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Programme Module for 
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leading to 
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Introduction

This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 4 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.

The programme module is structured as follows:

	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment

a. Assessment Technique(s)

b. Mapping of Learning Outcomes to Assessment Technique(s)

c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment

The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop language, literacy and numeracy skills relevant to the themes and content of the module. 
Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 4 Communications and level 4 Mathematics modules with that of other level 4 modules is specifically encouraged. 

Structured communication and teamwork is encouraged between the teacher/tutor delivering this programme module and the language, literacy, numeracy and learning support teacher/tutor, as appropriate, to facilitate the learner in completing the programme module and achieving certification in the award.

Indicative Content

The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
1. Title of Programme Module

General Office Skills 
2. Component Name and Code 

General Office Skills 4N1116


3. Duration in Hours

100 hours (typical learner effort, to include both directed and self directed learning)


4. Credit Value

10 credits


5. Status

This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure


6. Special Requirements

None

7. Aim of the Programme Module
This programme module aims to equip the learner with the knowledge, skill and competence to perform administrative functions within an office environment, including duties and key responsibilities.
8. Objectives of the Programme Module

· To assist the learner to understand the role and function of different office services and the range of media used to store and communicate information.

· To enable the learner to understand and work within current Data Protection Legislation.

· To develop the learner’s skills to effectively communicate information using a range of media.

· To enable the learner to use a range of equipment and technology within the office in an effective and safe manner and follow the correct procedures in the event of emergencies.

· To assist the learner to develop the language, literacy and numeracy skills related to General Office Skills through the medium of the module themes and content

· To enable the learner to take responsibility for his/her own learning.
9. Learning Outcomes of Level 4 General Office Skills 4N1116

Learners will be able to:
1. Describe the different office services, duties and responsibilities performed within an organisation

2. Explain the different communication media used in the office environment

3. Describe the essential elements of a good filing system to include advantages and disadvantages of different methods of classification

4. Explain the concept of data protection

5. Discuss limitation of damage to persons and property in the event of emergencies

6. Perform routine office tasks using a range of office equipment and technology

7. Communicate information effectively on behalf of self and others using a range of media

8. Process a range of business documents according to established procedures

9. Use a paper based system and a computer system to enter and retrieve data

10. Process incoming and outgoing calls including conveying information accurately

11. Apply safe working practices including care of office equipment

12. Maintain an organised, tidy and pleasant working environment.
10. Indicative Content 

This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1: Key Concepts of the General Office Environment 
Facilitate the learner to describe the key concepts of the General Office Environment to include:

· The different services provided within an office, for example: 

· Reception services: such as answering visitor inquiries, arranging appointments, maintenance of a visitor book.

· Telephone services: such as answering screening and transferring calls, providing information to existing and potential clients, making calls on behalf of others.

· Stock control services: such as processing of delivery and supplier invoices for incoming goods, purchase orders, receipts and credit notes, returns notes and requisitions and issue notes for outgoing stock.

· Filing services: such as maintenance of an efficient system using appropriate filing equipment, a recognised data classification system within a filing schedule appropriate to the company.

· Photocopying services: such as document production of one-off or multiple copies, double-sided, collating, booklet creation.

· Postal services: such as receiving/signing for post, sorting post according to status for example: general, confidential or urgent, date stamping and distribution of post to individual trays, pigeon-holes or department trays.

· The duties and responsibilities performed within an organisation for example:

· Receiving and sorting information from external sources for example, customers enquiries, quotations, payments, complaints, supplier invoices, statements, catalogues, government bodies such as Revenue Commissioners, Employment Welfare Agencies, financial institutions such as bank statements, currency rates, stock valuations.

· Receiving and sorting information from internal sources for example: company reports, internal mail, minutes of meetings and year end accounts

· Processing and communicating information in different ways such as: 

· Orally: face-to-face meetings, telephone, videoconferencing

· Written: letters, memos, reports

· Electronically: for example, email, fax

· Visually: notice boards, bar charts, histograms

· Storing information using an effective and efficient filing system such as a manual filing system or an electronic document management system.

· Protecting information through application of current Data Protection legislation.  

· The various communication media used within the office environment for example: 

· Written: business documents such as letter, memo, fax, report, minutes

· Oral: telephone, intercom, mobile phone, meetings

· Electronic: e-mail, closed circuit television, video conferencing, VoIP, SMS

· Visual: billboards, charts, electronic billboards.

