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UNIT STANDARD 8035 

Unit Standard Title  

Processing and controlling documentation 

Unit Standard ID 

8035 

NQF Level 

4 

Credits 

4 

Purpose  

This unit standard is intended:  

A learner accredited with this standard will be able to demonstrate an integrated practical and 
theoretical understanding of documentation processing and control systems and apply that knowledge to 
the work environment, resulting in improved customer service and efficiency in practice.  

 

Learning assumed to be in place 

The credit value is based on the assumption that people starting to learn towards this unit standard are:  

It is assumed that the learner has the following knowledge and skills:  

 Mathematical Literacy at NQF Level 3.  

 Communication at NQF Level 3.  

 

Unit standard range 

The applied competence expressed in this standard covers the processing and control of the full spectrum 
of both internal and customs documentation to facilitate the efficient handling of freight in any 
organisation/warehouse/distribution centre/port environment throughout the Transport Chain.  

The range includes innovative responses to concrete but sometimes unfamiliar problems, using basic 
analytical interpretation of information. 

 

Specific Outcomes and Assessment Criteria 

Specific Outcome 1: Identify the most efficient method for distributing documentation.  

Range: Identify the most efficient method for distributing documentation to the relevant 

department/person/company and planning such distribution in accordance with company polices. 

Assessment Criteria 



4 | P a g e  

 

 Select the most appropriate medium for timeous distribution of documentation. 

 Identify and explain the most appropriate cause of action in relation to ensuring that an 
administrative system meets the organisation's requirements. 

 Verify the required documentation and consider options for distribution according organisational 
procedures. 

 

Specific Outcome 2: Plan and prepare the documentation that is required in specific work contexts.  

 Assessment Criteria 

 Plan, Select, and prepare the documentation according the statutory requirements and work place 
procedure.  

 Develop a flowchart for a specific work process according to your work environment. 

 Generate and consider possible options and equipment use for the operation of the administrative 
system.  

  

Specific Outcome 3: Identify suitable control and verification systems for all documentation.  

Range  

Statutory requirements refer to, but are not limited to:  

 The promotion of Access to Information Act 2 of 2000 (PAIA).  

 Customs and Excise Act 921 of 1964. 

Assessment Criteria 

 Identify and verify the required documentation according to work place procedure.  

 Identify and explain the most appropriate action in relation to dealing with falsified/forged or 
incorrect/incomplete documentation as organisation and statutory requirements.  

 Analyse and prioritise documentation according to statutory requirements and work place 
procedure.  

 

Specific Outcome 4: Identify the most appropriate procedure for documentation control. 

Range: Identify the most appropriate procedure (the storage, handling and retrieval) required for 

documentation control.  

Assessment Criteria 

 Select the most appropriate system for documentation control.  

 Analyse and ensure that the administrative system meets the dynamics of the work place or 
organisation.  

 Develop a flow chart for documentation control according to organisational procedures.  

 

Specific Outcome 5: Complete relevant documentation timeously and accurately.  

Range: Complete relevant documentation timeously and accurately in a manner which comprise with 

applicable legislation e.g. (customs act and environmental legislation) and customer requirements.  

Assessment Criteria 

 Complete the relevant documentation as per organisational requirements.  

 Identify the relevant time frame for the completion of the relevant documentation as per 
organisational and customer requirements. 
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Specific Outcome 6: Adhere to time and priority specifications in the flow of documents.  

Assessment Criteria 

 Identify and prioritise the flow of documents according to the organisational requirements.  

 

Specific Outcome 7: Identify, access, select, interpret and record information.  

Range: Identify, access, select, interpret and record information obtained from a range of sources, 

required for the completion of documentation (e.g. Code of Practice, Manifest, Legislation, and 
Manufacture Specifications).  

Assessment Criteria 

 Identify the relevant documentation for recording of information.  

 Identify various systems to access information.  

 Select and Interpret Information for recording purposes according to organizational policies.  

