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Scheme of work
      Lesson 1 The Reception office
      Lesson 2 Office correspondence
      Lesson 3 Filing of documents
      Lesson 4 Office documents
      Lesson 5 Trade
      Lesson 6 Market

  Instruction: This is to be copied into your notebook but first and second lessons 
                     must be ready at resumption.
      
                                           THE RECEPTION OFFICE
        The reception office is a room set aside for the receiving of visitors in an organization. The room is attractively furnished to make visitors comfortable while waiting for anyone they want to see. The room is usually furnished with table and chair, wall clock, newspapers, magazines, telephone, calendar, television, visitors book etc.
        The Receptionist: This is a person employed to attend to and welcome visitors to an organization. The receptionist creates first impression that a client has of a business organization.
                                         IMPORTANCE OR DUTIES OF A RECEPTIONIST
  1. He or she receives visitors to the organization
  2. He or she directs visitors to appropriate official and department
  3. The receptionist answers and makes telephone calls on behalf of the organization 
  4. He or she keeps the visitors book or log of callers
  5. He or she receives incoming hand mail, parcel and other important documents.
  6. He or she types documents in the absence of office secretary
  7. He or she books appointment with visitors when the officers are busy or not in 
      the office                                                                   
  8. He or she operate switch board by directing telephone calls to appropriate department
                                        Qualities of a receptionist
   Personal qualities are:
1 A receptionist must have good education background
2. A receptionist must have good human relation. He must be able to relate well.
3  He or she must be polite to visitors. 
4. He or she must have self confidence
5. He or she must be neat and smartly dressed
6. He or she must be cheerful and avoid being in sad mood
7. A good receptionist must have a good voice.

      Job qualities of a receptionist are:
 1. He must be punctual at work
 2. He must be tactful in dealing with matters and visitors in difficult situations
 3. He or she must have self-control.
 4.He or she must have good telephone manner in receiving and making telephone 
    call
 5. He or she must have good knowledge of the organization e.g. the products,
    services and personnel.
 6. He or she must have willingness and attitude to assist visitors
 7. He or she must be able to make visitors comfortable while waiting.

                              How To Receive and Treat Visitors
  I. Visitors should be received and treated with genuine interest
  II. Visitors must be received and treated with tact and diplomacy. An appointment can be booked for visitors who are unable to see the officials.
  III. Visitors should be received and treated with self confidence
  IV. Visitors must be treated with self-control and dignity when there is a 
        customer that is provoked. "Customers are always right".
  V.  Visitors must be received and treated with business attitude and not doing 
        other things while the visitors are making enquires.
  VI. Visitors must be received and treated with human feelings. He must be ready 
        to listen and handle visitors requests logically in the interest of the organisation
        
                         Appropriate Office Dress Code For a Receptionist
 A man is addressed the way he dresses. So, a receptionist should dress in these ways:
   1. Dress formally and neatly always
  2. His or her appearance should reflect the stature of the organization
  3. He or she should not wear clothes that reveal back, chest, stomach or underwear.
  4. A male receptionist should wear suit jacket and trouser while female should 
     wear appropriate length skirt, not tight or mini skirt.
5.  He or she should wear good perfume to smell nice.
  A polite and pleasant receptionist portrays a very good and impressive image of 
   the organization. 

                            Documents Handled By Receptionist
  The following documents are handled and kept by Receptionist in the course of
   his or her duties:
1.  Visitors book: This is a book used for recording information about visitors visiting an organization at different times. It is also called log of callers. It 
   contains the number of visitors, where they come from, their addresses and 
   comments about their visits.
2. Request form: This is a document used in seeking information from a visitor concerning the officer(s) he or she wants to see. It is also called request slip or visitors' slip.

    This is usually used when it is not possible to use telephone or an intercom to 
    call the officials and receiving a visitor without previous appointment.
3. Telephone message pad: This is a document used to record telephone messages  
    for officials who are not in the office or busy when calls come in. It contains the following: date, time of call, name of the caller, address of the caller, detail message, message for, message taken and signature of the receiver.
4. Telephone directory: This is a book which contains the list of names, addresses  
   and telephone numbers of individuals and firms. It is updated from time to time.
 5. Business card: This is a document a visitor from other organization use to introduce himself to the Receptionist. It is a small piece of stuff paper or cardboard on which is printed the person's name, business address, telephone number and designation of the person in his or her business organization.
 6. Appointment list book or register of visitors: This is a book where visitors appointment with officer/official for each day is written.
 7.  Mail register: This document gives details of incoming mail and outgoing mails.
                                        
                               Telephone Handling Skills 
1. Announcing the name of the company first when receiving calls.
2. Avoidance of slang when receiving calls and speaking clearly.
3. Always be courteous, this is shown by listening attentively and making efforts to help. For example, please sir/ma, thank you sir/ma, how are you sir/ma to show courtesy.
4. The use of a friendly voice.