Section 2: General Office Tasks 
Facilitate the learner to describe the essential elements of a good filing system to include the advantages and disadvantages of different methods of classification: 

· The features of an efficient filing system, for example, accuracy of information, avoidance of duplication, avoidance of lost and misplaced data, security and confidentiality, ease of data retrieval 

· The various location options for a filing system, for example, centralised filing, decentralised filing, individual filing

· The range of equipment used in a manual filing system for example, box files, ring binder, concertina folder, filing cabinets, manila folders

· The different methods of classifying information, for example alphabetical, numerical, chronological

· The advantages and disadvantages of different methods of information classification

· The appropriate methods of disposal of sensitive documents.

Facilitate the learner to demonstrate their understanding of the current legislation regarding Data Protection within the general office environment:

· The current Data Protection legislation and the regulation of the collection, processing, storage and disclosure of personal information.

· The rights and responsibilities of office workers under current Data Protection legislation.

Facilitate the learner to describe the correct procedures in the event of emergencies in order to limit the damage to persons and property, to include:

· The rights and responsibilities of both employers and employees with regard to current legislation.

· The implementation of correct procedures in adherence to the current legislation pertaining to emergencies for example: fire, flood and evacuation.

Facilitate the learner to understand the importance of the application of the following:

· Caring for office equipment for example using correct procedures to shut down the computer, installation of software updates, prohibiting food or drink in work areas, correct use of a photocopier, filing cabinets, filing racks.

· Maintaining the security of data for example, creating passwords, changing passwords periodically, installing updates of antivirus software, backup routines, assigning access rights to data.

· Correctly using office equipment, for example, ergonomic work stations and chairs, screen guards, copy holder, wrist rests, footrests.

Facilitate the learner to preserve an organised, tidy and pleasant working environment, for example,

· Familiarising themselves with and following a cleaning routine/rota to include, cleaning the monitor, mouse, keyboard.

· Ensuring the correct level of lighting is used whilst operating office equipment, for example use of anti-glare screens, window blinds.

· Carrying out office duties on schedule, for example, post distribution, filing, message transfer.

· Maintaining and updating message/notice boards.

· Conducting themselves in a helpful, courteous and professional manner.

Facilitate the learner to carry out a selection of routine office tasks using a range of office equipment and technology, for example: computer, photocopier, printer, telephone, fax, safes, franking machine, audio transcription equipment, message board, guillotine, laminator, shredder, scanner, calculator, data projector, internet, email, VoIP, document production, file management, presentation. 

Facilitate the learner to communicate effectively in the office environment on behalf of self and others using a range of media, for example:

· Maintaining the office tasks schedule for example: to do list, calendar of events, meetings.

· Follow the appropriate procedures for the distribution of incoming/outgoing/internal mail in the office.

· Correctly use visitor books to record accurate information.

· Distribution of business documents and information for example business cards, leaflets, flyer and complement slips.

· Compose, reply and forward email

· Attach files to email messages.

· Correctly use digital communication media for example VoIP.

Facilitate the learner to develop the skills necessary to convey information accurately within the office, to include:

· Process incoming calls

· respond to callers in a professional manner 

· display active listening skills

· record caller details

· record relevant information in messages in a legible manner

· transfer calls to appropriate extension numbers

· take appropriate follow-up action

· Process outgoing calls

· use correct contact details

· communicate with others in a professional manner

· convey the purpose of call in an accurate manner

· record any response accurately 

· take appropriate follow-up action
Section 3: Processing Data within the General Office Environment
Facilitate the learner to demonstrate skills in the processing of business documents using established procedures from pre-printed or audio format using a text processor, for example:

· Production of a letter using a business template with consistent use of open/closed punctuation, correct layout and spacing between paragraphs and punctuation, correct indication of enclosures and routing of documents.

· Production of a fax using a business template which includes the business name, business contact details, recipient fax number, number of pages and content

· Production of a memo using a business template which includes details relating to the sender, recipient, date, subject/reference

· Production of an invoice/credit note using a business template which includes details relating to number of items, unit cost, subtotal, VAT, discount and total cost

· Production of a notice of a meeting which includes the purpose, venue, time and agenda using the correct layout

· Production of the minutes of a meeting which document the venue and time of the meeting, the attendance, apologies for absence, minutes of previous meeting, matters arising, the agenda items dealt with and any other business. The minutes should be signed and dated.
Facilitate the learner to develop skills of data entry and retrieval using a range of media, to include:

The use of a paper based system and a computer system to enter and retrieve data, for example:

· The entry of data from a paper invoice to an existing computerised accounts file for example, Microsoft Excel or Sage Accounts.