 

Unit Standard Essential Embedded Knowledge 

The learner can understand, explain and apply:  

1. the relevant legislation (e.g. Customs Act, Occupational Health and Safety Act) and company policies as 
it pertains to documentation requirements and the distribution of such documentation (e.g. legally 
accepted mediums for distribution).  

2. The application of basic information systems.  

3. The need and purpose for specific documentation in the business environment and the affect of 
correct/incorrect documentation processing and control on economic growth and organisational image.  

4. The different sources of information required for documentation processing and where to locate such 
sources.  

 

Critical Cross-field Outcomes (CCFO) 

Unit standard CCFO communicating Communicate ideas and information by demonstrating initiative 

in recommending changes to documentation to enhance work progress and to facilitate corrective flow, 
where required.  

Communicate ideas and information by demonstrating the ability to select and apply appropriate 
corrective action in the event of false documentation and/or inaccurate/incomplete documentation.  

Unit standard CCFO science: Using science and technology by demonstrating initiative in the 

application of knowledge and selection of appropriate mediums for distribution of specific documentation 
under different conditions (e.g. private and confidential information, urgent information).  

Unit standard CCFO demonstrating: Demonstrating and understanding that the world is a set of 

related systems by demonstrating initiative in sourcing information required for timeous and accurate 
documentation processing to enhance improved customer relations.  
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SECTION 1: DISTRIBUTING DOCUMENTATION  

Specific Outcome:  

Identify the most efficient method for distributing documentation. 

Range:  

Identify the most efficient method for distributing documentation to the relevant 
department/person/company, and the planning of such distribution in accordance with company polices. 

Assessment Criteria 

 Select the most appropriate medium for timeous distribution of documentation. 

 Identify and explain the most appropriate course of action in relation to ensuring that an 
administrative system meets the organisation's requirements. 

 Verify the required documentation and consider options for distribution according organisational 
procedures. 

 

1.1 Introduction to Documents 

Document: a written document, papers - writing that provides 

information (especially information of an official nature) 

 In the case of computers, documents could be: text file, document ((computer science) a 
computer file that contains text (and possibly formatting instructions) using seven-bit ASCII 
characters). 

Types of documents 

In a business you could find the following documents: 

 Invoice 

 Quote 

 Contract 

 Packing slip or delivery note 

 Reports 

 Waybill and Bills of Lading 

 Financial statements 

 Receipt issued after money has been received 

 MSDS – materials data sheet 

 Memos used to communicate in writing between employees of the business (internally) 

 Faxes and business letters: used to communicate between the business and outside parties such as 
suppliers and clients (externally) 

 e-mails: used to communicate internally and externally  
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Law and politics 

 Summons 

 certificate 

 license  

 gazette 

Storing documents 

Manual storing takes place in a filing cabinet or storage room 

Electronic means of storing and displaying documents include: 

 desktop computer and monitor (or laptop, tablet PC, etc.); optionally with a printer to obtain a 
hard copy 

 Personal digital assistant (PDA) 

 dedicated e-book device 

 electronic paper 

The benefits of documentation 

Documentation is a key means of conveying information from one 
person or company to another, and also serves as permanent 
proof of tasks and actions undertaken throughout the 
transaction.  

In freight handling, documentation is only required for your own business but also to satisfy governments, 
buyers and sellers, and, in the case of imports and exports, the customs authorities in both countries. 
Documents are also used to facilitate the transportation of and payment for goods sold.  

One value of documentation is that copies can be made and shared with the parties involved in 
transaction. If the documentation is complete, accurate, agreed upon by the parties involved and signed 
by each of these of these parties (or their representatives), the document will represent a legally binding 
document. 

Records 

 

Note The purpose of a document is to create a record of a 
transaction 

Managing the documents, or records, of a transaction, is part of an administration system. 

Records management, or RM, is the practice of maintaining the records of an organisation from the time 
they are created up to their eventual disposal. This may include classifying, storing, securing, and 
destruction (or in some cases, archival preservation) of records. 

