and mishandling.
3. Previous records are base of past records and they are used as a immediate
reference.
4. It helps in documentation of proof and legal evidence in the time of disputes
5. It helps in formulation of future planning
6. It helps in providing legal proofs to fulfill legal formalities
7. It helps in handling customers and correspondence carefully to maintain the
goodwill of the office
8. It helps in taking feedback.
2. Discuss the pros and cons of centralized filing.
Centralised filing denotes a system of filing where files relating to different departments
are preserved at a central place of the organisation. The location of filing equipment and
personnel in a single section is called centralised filing.
The following are the broad advantages of centralised filing:
a) It ensures uniformity and standardisation of filing system as the filing operation of
various departments is done at one place.
b) Centralised filing avoids unnecessary duplication of filing equipments.
c) It ensures better supervision and here better work is performed by-a group of
specialists under the control of a supervisor.
d) As all the records are kept at one place, it facilitates easy location of records.
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e) Centralised filing avoids botheration of departments for record keeping.
f) Cross referencing of letters becomes possible in centralized filing system.
There are also certain disadvantages with centralized filing which are briefly explained
below.
Disadvantages or Limitations of centralized filing
1. Records may become more vulnerable since they are stored in one central location.
2. It may cause great delay in bringing records if most office staff required several
documents at a time.
3. The risk of loss due to fire, theft and the like is more since all the documents are
stored in only one place.
4. The filing department may enforce rules and procedure rigidly regarding receiving
and returning the files. This may affect the smooth functioning of functional department
operations.
5. More human resources and time are spent on the locating and returning the files at
precious time.
6. Sometimes, the same documents or records are required by more than one
department. It creates strained relationship among staff.
7. It is very difficult to maintain secret and confidential documents.
8. If specialized staffs are not appointed in the filing department, there may be a large
number of misfiling.
9. The filing department may become a storage place of unwanted and unnecessary
documents.
10. If some papers or pages are missed, it is very difficult to find such papers and no
possibility of fixing responsibility on any body.
11. The centralized filing is not suitable if the organization has its functional department
in different geographical areas.
UNIT-2
OFFICE CORRESPONDENCE AND MAIL SERVICE
1. Write short notes on Inward Mail System.
Office correspondence means communication in writing on subject of mutual interest
either within the organization or outside the organization and it takes the form of a
letter, a circular, and a notice. The written communication sent through the post office
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or the messenger is called, "dak" or mail. When the 'dak' is received by an office from
different sources it is called as incoming mail. Handling of such incoming mail has
given a paramount importance because improper handling of data create various
problems. Hence the mail should be handled with speed and accuracy.
Efficient handling of mail requires establishment of a definite procedure which are
termed as steps of handling of mail. These steps are :
1.
2.
3.
4.
5.
6.
7.
8.

Receiving the mail.
Sorting the mail.
Opening the mail.
Scrutiny of the contents.
Date stamping.
Recording the mail.
Distribution of mail.
Follow up action.

Receiving the Mail: Generally mails are received once or twice a day delivered by the
postman. When the volume of correspondence is large, a post box or post bag is hired in
the post office and an office peon is required to collect the mail form the post office.
Sometimes letters are received through the messengers of other offices.
Sorting the Mail: Sorting of letters means grouping of letters on definite order. The
letters are grouped either on the basis of their nature or destination or contents. Sorting
of letters may be done before opening of letters or after opening of letters. When it is
undertaken before opening, private and confidential letters are separated from the
ordinary letters.
Opening the Mail: In small organization letters are opened by the officer or head clerk.
When the volume of letters are large, these are opened by mail-opener. In a large
organization mails are handled by a mailing department and a clerk is engaged in
opening of letters. Till the date of receipt of letter is recorded, the envelopes detached
from the letters should be kept. When the letters are marked private, these are opened by
the concerned person.
Scrutiny of Contents: After the letters are opened, the contents are removed from the
envelopes and are scrutinised. The purpose of scrutiny is to ascertain the department to
which the letter relate. Any enclosures of the contents should be properly verified and
noted.
Stamping the Mail: After proper scrutiny, the date stamping of letter is done.
Sometimes the date and time of receipt is stamped on the letter. For stamping of letters,
a stamp is prepared which contains the serial number, the date of receipt and time of
receipt if necessary. A reference stamp is attached if the letters relate to number of
departments.
Recording the Mall: After the stamping work, letters received are recorded in inward
mail register or letters received book. Before recording of letters in the register, the
contents are scrutinized properly so as to ensure the department to which it belongs. The
inward mail register contains serial number, date of receipt, senders name and address,
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nature of contents, subject of the letter in brief, remarks and initials of the officer with
date.
Distribution of the Mail: This is the last step in the inward mailing routine. In this
stage letters are handed over to the concerned department. The letters are distributed
through messengers or sometimes with the help of mechanical devices like conveyorbelt or pneumatic tube.
Follow up Action: Follow up action is very important because it is concerned with
keeping track of mail. This stage makes on enquiry whether the letter is replied or not.
3. Briefly describe the content of a business letter.
A business letter is more formal than a personal letter. It should have a margin of at
least one inch on all four edges. It is always written on 8½"x11" (or metric equivalent)
unlined stationery. There are six parts to a business letter.
1. The Heading. This contains the return address (usually two or three lines) with the
date on the last line. Sometimes it may be necessary to include a line after the address
and before the date for a phone number, fax number, E-mail address, or something
similar. Often a line is skipped between the address and date. That should always be
done if the heading is next to the left margin. It is not necessary to type the return
address if one is using stationery with the return address already imprinted. Always
include the date.
2. The Inside Address. This is the address one is sending his letter to. Make it as
complete as possible. Include titles and names if he knows them. This is always on the
left margin. If an 8½" x 11" paper is folded in thirds to fit in a standard 9" business
envelope, the inside address can appear through the window in the envelope. An inside
address also helps the recipient route the letter properly and can help should the
envelope be damaged and the address become unreadable. Skip a line after the heading
before the inside address. Skip another line after the inside address before the greeting.
3. The Greeting. Also called the salutation. The greeting in a business letter is always
formal. It normally begins with the word "Dear" and always includes the person's last
name. It normally has a title. Use a first name only if the title is unclear--for example,
the office manager is writing to someone named "Leslie," but do not know whether the
person is male or female. The greeting in a business letter always ends in a colon.
4. The Body. The body is written as text. A business letter is never hand written.
Depending on the letter style one chooses, paragraphs may be indented. Regardless of
format, skip a line between paragraphs. Skip a line between the greeting and the body.
Skip a line between the body and the close.
5. The Complimentary Close. This short, polite closing ends with a comma. It is either
at the left margin or its left edge is in the center, depending on the Business Letter Style
that one uses. It begins at the same column the heading does. The block style is
becoming more widely used because there is no indenting to bother with in the whole
letter.
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6. The Signature Line. Skip two lines and type out the name to be signed. This
customarily includes a middle initial, but does not have to. Women may indicate how
they wish to be addressed by placing Miss, Mrs., Ms. or similar title in parentheses
before their name. The signature line may include a second line for a title, if
appropriate. The term "By direction" in the second line means that a superior is
authorizing the signer. The signature should start directly above the first letter of the
signature line in the space between the close and the signature line. One should use blue
or black ink.



Odisha State Open University

44