                               OFFICE CORRESPONDENCE
  Office correspondence are letters or mails coming in and out of an organization 
  or office
  Correspondence are letters, parcels, telegrams, internal memos and other 
  documents which come into an organization or homes.

                                     Methods of Mail Delivery
  Mail can be delivered either by post through having private mail bag or box in the post office and by hand at home through a postman from the post office. These two are referred to mail by post. 
   Mails that are delivered by hand because of the short distance are: Memo, letters, circulars, notices etc.
  Mail room: This is the room where all mails are delivered first before  distribution. In some smaller organizations, the mails are received by either a 
   clerk or a secretary while mail departments receives it in big organizations.
  
                                         Types of Mails
 1. Personal mail: This is a mail that is personal, confidential or private. It is 
    usually opened by the person it is addressed to.
2. Urgent Mail: This is mail that must be treated first and with promptness. It is marked 'urgent'. Mails that require immediate action to be taken by the addressee. example of these mails are :telegram, Cablegram or any mail marked 'urgent'.
3. Less Urgent Mail: This is mail that is not marked "urgent". E.g. circulars, 
    newsletters, notices etc.
                                     Types of correspondence books
  1. Inward book: This is the book where all letters or mails received or that  come to an organization are recorded. The letters are stamped to show the date of 
  receipt.
    Uses of inward book are:
a. It helps an organization to know total number of letters or mail received.
b. It helps the organization to know the exact date letters or mail are received.
c. It helps the organization to know the writer and places the mails or letters
    come from.
 2. Outward book: This is the book where all letters or mails that leave the office 
      or organization are recorded.
    Use of outward book are:
    a. It helps to know total number of letters or mails sent to other organization.
    b. It helps to know the person that sent the mails or letters.
    c. It helps the organization to know the destination of different mails or letters.
    d. It helps to know the time different mails or letters are dispatched
 3. Postage book: This is the book where letters or mails that are sent by post out 
     of the outgoing mail. 
    Uses of postage book are:
    a.  It helps to know the total number of mails or letters sent by post
    b.  It helps to know the actual amount spent on postage stamps.
 4.  Despatch book: This is the book that gives detail information about letters or mails sent by hand to other offices or organizations. In big organizations, it is 
    delivered by despatch rider while it is by messenger in small organizations.
   Uses of dispatch book are:
    a. It helps to identify mails or letters delivered by hand.
    b. It helps to know the officer that dispatches the mail or letters by hand.
    c. Delivery of letters or mails can be easily known.
 5. Mail register: This is a document that gives details of incoming and outgoing mails.
Mails or letters can come into an organization through the following:
 1. By hand 2. By post 3. By internet
                                  Procedure for handling incoming mails
  1. Receiving of mails by either secretary in small organization or mail 
    department in large organization which will open, sort and deliver mail.
 2. Open of mails by removing all contents from the envelopes with envelope opener
 3. Sorting of mails: Mails should be sorted so that they can be passed to the appropriate department and offices. It is sorted into private and urgent mails,
    personal mails etc.
 4.Date and stamp all mails received.
 5.check details of mail and enter it into remittance book if found correct.
 6. Enter the particulars of the mail in the inward book.
 7. Check empty envelopes to check if all contents have been removed
 8. Distribute mails to different departments and offices concerned for appropriate actions.
 9. Keep all envelopes for few days before disposal to avoid destroying any contents
                              Procedure for handling outgoing mails
 1. Collection of outgoing mails either by Clark or the secretary who takes them to 
    the post office in small office while mail department is responsible for that in big organizations
 2. Sorting of outgoing mails into mail racks or baskets.
 3. Observing priority order in processing mail into special mail, first-class mail 
     and air mail.
 4. Folding and inserting of mails into envelopes
 5. Sealing of envelopes
 6. Weighing of mails to know the amount of postages stamps to be used.
 7. Stamping of mails either with ordinary or with the use of franking machine.
 8. Dispatch of mails to different destinations either locally or internationally.
                               