A record can be either a tangible object or digital information: for example, birth certificates, medical x-
rays, office documents, databases, application data, and e-mail. Records management is primarily 
concerned with the evidence of an organization's activities, and is usually applied according to the value 
of the records rather than their physical format.  In other words, records management is the filing and 
distribution system of the documents. 

http://en.wikipedia.org/wiki/Desktop_computer
http://en.wikipedia.org/wiki/Computer_display
http://en.wikipedia.org/wiki/Laptop
http://en.wikipedia.org/wiki/Tablet_computer
http://en.wikipedia.org/wiki/Computer_printer
http://en.wikipedia.org/wiki/Hard_copy
http://en.wikipedia.org/wiki/Personal_digital_assistant
http://en.wikipedia.org/wiki/E-book_device
http://en.wikipedia.org/wiki/Electronic_paper
http://en.wikipedia.org/wiki/Digital
http://en.wikipedia.org/wiki/Birth_certificate
http://en.wikipedia.org/wiki/X-ray
http://en.wikipedia.org/wiki/X-ray
http://en.wikipedia.org/wiki/Office
http://en.wikipedia.org/wiki/Document
http://en.wikipedia.org/wiki/Database
http://en.wikipedia.org/wiki/Application_software
http://en.wikipedia.org/wiki/Data
http://en.wikipedia.org/wiki/E-mail
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1.2 Distributing Documentation (AC 1 - 3) 
 

In the freight handling environment, the correct and efficient distribution is imperative for the effective 
completion of the supply chain. 

Many documents come in the form of mail. 

 

What is the system for handling incoming mail?  

The arrival of email was predicted to be the end of mail in the form of letters.  This has not proved to be 
the case for a number of reasons:  

 Documents requiring a signature, and usually connected to business transactions, cannot be 
emailed  

 Small parcels still require posting  

 Specialised services have been developed for priority postage (e.g. Express Post where there is 
guaranteed next day delivery to capital cities)  

 Some people prefer hand writing material   

 Many computer users do not have email access  

 The highly developed infrastructure for mail already in existence (e.g. the number of post boxes 
around suburbs and towns)  

 Company and government regulations that require financial documents (invoices, receipts, etc.) 
to be in paper based form rather than electronic.  

Some experts predict that email will become less popular as the amount of junk email grows (also known 
as ‘Spam’).  

Mail continues to be a popular way of communicating information.  This unit will look at both electronic 
mail and paper based mail.  

Consider a one-person business.  In such a business, all mail will be usually for that person, unless it has 
been delivered to the wrong address, or delivered to an address incorrectly written on the envelope.  As 
the business expands, so will the volume of mail. The mail received by a one man business will be quote 
small, compared to the volume of incoming and outgoing mail generated by a business of 100 people. 
Larger concerns require specialised systems to manage their mail efficiently.  

Paper based mail will be considered first.  The starting point for mail is a post box at the post office, some 
sort of mailbox, or hand delivery to the reception counter.  Where a post office box is used, someone has 
to collect the mail and bring it back to the workplace.  

The next job will be to sort the mail.  Some businesses will have a sign on the letterbox, or an 
arrangement with the post office that means that ‘unaddressed or unsolicited mail’ (junk mail) is not 
wanted.  This is a way of trying to limit the volume of unwanted mail arriving at the workplace which has 
not been requested by the company.    

Company policy may include a statement that personal mail is not to be sent to the workplace.  Even 
though this policy is in place, the sender may be unaware of this rule.  As the sorter, you will have to 
know what to do.  Options might include:  

 Passing the letter on to the addressee on the envelope  

 Forwarding the mail to a manager, who then speaks to the person receiving the personal mail  

 Returning to sender.  

Again, company policy will outline what you are expected to do with personal mail.  
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In larger offices, the mail may be opened at a central point, sorted and registered.  Part of the sorting 
process may involve deciding whom the appropriate person is to pass the letter on to.  Registration will 
include details of:  

 Addressee (person to whom the letter is addressed)  

 Sender  

 Date of receipt  

 Subject matter.  