· The modification of a recalled/retrieved word processed document using a draft of the printed document containing corrections.

· The modification of an existing spreadsheet from information provided to the learner in a printed format for example, cash flow, office budget.

· The modification of an existing database file to enter new records from a printed format for example, application forms, stock lists, delivery dockets.

11. Assessment

11a.
Assessment Techniques

Portfolio/Collection of Work
60%

Examination – Theory

20%

Examination – Practical

20%

11b.
Mapping of Learning Outcomes to Assessment Techniques

In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.

	Learning Outcome
	Assessment Technique

	1. Describe the different office services, duties and responsibilities performed within an organisation
	Examination - Theory

	2. Explain the different communication media used in the office environment
	Examination - Theory

	3. Describe the essential elements of a good filing system to include advantages and disadvantages of different methods of classification
	Portfolio/Collection of Work

	4. Explain the concept of data protection
	Portfolio/Collection of Work

	5. Discuss limitation of damage to persons and property in the event of emergencies
	Portfolio/Collection of Work

	6. Perform routine office tasks using a range of office equipment and technology
	Portfolio/Collection of Work

	7. Communicate information effectively on behalf of self and others using a range of media
	Portfolio/Collection of Work

	8. Process a range of business documents according to established procedures
	Examination - Practical

	9. Use a paper based system and a computer system to enter and retrieve data
	Examination - Practical

	10. Process incoming and outgoing calls including conveying information accurately
	Portfolio/Collection of Work

	11. Apply safe working practices including care of office equipment
	Portfolio/Collection of Work

	12. Maintain an organised, tidy and pleasant working environment.

	Portfolio/Collection of Work


11c.  
Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes/examination papers, marking schemes and outline solutions for the Portfolio/Collection of Work, Examination – Theory, Examination – Practical.  In devising the assessment briefs/examination papers, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. 

Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.
	Portfolio/Collection of Work


	60%

	The Portfolio/Collection of Work may be produced throughout the duration of this programme module.



	The learner will compile a Portfolio/Collection of Work to include evidence that demonstrates their understanding of the learning outcomes of Section 2 General Office Tasks:
Describe the essential elements of a good filing system to include advantages and disadvantages of different methods of classification through identification of:

· Four elements of an efficient filing system 

· Two different methods of classifying information 

· Two advantages and two disadvantages of each method

Explain the concept of data protection within the office by outlining:

· Two reasons why data protection is important in the office 

· Two ways that data should be processed under the data protection legislation 

· Two methods of data storage in line with the data protection legislation 

· Two ways that data may be disclosed under the data protection legislation 

Discuss limitation of damage to persons and property in the event of emergencies through the exploration of:

· Four means of limiting damage to people in the event of an emergency.

· Four means of limiting damage to property in the event of an emergency.

Perform four routine office tasks using four different items of office equipment and technologies for example: email, photocopying, franking mail, faxing documents, filing, document production.
Communicate information effectively on behalf of self and others using two forms of media, one paper based and one computer based.
Process incoming and outgoing calls including conveying information accurately whilst demonstrating the ability to:

· communicate in a professional manner 

· record relevant information

· take appropriate follow up action 


Outline five examples of safe working practice that must be followed whilst working in an office and using any office equipment.

Describe five procedures that should be followed to maintain a tidy, organised and pleasant working environment.
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in the assessment brief(s)


	Examination – Theory

	20%

	A theory examination of 30 minute duration 



	The learner will undertake a written examination that demonstrates their understanding of Section 1 Key Concepts of the General Office Environment.  

The assessor will devise a series of 10 short questions covering the Learning Outcomes detailed below.  The learner must answer all 10 of these questions.
Describe the different office services, duties and responsibilities performed within an organisation.

Explain the different communication media used in the office environment.

Evidence for this assessment technique may take the form of written, oral or digital evidence, or any combination of these.  Any oral or digital evidence must be provided in a suitable format.
All instructions for the learner must be clearly outlined in an examination paper. 


	Examination – Practical

	20%

	A practical examination of 2 hours duration



	The learner will undertake a practical examination that demonstrates their understanding of Section 3 Processing Data within the General Office Environment.   
The assessor will devise a practical examination in two parts that will assess learners’ skills required by the Learning Outcome below:

Process a range of business documents according to established procedures.