                                Mail room machines 
   Mail room machines are:
  1. Stapling machine for stapling papers or pages together
  2. Guillotine for cutting or trimming paper into require sizes.
  3. Addressing machine for printing names and addresses on newspapers, envelopes, form letters, mailing labels etc.
 4. Franking machine is used for printing on envelopes stamps and labels
 5. Folding machine which is used to fold documents.
 6.  The sorter machine for sorting letters into alphabetical order

                                         FILING OF DOCUMENTS
    Filing is the sorting out of documents and letters into the filing headings and 
    storing them safely for easy location when needed. Filing can be done centrally 
     or departmentally.
   Central filling: This is when documents and records of the organization are stored or filed in a room instead of the different departments or units. Confidential
  information of a department may become general knowledge and staff member may lack filing knowledge.
 Departmental filing: This is when each department keeps its own files. There is secrecy or confidentiality, and staff members will be able to make use of the files.

                            Characteristics of a good filing system
 1 It is good for reference I.e. when the documents are filed in an appropriate file folder, one should be able to refer to it at any time.
 2. It is accessible i.e. easy to get at and to get documents easily.
 3.  It is safe and letters and documents are protected against theft, fire, loss, dust etc.
 4. It is economical having considered the organization's finances.
 5 it is orderly and not anyhow
 6. It is simple.
 7 It is flexible.


                                 Different Types of Filing System or Equipment
  There are different types of filing system or equipment, and they are:
   1. Box files: Letters and documents which are not frequently used are usually filed in a box.
   2. Desk files: This is the keeping of documents and letters in the drawer of a 
       desk or table under lock and key in an organization. These documents are confidential and are used frequently.
  3.  Vertical filing: This is the arrangement of files in a front to back fashion separated by index card or jacket in the drawer of a filing cabinet.
  4. Lateral filing: This is the arrangement of files side by side in a cabinet. It is wide instead of deep and these files are not in front or behind other files.
  5 Shelf filing: This is when files are arranged on a shelf like books either vertically or laterally. Each file is divided by an index filing or card. It the most economical system of filing.
 6. Electronic filing: This is a system of storing letters and documents safely in an 
    electronic devices. Electronic devices like phones, computers etc.

                                   Different types of folders
 1. Printed card: These are printed cards made out of cardboard.
2. Spring grip folders: This is a folder with Springs which grip documents or letters firmly.
3. Ordinary folders: These are folders made from manilla cardboard which are folded to size and have file tags or fasteners to keep document or letters. It
    is common and cheap.
  Note: Both the file jacket and letters or documents must have holes from the left hand corner of the paper or file jacket and when numbering files, it should be numbered from 1 to 999 and after 999 then continue with 01 for 1000. 
     Backward Referencing: This is act of making reference to a letter or document in a file and indicating its page.
     Forward Referencing: This is when replying to letter or document which has been previously mentioned in another letter which is already in the file.

                                        Classification of filing system
   1. Alphabetical filing: In this system cards with alphabets are inserted in the side of drawers. Like A, B, C, D or AL, BL, CL, DL. 
  2. Numerical filing: This is a system of giving number to each file and keeping the file in numerical order. It is suitable for large files
  3. Chronological filing: This is the system in which documents are filed in order of date. 1st of July comes first before 2nd and 3rd of July etc.
  4. Subject filing: This is the filing of documents according to topics e.g. files dealing with salaries and wages, pension scheme, industrial health and safety. Subject files are always kept in alphabetical order.
 5.  Geographical filing: This is the system of filing documents according to places. E.g Lagos State, Kwara state, Oyo state etc.

       
                                       OFFICE DOCUMENTS
      Office documents are documents written or printed which serve as evidence of financial transactions. These are documents used to record or register the transaction of an organization. These documents can be referred to from time to time. These office documents include: record of staff, mails, bills, agreements, receipts, proposal, policies and strategies, check list, minute books etc.