For example, imagine a letter arrives at a transport company, advertising cheap insurance for public 
liability and worker’s compensation.  Insurance matters would probably be handled by a Human Resources 
manager, or the manager, if there is no dedicated person for this function.  The entry in the register 
might be as follows:  

Date Addressee Recipient Sender Subject Matter 

30/03/03 Manager Rose Porter 

(HR manager) 

General and 

Life Insurance 

Insurance rates 

for Public 

liability and 

workers comp. 

 

The purpose of the register is to keep a record of what is received, when it was received, to whom it was 
addressed, to whom the letter was passed on to, and what the letter related to.  The record could be 
used in the future to check whether a particular piece of correspondence was received.    

For instance, imagine a company advertised a position with a closing date of close of business 14/5/12.  
After the position was filled, an applicant claimed that the process was unfair as he/she was not 
interviewed, and felt that they had the experience and qualifications required for the job.  Further 
questioning revealed that the applicant sent their application by letter.  The register shows that the 
application was received on 16/5/12, two days late.  The applicant was shown the register, as proof that 
their application could not be considered, as it had been received after the due date.   

 

Distributing systems 

Once mail is registered, it needs to be distributed within the organisation.   

For larger organisations, the system most often used is to have ‘pigeon holes’, or boxes with each staff 
member’s name, for external mail and internal communications.  The responsibility is then in the hands of 
each staff member to check for mail.  

In smaller organisations, mail may be then delivered to each person.  A potential problem can be when 
the person is not at their desk or workstation when the distributor (yourself) comes around with the mail.  
Alternatively, if all staff members come past the reception desk or front counter, the mail might be held 
there and passed to each person as they pass the front counter.    

The actual system used will depend on:  

 Size of the organisation, layout of the buildings, volume of mail received, and policies and 
procedures in place.  

 The tools you will need to sort mail will include: Policies and procedures for handling 
incoming mail, list of personnel, and functions register for mail (if applicable).  

Mail may be marked “ATTENTION’ or “URGENT’.  If you receive mail marked like this, you obviously need 
to bring this to the attention of the recipient.  You might do this by placing it in the pigeon hole of that 
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person, and sending an email or making a phone call to inform them. You could also personally deliver to 
the person.  

A good strategy is to have some record that you passed on the item as soon as possible, so that if the 
recipient is slow to respond, the problem is not seen as your lack of attention to detail.  

You may also be required to report damaged parcels and letters, particularly where an insurance claim 
will be made for damaged goods.   

Generally, the carrier (Transport Company) will be required to replace, credit or otherwise reimburse your 
company in this event.  

 

 

Emailed and faxed correspondence 

With the introduction of email and fax, many messages are now sent via these means.  Because email is 
sent almost instantly, the sender of the email may expect an immediate response.  The same speed of 
response is not always expected with faxes as your company may have only one fax machine and that 
could be away from your desk or work area.  

Email can be stored in files and retrieved at any point.  The list of received emails also contains the date 
and time of receipt of email, the sender and a given subject line (which may or may not reflect or 
describe the contents of the email).  In this way, a register is created similar to the mail register 
described for letters and parcels.  As with the register, this can be used to show that a particular piece of 
correspondence was received, or not, and confirm when the email was received.  

With faxes, a printout can be made of faxes received and sent.  The level of detail provided by this 
printout is:  

 Time and date  

 Fax number of recipient of fax.  

Note that the sender is not identified, nor are the contents.  Some organisations will have a fax register 
for users to indicate their name and the contents of the fax.  Fax has the advantage of transmitting 
exactly what has been sent.  So, a document can be written on, a drawing added, text from another 
source added without retyping (just stuck on with tape, etc.).   
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With faxes, what you send is what your addressee receives.  At the same time, anyone else coming across 
the fax is able to see what has been sent.  

