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OFFICE PROCEDURE 
	This is the set of rules pr policies guarding the operations of an office or a business. It clarifies/specifies the task to be done, how it is to be done, when it will be done, and who should do the task 
Importance of office procedures
1. It helps to create uniform ways of doing things in the organization 
2. It helps employees to understand their roles, and to perform it efficiently and effectively 
3. It reduces cost of operation 
4. It reduces errors and fraud 
5. It creates clarification and professionalism within the organization
6. It helps the new employee to know the job faster, and quicker 
7. It promotes efficiency and effectiveness in an organization 
8. It brings about better coordination in the organization 

Bills invoices and receipt 
Bills are documents that shows the services rendered, and the amount to be paid on the goods supplied, and services rendered. E.g. NEPA bill, hospital bill, hotel bill, etc. 
Contents of a bill
1. Name and address of the seller 
2. Name and address of the customer
3. Date of the bill
4. Number of the bill 
5. Description of goods bought, or services rendered
6. The billing period
7. The charges for the billing period
8. The Vale added task
9. The total payment due
10. Name and signature of the seller 
Invoice is a document issued by a buyer to a seller, stating the goods sent or services rendered and the amount to be paid 
Contents of an invoice
1. Name and address of the seller 
2. Description of goods or services rendered 
3. Unit price
4. Date 
5. Signature
Types of invoices
1. Ordinary 
2. Profoma 
3. Consoler 
Receipt is a document that acknowledges payment

METHOD OF PAYMENT
Payment is the settlement of debt. 
Method of payment are the ways, by which debts are settled 
Methods of payment
1. Payment by cash
2. By cheque
3. Travelers’ cheque
4. Wire transfer/e payment: A method of transferring money, from one person to another, through bank, online, or telephone. 
5. Payment by debit card 
6. Payment by credit card 
7. Payment by POS machine
8. Payment through post office 
I. Money order
II. Poster order
III. Poster giro
Roles of wages office
1. Preparation of pre voucher
2. Preparation of pay slip and pay roll
3. Preparation of wages

STORE RECORD
Storing is the act of keeping or reserving items, goods, or stocks for future use 
Store records are documents used to keep information of stores 
Procedures for state procurement 
1. Purchases of goods/stocks 
2. Receipt of stocks/goods
3. Storage 
4. Issue from stores 
5. Store requisition form 
6. Bin card/store record card 
7. Delivery note/ gate pass
Importance of store records 
1. It helps to control over stock or under stocking of raw materials 
2. It helps to prevent theft, loss, or damage of materials 
3. It helps the production department to determine the usage of raw materials and spare parts
4. It enables the store keeper to maintain systematic records of materials 
5. It helps to monitor the movement of materials in and out of the store 

Stock Taking 
This is physical counting of stocks/goods in the store and comparing it with the book value to know whether it tallies or not.

Importance of Stock Taking 
1. To dictate theft 
2. To discover lost items/goods
3. To determine product sales performance
4. To improve stock ordering process 
5. To determine accurate profit margin
6. To highlight business performance 
7. To reduce stock levels and improve cash flow 
8. TO meet statutory requirements 
9. To determine the minimum and maximum levels 
10. To calculate the (Value of annual stock tacking) rate of turnover = 
Types of Stock Taking 
1. Perpetual stock taking: It is counting of goods in the shop/warehouse on daily basis.
2. Period stock taking: It is the counting and taking record of stocks once in a while; weekly, monthly, or forth nightly
3. Annual stock taking: This is counting of stocks once in a year 

Stock Levels 
Stock levels are levels which goofs can be in the warehouse or shop. They include: 
A. Maximum stock level: This is when the goofs in the shop are so many and might affect the space in the shop. This level is not good because it ties the capital of the shop owner
B. Minimum stock level: This is when the goods in the shop is almost finished. It is also mot good, because it makes the shop owner lose customers 
C. Reorder level: This is the level where the shop keeps orders for the new goods when the old ones are finishing. It is the best level
Importance of Stock Levels
1. It helps to determine the maximum and minimum level
2. It helps to guard against spoilage, theft, damage, or fraud. 
3. It helps to confirm adequate delivery of goods 
4. It facilitates continuous stock taking
5. It enables the purchases department to determine what to order for the quantity required 