                                          Types of office documents
    There are two main types of office documents. These are:
    1.  Sales documents
    2.  Purchases documents.
  Sale documents: This is a document which gives detail information about all the sales transactions of an organization. Sales documents are prepared by sales department. Sales documents are:
   1. Catalogue: This is a sales document that contains the pictures or diagram of all products of an organization. Each product has its reference number and price. It  is used as a reply or answer to letter of enquiry from buyer
  2. Price list: This is a document that contains the names of organization's products and their prices. Price list is used in the absence of catalogue after the receipt of letter of enquiry from the buyers.
  3.  Quotation: A quotation is an offer to supply goods at stated prices in the required quantity and quality and on terms and conditions. This is used as a reply to letter of enquiry received by the sales department from the buyers.
 4.   Invoice: This is a document that contains detail information about the transactions between the seller and the buyer. It is more comprehensive than receipt. There is cash sales invoice and credit sales invoice.
 invoice contains the following information:
         a. Names and address of buyer
         b. Name and address of seller
         c. Date of sale
         d. Description of goods sold like quantity with unit price and discount 
             allowed.
         e.  Terms of sales like discount and credit
         f.  Signature of the seller
         g.  Signature of the buyer.
5.  Debit note: This is a document sent by the seller to the buyer to correct 
       an undercharge. It is used to correct over supply of goods too.
6.  Credit Note: This is the document prepared by the seller and sent to the buyer  to correct an overcharge. It is also used when goods have been  under- supplied to the buyer and damaged goods sent by the buyer to the seller.
7.  Receipt: This is a document that serves as evidence of payment. It is used 
      when goods are sold and payment made immediately.
8.  Dispatch note: This is a document which is used when goods are sold to be 
     delivered to the customer at a place different from the point of sale. The customer signs it after the goods have been delivered to him.
   Purchase Documents: These are documents which give details information
    about the goods purchased. Purchase documents are prepared by purchases department. These  are types of purchase documents:
 1.  Letter of enquiry: This is a document sent by the buyer or purchases                       department to find out whether certain goods are available in the seller's shops or  warehouse. It can also be done through telephone calls and emails.
 2.  Purchase order: This is a document prepared by the buyer to request for   goods after the buyer have received the quotation. I.e. asking for the supply    of goods.
 3.  Requisition form: This is an internal document used when a buyer requires
    new supplies or equipment.


                                                                  TRADE
Trade is the art of buying and selling of goods and services. It can also be defined as the exchange of goods and services between sellers and buyers at a particular place and at a given price.
                                                      IMPORTANCE OF TRADE
   1.  Trade brings about the exchange of goods and services.
   2.  Trade makes a country to enjoy resources or goods from other blessed 
        countries.
   3.  Trade aids or helps in economic growth and development.
   4.  Trade helps a trader to generate income.
   5.   Trade prevents waste of resources as excess goods are sold to those who 
         are in need of them.
  6.  It helps in keeping or storing goods until they are needed.
                                      TYPES OF TRADE
  There are two main types of trade These are:
 1. Home trade or domestic trade or internal trade: This is a trade that takes place within the country. It is the buying and selling of goods and services within the country. If a trader buys goods from Ilorin to sell it in Lagos is an example of home trade.
    Home trade can be divided into the following:
     (a) Wholesale trade: This is the trade of buying goods from the manufacturers 
   or Producers in large quantities and selling it to retailers in small quantities.
  The trader is called wholesaler.
     (b)  Retail trade: This is the trade which involves buying goods in small  quantities from Wholesalers and selling it in bits or units to the final consumers.
 2. Foreign trade: This is the buying and selling of goods and services between two or more countries of the world. Nigeria trading with China, America etc. 
    It is also called international trade. Foreign trade can be divided into the 
    the following:
   (a)  Export trade: This is the selling of goods and rendering of services to 
   other countries. A trader that does this is called an exporter.
   (b)  Import trade: This is the buying and bringing in of goods and services from 
   other countries. That trader is called importer.
   (c)  Entrepot: This is the re-exporting of goods already imported to another 
         country.
  Balance of payment: This is a statement which shows a country's receipt and 
  payment on international transactions on goods and services. Balance of payment  services are called invisible items because they can't be touched or seen. There is  invisible export which generates receipt while invisible import generate payments. Example of invisible items in Nigeria balance of payments are:
       (i)  Shipping services
       (ii) Financial services
      (iii) Investment abroad
(iv) Expenditure by foreign tourists and governments in Nigeria (invisible receipt)
(v) Expenditure by Nigerian tourists and Nigerian government in foreign countries (Invisible payments)