Similarly to mail, your company may have developed an email policy.  This could cover similar aspects to a 
mail policy.  A comparison of what can be contained in mail and email policies is useful:  

 

Policy area Relevant in mail 

policy 

Relevant in email 

policy 

Comments 

Personal 
mail/ use 

     

Damaged mail   Not applicable  

Suspicious 
mail 

    

In case of email, applies  

to emails that may  

contain viruses 

Urgent times 

    

Email is sent direct to  

recipient with no sorting  

process 

Register 
    

For mail, if established;  

with email is automatic 

Unsolicited 
items 

    

Email filters can be used  

to delete ‘spam’ or junk  

email as it arrives 

 General 
items for 
company not 
individual   Addresses are for 

recipients only 

Company may have  

general email address for  

enquiries.  Can be  

forwarded instantly to  

relevant person 

Confidential 
mail 

    

All emails are  

confidential in the sense  

of going straight to  

addressee but access can  

be gained via  

administrator 
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Handling outgoing mail 

As the person responsible for incoming mail, you will probably also have responsibilities for handling 
outgoing mail.  This could include:  

 Letters  

 Parcels (smaller items that are not handled internally, and are sent via bicycle or motor-bike 
courier or other external courier).  

The system for handling letters or mail, will involve:  

 Collecting the mail  

 Working out the postage required  

 Affixing stamps (or franking or sorting for post office stamping)  

 Taking mail to post office.  

Mail might be placed in a box or given directly to you, depending on the size of the company that you 
work in, and company procedures.    

Postal rates are available on the post office web site. Postal rates depend on weight and size of the 
envelope.  A set of scales is useful for weighing parcels, and a ‘letter gauge’ is available from post to help 
determine postal rates based on envelope size.   

When you are asked to arrange express delivery of a letter or parcel, the post office has  a service 
available for next day delivery of mail and small parcels (such as CD ROMs, tapes, samples) to larger 
cities.  This is called Express Post.  Details are available through the post office web site, or from a local 
Post Office.  

Your collection of resources and tools should include the rates and contact numbers for couriers suited to 
the types of parcels you need to send out.   

The Yellow Pages is a useful resource for locating couriers.  Your company may have a preferred courier 
based on positive experience.  

Some companies have a ‘franking machine’ that imprints the postage that you have calculated, and is read 
by the post office and charged to your company’s account.  These machines are less common than they 
used to be.  In smaller offices, postage stamps will be purchased in bulk (a roll of 100) and fixed to letters 
and parcels.  A third alternative is that the letters are sorted into bundles according to expected postage, 
taken to the Post Office and stamps purchased as required.  

Your company may also require that you record all outgoing mail, so that if a customer makes a claim that 
an item was not received, the query can be tracked to check that it actually left your company.   

The details recorded will probably include:  

 Sender  

 Date  

 Addressee (person to whom letter or parcel is sent)  

 Description of item  

 Reference number  

 Delivery mode (courier, Express Post, ordinary mail, etc).  

The postage of dangerous and hazardous goods, including sending such items overseas, is governed by a 
separate set of regulations.  Parcels sent overseas require a Customs declaration that lists the goods 
contained in the parcel, and the value of those goods.  This requires a signature on a sticker that is then 
affixed to the parcel.  Certain goods cannot be sent by air, such as explosives, aerosol cans or items using 
gas as a propellant, combustible, or highly flammable material.  Further details of substances that are not 
allowed to be sent by air, are available from a Post Office.  

The Dangerous Goods Act also governs the sending of certain goods within SA.  Goods that fall within this 
category, must be clearly labelled with the appropriate signage detailing the type of goods being sent, 
including goods which are:  
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 Corrosive   

 Flammable  

 Oxidizing agents (are not flammable but readily support combustion or burning of other 
materials)  

 Poisonous 

 Radioactive.  

 

1.3 The Company Freight Handling Environment (AC3) 
The nature and manner in which freight documents are managed and distributed in an organization, varies 
according to the size and shape of the companies, and also on the nature of the services rendered. 

What freight does your company handle? 