OFFICE EQUIPMENTS
	These are tools and equipment used in the office by the workers to enable them perform their duties efficiently and effectively.
Categories or types of Office equipment
1. Stationeries: These are office consumables like pen, notepad, glue sticks, staplers, paper clips, letterheads, envelopes, correction fluids etc.
2. Communication devices: These are equipment used for communication like telephone, microphone, intercoms, fax machines etc.
3. Computers: These are equipment that helps the business to keep record of events, information and internet activities e.g. desktop, laptop, palmtop etc.
4. Small machines: These are equipment and tools used in the office for proper and effective operation in the business e.g. Perforator, staplers, Pin remover, scissors etc.
5. Hardware: These are essential and expensive machines used in the office e.g. Printer, Shredders, Scanner, Photocopier etc.
Things to do before using Office Machines
1. Know the use of each machine
2. Learn how to use the machine
3. Keep record of the usage
4. Use the machine economically
5. Clear, maintain and service regularly
6. Turnoff when not in use
Considerations before purchases of Office equipment
1. Standard of the office equipment
2. Use of the equipment
3. Essentiality of the equipment
4. Availability of the spare parts
Advantages of Office equipment
1. It saves time and energy
2. It promotes goodwill 
3. It increases turnover
4. It controls errors and fraud
5. It reduces cost of production 
6. It facilitates better communication
7. It provides better service.
Disadvantages of Office equipment
1. It causes unemployment
2. It is expensive
3. It requires experts to handle them
4. It delays production when it breaks down 
Office equipment and their uses 
	1
	Stapler 
	To hold two or more papers together 

	2
	Calculator 
	For calculating figures 

	3
	Duplicating machine 
	To reproduce copies of printed work 

	4
	Printer 
	For printing of documents 

	5
	Computer 
	For typing and storing information

	6	 
	Scanner
	For input of photograph or document into computer



Types of printers
1. Dot machine printer: Uses dot pattern to form channels
2.  Line printer: Prints at a high-speed line by line 
3. Laser printer: Prints clean solid characters 
4. Pc printer: prints on character at a
Types of adding machine and calculating machines 
A. Adding/Listing machine: Used for listing figures and reconciling account and statement 
B. Non listing adding machines: Only records and total figures 
Care and maintenance of office equipment
1. Clean the machine regularly 
2. Service the machine regularly 
3. Position the machines properly, especially those that need ventilated areas or cool temperature 
4. Attend to proper jams quickly 
5. Replace the equipment when necessary  

ADVERTISING 
This is the process of letting/informing the public about a new or existing product 
Importance of advertising 
1. It increases sales
2. It increases profit 
3. It creates employment 
4. It helps to educate the public about a new product 
5. It acts as constant reminder 
6. It helps the retailer to know where to get goods in the market 
7. It helps to increase the demand of products 
8. It pursuits consumers to buy products 
Conditions advertising must satisfy 
1. It should be capable of attracting the attention of members of the public 
2. It must carry a message 
3. It should arouse people’s interest 
4. It should act as advertised by the company 
5. It should be able to persuade and induce people 
6. It should be able to inspire public confidence 
Classifications of advertising 
1. Indoor advertising: These are advertising done in restaurants, bars, malls, public toilets, universities through internet and mobile devices 
2. Outdoor advertising: These are advertising done through some media like newspapers, bill boards, magazines, mobile, vehicles, etc.

Advertising Media 
These are various channels through which manufacturers make the public to know about their products, e.g. Radio, television, billboards, newspapers, magazines, etc. 
Other means are bench advertising, transit advertising, direct mails, catalogue, hand bills and online advertising 
Advertising ethics 
1. It should not be deceptive 
2. It should avoid fake information 
3. Should obey government rules and regulations 
4. Should tell the adverse effect of the product(s)
Types of advertising 
1. Competitive advertising 
2. Informative advertising  
3. Persuasive advertising 

1. Competitive advertising: It is aimed at competing with their similar products. Each will be proving to be better than the other. E.g. Mtn and Globacom, Oral B and Close up, etc. 
2. Informative advertising: This is aimed at giving information to the members of the public about a particular good or service. E.g.  Registration of nation I.D. card, immunization, Covid 19 adverts, etc.
3. Persuasive advertising: This is meant to convince people to by one particular product instead of the other. It is done to persuade people to patronize your products 