                                                       AIDS TO TRADE
 Aids to trade or auxiliary to trade or ancillary to trade: These are group of
 activities that facilitate or help trade. These are:
  1. Banking: Banking aids trade by making money available for production 
     and distribution of raw materials, goods and services. It also helps to keep 
     traders money and banks also grant loans to traders.
   2. Communication: This is an aid to trade which makes it possible for a 
      buyer and a seller to contact each other for business transactions. It aids 
      trade through phone.
  3.  Insurance: This is an aid to trade that protects lives and properties 
       risks a trader may be exposed to.
  4. Warehousing: This aid to trade helps in keeping or storing goods until they 
       are needed. Goods can be stored ahead of demand.
  5.  Transportation: This is an aid to trade that makes easy the movement of 
       goods and services from one place to another. 
  6.  Tourism: This is an aid to trade that promotes trade as tourists buy goods 
       from a traders at the tourist attractions or centers.
  7.  Advertising: This is an aid to trade that provides information to buyers
      about goods and services which are available. It also creates awareness 
      about the goods that are available in the sellers’ shops or businesses.
                             ROLES OF CUSTOM AND EXCISE IN FORIEGN TRADE
 
 Custom duties: These are duties levied on imported and exported goods and 
 services by custom and excise department.
 Excise duties: These are tax or duties levied on locally produced goods by  
 local industries .The roles of custom and excise are:
  1.  They generate revenue for the government through duties collection.
  2.  They control inflow and outflow of goods in the country.
  3.  They provide statistical data on foreign trade.
  4.  They implement trade policies from government.
  5.  They encourage foreign investments through promotion of trade 
  6.  They provide and supervise bonded warehouse 
  7.  They seize and destroy contraband goods.

                                     MARKET
    A market is a place or contact between buyers and sellers to exchange 
    ownership of goods and services.

                                     FEATURES OF A MARKET
   1 Market can exist in a place or location like Ipata market, new market etc.
   2. Market can be a contact between the buyers and the sellers. i.e through 
      Phones, Telex, e- mail etc.
   3. Goods and services are involved or present.
   4. There are buyers who are willing to buy goods or enjoy some services.
  5.There are sellers who are willing to sell the goods or render some services.
  6 There must be price consideration for goods and services to be exchanged.
  7. There is free movement in and out of the market without any restrictions.

                                Types of Market
 Markets can be classified based on the kind of goods and services rendered
  to people or customers. The market can be divided into three:
             a. Capital market.
             b. Money market    
             c.  Commodity market
 A. Capital market: This is a market that provides long-term investment to 
     entrepreneur. Long term loan can be obtained from this market. Institutions
     that trade in the capital market are Insurance company, stock exchange 
     market, Merchant banks. Capital markets are Classified into two: These 
     are:
     a. Primary market: This is a capital market where a company sells 
         financial instruments for the first time to raise funds for long- term 
          investment.
     b. Secondary market: This is a market where old financial instruments 
         are sold. It is also called Stock market.
      There are two types of traders on the Nigerian stock exchange. These are:
     a. Speculators: These are traders in stock exchange who buy shares and 
         hold them in order to sell when price rises just to make a profit.
     b. Long term Investors: These are traders who buy and hold shares in 
         order to receive dividend.
         Financial Instruments traded in capital markets are:
         a. corporate stock
         b. corporate bond
         c. Mortgage bond
         d. Government bonds 
         e.  Commercial loan
B.  Money market: This is a market that provides short term loan or finances 
     to individuals and firms. Loan is paid within a year, that implies short term.
     Institutions that trade in the money market are: Insurance companies, 
     commercial banks, cooperative societies, pension fund managers etc.
Financial Instruments traded in the money market are: commercial paper, treasury bills, bankers' acceptance, purchase agreements.
      C. Commodity market: This is a market for the buying and selling of 
   commodities or goods. Commodities are raw materials needed by industries,
   commercial houses and the final consumers. There are two types of 
   commodities ,These are: capital goods which is bought to produce other 
   goods and consumers' goods which are processed goods which gives 
   satisfaction to consumers. E.g. tea, bread, beverages etc. 
   These are the types of commodity market: Open air market, market stalls, 
   Mobile shops, etc.
  
  