The type of freight that your company handles will vary widely. Some companies specialise in one type of 
freight, and have systems designed to cater for that type of material, and nothing else.  For example, your 
company may handle wheat, or cars, or cement.  Other companies such as interstate haulers handle a 
wide variety of freight, and this will be reflected in the diversity of vehicles or rolling stock and cargo 
handling equipment. 

Managing documentation freight received and dispatched can be further complicated by where the freight 
is going to and coming from.  Where freight is being either imported or exported, documentation and 
recording is more detailed than local deliveries. 

Freight may also have special conditions for handling.  Foodstuffs and other perishables may be 
temperature controlled, and require rapid transit through any receiving and despatch area.  Dangerous 
goods require specialised handling to comply with relevant regulations, and to help ensure the safety of 
your colleagues and others. 

What is the role of your company in the supply chain which moves goods from source to consumer?  

The Transport and Distribution industry relies on the fact that the point of production of goods is often 
geographically different to the point of use or consumption.  

The supply chain can be described in diagrammatical form as follows:  

Supply Chain 

 

 

 

 

Manufacturer 

makes goods  

Goods unpacked 

and sorted into 

destinations 

Goods received at 

terminal or depot 

Goods 

transported to 

destination  

Goods ordered 

by wholesaler 

Goods packaged 

by manufacturer 

for shipment 

Goods 

transported to 

wholesaler 

Goods repacked 

for distribution to 

wholesaler 

Goods received 

and unpacked by 

wholesaler 

Goods 

distributed to 

retail outlets 

Goods received, 

unpacked and put 

into stock or storage 

Good bought by 

end customer 
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What documentation is associated with freight records?  

Your role in freight record keeping requires that you receive information from others on what freight is 
being handled, and where this freight is at any given time, from the point of pick up to the point of 
delivery.  Freight records will also drive the invoicing of customers, and are therefore central to the 
success of the business.  

Look again at the supply chain diagram, and think about what information you require to track and record 
freight.   

Your list will probably include the following details:  

Who the goods are being sent by, along with details to invoice the customer (if sender is paying), what 
kind of follow up if required, details relating to the  time and place to collect the goods, and with details 
to invoice the customer (if sender is paying). 

Details relating to time and place for delivery, type of cargo, amount (litres, kilograms/tonnes), number 
of items, types of containers or packaging identification, numbers of freight, specialised handling 
instructions (e.g. for foodstuffs, livestock, etc), any dangerous goods within the freight load including 
Class, Subsidiary Risks associated, and any other requirements for dangerous goods.  

For a given workplace, this information may arrive in a variety of formats and document types.  This might 
include:  

 Cartnotes (cartage notes)  

 Weighbridge certificates  

 Manifests  

 Clearances (Customs, etc)  

 Consignment notes  

 Dangerous goods declarations  

 Packing notes  

 Handling instructions 

The format of this information/documentation may be via:  

 Fax  

 Email  

 Letter  

 Hand delivered  
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 Other electronic data interchange  

 Phone or word of mouth (note this has no way of being traced and should be confirmed using 
other media).  

What sorts of systems are used for freight record keeping?  

Commercially available software is advertised widely, as potentially able to make large savings in time 
and money associated with freight record keeping.  This is sometimes referred to as ‘Track and Trace’.  

These systems allow for:  

 Printing of completed manifest  

 Automatic calculation of freight rates  

 Automatic calculation of insurance costs  

 Automatic calculation and recoding of Prescribed Payments for subcontractors  

 Allocation of loads to particular vehicles or carriers  

 Monitoring the progress of movement of goods, including arrival times at each point in the 
distribution chain  

 Financial recording and reporting of revenue for subcontractors and parent company  

 Application of discounts applicable to specific customers in given conditions (e.g. volume 
discounts)  

 Linking to debtor and creditor systems, for processing of invoices  

 Follow up on non-delivered loads  

 Monitoring of unassigned loads, or yet to be assigned loads  

 Quotations for prospective clients  

 Printing of labels, including bar coded and dangerous goods labels  

 Aggregating or collecting information on volumes of business.  