TRANSPORTATION 
This is the process of conveying people, goods and services from one place to another. It is the act of moving goods and services from their place of production to the place of consumption 
Importance of transportation in commerce
1. It facilitates the movement of people from one place to the other
2. It is a source of employment 
3. It aids domestic trade by conveying goods from one place to another 
4. It enables raw materials to reach production departments 
5. It helps in international trade by moving goods and people around the globe 
6. It helps to improve the standard of living 
7. It facilitates economic activities and aids growth of business 
8. It contributes to economic development 
9. It makes goods to move from the place of production to the place of consumption 
Means of transportation
· By air
· By land 
· By water 

Air transportation
Air transportation is the movement of goods and services and individuals from one place to another, through the air by Airplane, Jets, helicopters, etc. 
It can be domestic or international. All the airports in Nigeria are managed by the federal Airport Authority of Nigeria (FAAN). 
It is the fastest means of transportation. Some international airports in Nigeria are located in Calabar, Port Harcourt, Abuja, Kano, Enugu, and Lagos.
Advantages
1. It is very fast 
2. It is good for long distances 
3. It is reliable and safer than road transportation 
4. It cost nothing to provide air routes 
5. It is suitable for perishable and fragile goods 
6. There is no congestion or traffic jam
Disadvantages
1. 1. It is not flexible
2. It is expensive 
3. It is not suitable for carrying bulky goods 
4. It is always influence by weather 
5. It requires experts to handle it 
6. Aircrafts are expensive to maintain 
7. It is not at the reach of many people

Land Transportation
It is the movement of people, goods and services on land. It can be done through motor vehicle, motor cycle, tricycle, bicycle and animals like: camel, horse and donkey. Or even on foot. 
Advantages 
1. It is flexible 
2. It is cheap
3. It is common 
4. It renders door to door services
5. It is suitable for perishable goods 
6. It does not have fixed route 
Disadvantages 
1. It is prone to accident 
2. Traffic jam delays movement 
3. It is not suitable for long distance journey 
4. The changes are not fixed 
5. It causes delay and disappointment when it beaks down 
6. It is not suitable to carry fragile goods 
Land transportation is subdivided into three: Rail, road and pipeline 

Rail Transportation
This is the branch of land transportation. It is the movement of goods and people from one place to another, through the use of train. It is managed by Nigerian Railway corporation. It is suitable to carry heavy loads over a long-distance journey. It operates a single-track route from North to South. 


There are two major types of train on board:
A. Passengers train: Train that carries only people and mails 
B. Cargo train: Train that carries only goods
Advantages of rail transportation 
1. It is cheap 
2. It reduces road congestion 
3. Robbery is not common with trains 
4. It is capable of transporting bulky goods 
5. It is not prone to accident 
6. It is good for long-distance journey if it involves heavy goods 
7. Canteen and toilet are available 
Disadvantages
1. It is not flexible
2. It is slow 
3. It is not suitable to convey perishable goods 
4. The maintenance cost is expensive 

Pipeline transportation 
It is a branch of land transportation that involves the movement of liquid and gas through pipeline. 
Advantages
1. It involves low energy consumption 
2. It helps to reduce traffic on the road 
3. It is safe, accident free and environmentally friendly. 
4. It consumes low energy 
5. It is not easily damaged 
6. It can be laid through difficult terminals and under the water 
Disadvantages 
1. It requires a lot of capital to establish 
2. It is not flexible 
3. The capacity cannot be increased once it is laid 
4. It is unsuitable and uneconomical for short distance 

Water transportation 
It is the movement of people and goods through the water, with the use of ship, canoe, boat, etc. 