Use a paper based system and a computer system to enter and retrieve data.
Part A will comprise of the processing of three business documents totalling 550 words.  The following must be demonstrated within the practical exam:

· The ability to select an appropriate business template/layout.

· The ability to accurately produce documents with 2 spelling corrections per document, correct application of 1 text enhancements per document, and correct grammar and punctuation applied.

· The ability to correctly save and print each document.
Part B requires the assessor to devise a computerised file for the learner to recall.  The learner will be supplied with data in a paper format that they will use to modify the computerised file. 

The learner must demonstrate:

· The ability to recall a computerised file.  
· Correct application of four modifications to the computerised file.
· The ability to correctly save modifications and print file.
Evidence for this assessment technique may take the form of digital evidence, or any combination of these. Any digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in the examination paper. 


12. Grading

Distinction: 
80% - 100% 

Merit:

65% - 79%

Pass: 

50% - 64%

Unsuccessful:
0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.

	General Office Skills

4N1116

	Learner Marking Sheet

Portfolio/Collection of Work

60%



Learner’s Name: ________________________________


	Assessment Criteria


	Maximum Mark
	Learner Mark

	Describe the essential elements of a good filing system to include advantages and disadvantages of different methods of classification.

· Four elements of an efficient filing system 

(4 marks)

· Identify two different methods of classifying information 

(2 marks)

· List two advantages and two disadvantage of each method

(4 marks)

	10
	

	Explain the concept of data protection.

· Give two reasons why data protection is important in the office 

(2 marks)

· Outline two ways that data should be processed under the data protection legislation 

(2 marks)

· Outline two methods of data storage in line with the data protection legislation 

(2 marks)

· Outline two ways that data may be disclosed under the data protection legislation 

(2 marks)


	8
	

	Discuss limitation of damage to persons and property in the event of emergencies.

· Outline four means of limiting damage to people in the event of an emergency.

(4 marks)

· Outline four means of limiting damage to property in the event of an emergency.

(4 marks)


	8
	

	Perform routine office tasks using a range of office equipment and technology.

· Perform four routine office tasks 

(4 marks)

· Use four different items of office equipment/technologies 

(4 marks)


	8
	

	Communicate information effectively on behalf of self and others using a range of media
· Ability to communicate information in an appropriate manner using two forms of media, one paper based and one computer based.

(8 marks)

	8
	

	Process incoming and outgoing calls including conveying information accurately
· Ability to process both incoming and outgoing calls.

(2 marks)

· Ability to communicate in a professional manner 

(2 marks)

· Ability to record relevant information

(2 marks)

· Ability to take appropriate follow up action 

(2 marks)


	8
	

	Apply safe working practices including care of office equipment

· Outline five safe working practices that must be followed whilst working in an office and using any office equipment.

(5 marks) 


	5
	

	Maintain an organised, tidy and pleasant working environment
· Describe five procedures that should be followed to maintain a tidy, organised and pleasant working environment.

(5 marks)


	5
	

	Total Mark

	60
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................



	General Office Skills 
4N1116

	Learner Marking Sheet

Written Examination
20%


Learner’s Name: ________________________________


	Assessment Criteria


	Maximum Mark
	Learner Mark

	Section A: Short Answer Questions

10 short answer questions, answer 10 (2 marks each)

(Indicate questions answered)

Question No.:*   __________

                              __________

                              __________

                              __________

                              __________

                              __________

                              __________

                              __________

                              __________

                              __________


	2

2

2

2

2

2

2

2

2

2


	

	Total Mark

	 20
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................



	General Office Skills 
4N1116

	Learner Marking Sheet

Practical Examination
20%



Learner’s Name: ________________________________


	Assessment Criteria


	Maximum Mark
	Learner Mark

	Part A
	
	

	Processing three business documents according to established procedures.
· Appropriate business template/layout used. (3 marks)

· Accurate production of documents to include:

· Correction of spelling (3 marks)

· Correct text enhancements applied (3 marks)

· Correct grammar and punctuation (3 marks)

· All documents saved and printed (3 marks)

	15


	

	Part B
	
	

	Using a paper based system and a computer system to enter and retrieve data.

· Correct computerised file recalled ( 2 marks) 
· Computerised file modified correctly using data supplied in paper format (2 marks)
· Modifications saved and file printed (1 mark)


	5
	

	Total Mark
	20
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
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