Using such systems, documents can be electronically generated (e.g. manifests, reports, labels, etc) and 
sent to other locations.  An advantage of electronic transmission of documents is that a record can be 
easily kept for filing purposes.  In the following activities, you are asked to review the advantages of 
software for freight record keeping, and to set your email system so that you can get a record that the 
receiver has received the documents that you send electronically.   
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Formative Assessment 1 
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SECTION 2: PREPARE DOCUMENTATION 

Specific Outcome:  

Plan and prepare the documentation that is required in specific work contexts. 

Assessment Criteria 

 Plan, select and prepare the documentation, according the statutory requirements and work 
place procedure. 

 Develop a flowchart for a specific work process, according to your work environment. 

 Generate and consider possible options and equipment use, for the operation of the 
administrative system. 

 

2.1 Flow of goods through the organisation 
The documents that have to be prepared at any given moment will depend on the flow of goods through 
the organisation.  

These days we want to order goods to arrive just in time for our purposes: 

 Either to resell to our customers, or 

 To manufacture something to resell to our customers. 

This means that the ordering, stock keeping and flow of goods through the organisation is very important.  
If we receive goods from suppliers Just In Time, we have to make sure that the goods are taken up in the 
stockholding of the organisation immediately so that the goods can be sent to the departments who need 
them without any delay. 

As outsiders or customers, we do not usually think how goods that are delivered to a business flows 
through the business before it is sold.   

In the case of a manufacturer, the goods would be parts that are assembled into a whole product and then 
sold.  In this case, the goods flow from the receiving department to the stores as parts to the assembly 
line where the different parts are built into a whole product, back to stores as a whole product, to 
despatch from where it is sent to customers. 

 

FLOW OF GOODS THROUGH A MANUFACTURING ORGANISATION 

 

Parts received from 
suppliers 

Parts sent from 

receiving to stores 

Parts sent from 

stores to the 

assembly lines 

Finished product sent 

from the assembly lines 

to stores 

Finished product from stores 

to dispatch for delivery to 

the customer  
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In the case of wholesalers, the goods would be goods ordered in bulk, such as case loads of canned peas 
(say, 48 cans sold as one unit), broken into smaller parts, (say 6 or 12 cans sold as a unit).  The flow of 
goods would then be bulk goods received from supplier, sent to stores, from stores to production line 
where the goods are broken into smaller units, back to stores, from where the smaller units are sent to 
despatch for delivery to customers. 

FLOW OF GOODS THROUGH A WHOLESALE ORGANISATION 

 

A retailer buys the goods from the wholesaler or the manufacturer, breaks the goods open into individual 
units (cans of peas), and sells them to customers as individual units.  The flow of goods here is: from 
receiving to stores, from stores to packers or merchandising where it is broken into individual units, 
displayed on shelves and sold to customers. 

 

FLOW OF GOODS THROUGH A RETAILER 

 

 

2.2 Plan and Prepare documentation 
Every business transaction generates documents. When goods are purchased, stock has to be received. 
This is done according to the procedure in the company and certain documents will be generated that will 
be used by the various departments in the company. 

In the same way, documents will be generated for the sale of goods. 

Goods received from 
supplier in bulk  

Goods sent from receiving 
to stores 

Goods sent from stores to 
packers 

Packers pack goods on shelves to 

be sold to customers as individual 

items 

Goods received in 

bulk from supplier 

(usually 
manufacturer) 

Goods sent to 

stores by receiving 

department 

Goods sent from 

stores to assembly 

line to break into 
smaller units 

Goods sent back to 

store in smaller units by 

assembly line 

Goods from stores to dispatch 
for delivery to customer 
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Documents needed for the flow of goods 

Purchasing raw materials, spares or goods always start with the placing of an order. 

Order form 
The purchasing department will place an order with the supplier.  An order form is completed.  This order 
form will contain details such as: 

 Order number 

 Name and address of supplier 

 Date of order 

 Stock code number for product 

 Quantity of products (how many) 

 Individual product price 

 Total product price 

 Delivery date 

 Delivery address 

Copies of this order will be sent to 

 The supplier 

 Stores 

 Receiving department 

 One copy kept by purchasing 

When stores receive the order, preparations to reserve space in the store will be made. 