There are two types of ships in the sea vessel:
1. Passengers ship: For people 
2. Cargo ship: For goods only 
It is managed by Nigeria National Shipping Line (NNSL).
When customers goods are to be carried, he will be issued Bill of Lading. This contains particulars of bills on board. It enables the owner to claim his/her goods at the sea port.
Advantages
1. It is cheap 
2. It is suitable to carry bulky goods 
3. It is not prone to accident 
4. It is slow 
5. It facilitates international trade 
6. It does not breed traffic congestion 
Disadvantages
1. It is slow 
2. Sea vessels are expensive to acquire
3. Construction of seaport takes large amount of money 
4. It is faced with dangers of sea storm 
5. It is limited to areas that has sea port 

COMMUNICATION 
It is the exchange of ideas between people or organization. It is the process of transferring or exchanging information, between two or more parties. It must be clear, understood and acted upon 
Importance of communication 
1. It makes it possible for buyers and sellers to negotiate and transact business 
2. It helps businesses to advertise their product and increase sales 
3. Modern means of communication helps people to save time and money 
4. It supports mail order business and e-commerce
5. It enables organizations to run effectively and efficiently
6. It helps in money transfer through e-commerce and banking
7. It facilitates all form of transportation (Air, water and road) 
Methods of communication
1. Oral communication: This is passing information from one person to the other in speech. E.g. Face to face discussion, lecturing, oral interview
2. Written communication: This is communication in writing. E.g. Report writing, letter writing, note copying, etc. 
Means of communication 
1. By post
2. By telephone 
3. By courier
4. By world wide web (www)
Communication by post
It is the physical moving of mails, documents and parcels from one place to another. It is done by Nigerian Postal Service (NIPOST)
Communication by telephone
It is a means of talking to somebody through telephone. It is the fastest means of communication
Communication by world wide web
It is an information space, where documents and information can be exchanged and accessed through the internet. Via e-mail, internet, online calls, chat, etc.
Communication by courier 
It is also a method of moving information; mails and documents. Through private organizations that work like post office. It renders door to door service both locally and internationally. It is fast, but expensive.
Communication agencies
These are agencies that manage both oral and written communications in Nigeria. They are:
1. NIPOST: Nigeria Postal Service 
2. NITEL: Nigeria Telecommunication service 
NIPOST (Nigeria Postal Service)
This is an agent of communication that tales care of letters, mails, and other written documents. They convey it to different destinations, both within and outside the country, The first post office in Nigeria was established in 1886. NIPOST also helps in remittance of money 
Functions of NIPOST
1. Ordinary letters
2. Posting of express letters 
3. Registers letter 
4. Parcel post 
5. Business reply service
6. Air mail service 
7. Post remittance 
8. Air mail service
9. Post office box
10. Private mail box (PMB)
11. Franking machine 
12. Cash on delivery 
13. Money order 

NITEL (Nigerian Telecommunication)
NITEL was established in 1985. It is responsible for sending verbal and printed messages over short and long distances. Some of the services provided by NITEL include: 
1. Local calls
2. Trunk calls 
3. International calls 
4. Telex services
5. Satellite services 
Courier services: These are private organizations that collect and deliver mails and cargoes quickly and safely. They register under NIPOST before they can commence business. Example are: DHL, FEDEX, UPS, IFEX, etc. 
Differences between NIPOST and COURIER
	NIPOST 
	COURIER

	It is owned by the government 
	It is owned by private individuals 

	It is not as efficient as courier 
	They are highly efficient 

	It provides 8-10 hours services per day 
	It provides 24hrs service 

	NIPOST charges low 
	The courier service is expensive

	It does not undertake air cargo and shipment of bulk goods 
	The carry bulky goods by air and by the sea


The internet
This is the electronic service which brings the whole world together as a global village. It can be done at home. This service can be enjoyed from home, cyber cafe offices, etc. It provides the following services: 
1. Information about people, organization towns, etc. 
2. Different products with their prices 
3. News around the world 
4. Weather reports 
5. Detailed stock market news 
6. Other information on sports, book titles. Etc. 

Services available on the internet:
1. Electronic mail (E-mail)
2. Worldwide web (www.com)
3. Electronic banking 
4. Online advertising 
5. Online
6. Electronic commerce 
Agencies of communication and their services: 
Communication Agencies
 
Government owned						Private owned 
	
{NIPOST NTA RADIO NIGERIA NITEX} 			{MTN AIRTEL GLOBACOM MULTILINK AIT 								and TV STATIONS} 

BUSINESS PLAN AND GOALS
Goals are the broad aims which a business wants to achieve. It is a target the business wants to achieve or arrive at. 
SWOT analysis: This is a marketing tool which reveals the current competitive position of a business and its future prospects. It is an acronym
S- Strengths 
W- Weakness
O- Opportunities 
T- Threats

S - Strength of the business (internal environment): Internal environment consists of the factors which the business has control over it. They are factors that favor the current situation. This includes recruitment of workers, training of workers, industrial relation, methods of production, knowledge of managing the business, goodwill, good communication, good marketing strategy etc. 
W- Weakness: These are challenges of the business e.g. Wasteful spending, cost of rentage, poor record keeping, strife in workplace, cashflow problems, not reaching desired goals, lack of research, poor motivation of works, unqualified workers, poor management etc. 
O- Opportunities: These are chances that can help the organization to do better than the other e.g. Improve in technology, reduction of tax, producing unique goods, producing seasonal product, reduction in borrowing etc. 
T- Threat: These are also challenges, it is external factors which affect the development and growth of the business e.g. Placing embargo on some products, change in economy, change in politics, change in technology, increase in borrowing rate, increase in raw materials etc.
Objectives are specific targets set by the business in order to reach its goals
All business objectives must be SMART
S- Specific
M- Measurable 
A- Achievable 
R- Realistic
T- Time-specific

Specific: An entrepreneur should make his plan clear and well-defined for easy achievement of his goals
Measurable: A good business plan must have degree of accessing the achievement of its plan e.g. 5%, 10% or even in monetary terms.
Achievable: Plans should be realistic that is by providing the resources necessary for achieving his plan
Realistic: Business plan must have financial capacity and strength of carrying out their plan so that it will be achievable
Time: An entrepreneur must be time conscious. They must set out to achieve a particular goal 

Business Plan
Business plan is a list that contains specific measures or strategies that will help in achieving the goals in the business.
Importance of business plan 
1. It gives direction
2. Aids control
3. Loan application
4. Motivation
5. Financial projections
6. Greater assurance of success 
Procedures for drawing up a business plan 
1. Introduction 
2. Market research
3. Research development
4. Organizations/Structure
5. Finance
6. Competition
7. Documentation


CONSUMER PROTECTION AND AWARENESS
A consumer is the final user of any product. Consumer protection is the form of government regulations which protects the interest of consumers. Consumer awareness is the education given to the consumers for them to know their rights and limitations.
Consumer rights
1. Right to choose
2. Right to Safety
3. Right to be informed 
4. Right to be heard
5. Rights to a tidy environment
6. Right to get value for their money
7. Right to seek re-dress
8. Right for pricing
Instruments for Consumer Protection
1. Sales of goods act: This fight for fitness of goods.
2. Weight and measurement act works against deceitful means of measurement 
3. Trade description act: Don’t lie about the quality of the products.
Consumer Protection agencies in Nigeria: Consumer Protection council of Nigeria was established in 1970 to:
1. Educate consumers on their rights
2. To ensure that producers produce good quality goods 
3. To use count and obtain justice and for consumers to provide redress to consumer
Consumer Protection agencies include: 
1. Department of Petroleum resources (DPR)
They ensure selling of petrol at approved pump prices per liter and that the volume corresponds with the meter sold.
2. National Communication Commission (NCC)
They are responsible for providing communication service without bias. It was established on 24th November, 1992 and commenced operation in May 1993.
3. Nigerian Electricity Regulatory Commission (NERC)
This body was established in 2005 to reform electric power. They decide appropriate tariff to be paid by electricity consumers nationwide, to promote regular supply of electricity to consume etc. 

4. National Agency for Food and Drug Administration and Control (NAFDAC)
This body is established to eliminate fake and adulterated foods and drugs. They also ensure the prohibition of importation of fake and adulterated food and drugs. They inspect and test drugs, bottled or sachet water, creams and various kinds of drinks and also patronize the offenders.
5. Standard Organization of Nigeria (SON)
This is a government agency that is responsible for the supervision of the production and sales of manufactured goods in Nigeria. It was established in 1970 to ensure that local made goods or imported goods are of good quality. They also ensure maintenance of right weight and measurement of goods and testing of locally produced goods.
6. Rent Tribunal
This was setup to curtail and control the inhuman treatment of tenants by landlord and excesses of tenants by landlord and excesses of tenants to tenants or tenants to landlord.

Professional bodies
This was formed to regulate practices of different professions as well as the interest of consumers of their products or services e.g. Nigerian Bar Association, Nigerian Medical Association, Institute of Chartered accountants of Nigeria etc.
Other non-governmental associations: Consumer association Lagos, Enugu Consumer movement Tenants association etc.
General roles of Consumer protection agencies in Nigeria
1. Removal of hazardous products from the market
2. Banning of unapproved and substandard products
3. Organizing Consumer education and awareness 
4. Encouraging industries to produce standard goods
5. Banning or sealing of offending companies 
6. Providing re-dress to consumers complaints
7. Giving guidelines to producers, importers and dealers on their duties under the law
8. Registering and monitoring products, services and sale promotions in the market.


Role (Responsibilities) of Consumers
1. To inform the producers or government of their needs and expectations
2. To make decision about their wants and needs
3. Be aware of quality and safety of goods and services before buying them
4. Should not be involved in any dishonest practice that can tarnish their image
5. Collect adequate information about products in the market.
Reasons for consumer protection
1. Sales of harmful products 
2. Unfair pricing 
3. False claim or Misleading advertisement 
4. Deceitful scale of measurement 
5. Sale of substandard products
Terminologies
Consumer Sovereignty (Consumer is King – Consumers are always right). Treat your consumers as king and your business will grow.
Consumerism: When consumers come together to fight for their right or to protect their own interest
Caveat emptor: Consumers beware and be cautious before paying for any product or service.

HOW TO MAKE COMPLAINTS
Complaints is an expression of displeasure or dissatisfaction arising from the use of a particular product or service. Issues that can cause complaints include
1. Poor product quality or insufficient quality
2. Unfair pricing 
3. Unsafe business environment
4. Poor distribution network
5. Impolite employees
6. Outdated methods of productions
7. Misleading advertisement and Promotional offers
Types of Complaints
1. Justified complaints: These are complaints that has moral and legal foundation or complaints that has legitimate problems e.g. Faulty products, poor service quality, wrong shipments, missing parts etc.
2. Unjustified Consumer Complaints: These are complaints without evidence of violation of business agreement e.g. Lack of understanding on how to use good quality products or services, contaminating disease because of abuse of the products. E.g. Coke contains sugar which causes Diabetes.
Steps to be taken when lodging Complaints
1. Get the fact of the matter right
2. Get evidence to support your clothes
3. Go through approved channel by government or organization
4. Get to know the officers in change
5. Visit and lodge your complaint
6. Fill forms. If necessary, call, visit website or write letter.
7. Wait for the organization to act or your complaints
8. If delayed call or revisit the organization
Chemicals
A chemical is any substance with a definite atomic or molecular composition.
Types of Chemicals: Hazardous and non-hazardous Chemical
Ban of Chemicals: This is placing embargo on the use of chemicals or goods not fit for use.
Restriction of Chemicals is to limit the extent to which it can be used to or limit the number of people who can have access to the chemical.
Reasons for banning or restricting the use of Chemicals not suitable for use
1. To avoid air and water pollution
2. To avoid fire accidents
3. To control it from killing cells in human beings 
4. Some chemicals can make people barren
5. To control cancer and health issues
6. To control the destruction of Wildlife and environmental pollution
7. To control food poison
8. To control desk
Redress
It is the act of reversing the wrong which has been done to someone. It is to compensate or to set wrong situation right. Consumer redress means provision made for the consumer to receive a fair settlement of justified claims and unsatisfactory service.

Ways of seeking redress
1. Collective bargaining 
2. Court action
3. Abstraction
4. Reconciliation
5. Providing guarantee or warranties 
6. Customer service
7. Alternative dispute resolution
8. Government agencies and commission
Benefits of providing redress
1. It brings economic growth and builds customers confidence
2. It promotes fair trading
3. It promotes access to justifies for consumers
4. It creates better relationship between consumer and his/her service provider
5. It helps government to intervene where necessary
6. It increases sales and profit
7. It creates good rapport between the buyer and the service provider 
8. It creates goodwill.

INSTRUCTIONS: COPY ALL THE NOTES BEFORE RESUMPTION