Receiving will keep their copy until the delivery takes place 

Goods received voucher 

Once the goods have been delivered, the receiving department will complete a 
goods received voucher, which will have the following information 

 Date of receipt 

 Internal stock code number for the items 

 Quantity of goods 

 Description of goods 

 Purchasing price (if required) 

 Selling price (if required) 

Copies will be sent to: 

 Stores 

 Purchasing  
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ORDER FORM 

Order No:  Date: 

Delivery Address: Physical Address: 

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Delivery Date:  Buyer Name: 

Delivery Instructions  

 Buyer Signature: 

   

 Authorized Signature: 
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GOODS RECEIVED NOTE 

GRN:  Date: 

Customer Acc No: Invoice No 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description REMARKS 

    

    

    

    

    

    

    

Name and Surname (Received) 

   

   

Signature:   

   

Date Received:   

PART ORDER / COMPLETE ORDER 
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Stock card 

In the store, a stock card will be completed.  The stock card will have the following information: 

 Stock code of item 

 Description of item 

 Balance of stock brought forward 

 Date stock added 

 Date stock removed 

 New balance of stock item 

 Purchasing price (if required) 

 Selling price (if required) 

 

STOCK CODE 

Description Balance 
brought 
forward 

Date stock 
added 

Date stock 
removed 

New 
balance 
taken 
forward 

Purcha
sing 
price 

Selling 
price 
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Requisition 

To move goods from stores to the assembly line and then back 
again, a requisition will be completed.  The requisition will contain 
the following information: 

 Date  

 Stock code of item 

 Description of item 

 Quantity required 

 Department requesting the item 

A requisition will also be completed when goods are sent from 
stores to despatch 

 

Invoice and delivery note 

From despatch, goods are sent to customers together with delivery notes and invoices. 

The delivery note will contain: 

 Date 

 Order no from customer 

 Name of organisation 

 Name and address of customer 

 Stock codes of goods 

 Quantity of goods 

 Description of goods 

The invoice will contain 

 Date 

 Invoice number 

 Order number 

 Name and address of organisation 

 Name and address of customer 

 Stock codes of goods 

 Quantity of goods 

 Description of goods 

 Selling price 

 Payment terms 
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INVOICE 

Invoice No:  Date: 

Customer Acc No: Delivery No: 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Name and Surname (Received) 

   

   

Signature:   

   

Date Received:  Vat No: 
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DELIVERY NOTE 

Delivery No:  Date: 

Customer Acc no: Invoice No 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Name and Surname (Received) 

   

   

Signature:   

   

   

Date Received:   
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Export documentation 

We will look at export documentation as another example of documents typically used in a freight 
handling environment. 

 

Function of export documentation 

Export documentation may serve any or all of the following functions: 

 An attestation of facts, such as a certificate of origin  

 Evidence of of the terms and conditions of a contract if carriage, such as in the case of an 
airwaybill  

 Evidence of ownership or title to goods, such as in the case of a bill of lading  

 A promissory note; that is, a promise to pay  

 A demand for payment, as with a bill of exchange  

 A decalaration of liability, such as with a customs bill of entry  

 A receipt for goods received.  

 

Broad categories of export documentation 

There are five broad categories of documentation you will encounter when exporting. These are: 

1. Documents involving the importer  

 The proforma invoice  

 The export contract  

 The commercial invoice  

 The packing list  

 Letter of credit  

 Certificate of origin  

 Certificates of health  

 Fumigation certificate  

 Pre-shipment inspection certificate  

 Transport documents  

2. Documents required to export goods from South Africa  

 Exporter registration form  

 Letter of credit  

 Commercial invoice  

 Bill of entry export  

 Form NEP (no foreign exchange proceeds)  

 Form E (repatriation of foreign exchange earnings)  

http://www.exporthelp.co.za/modules/17_documentation/importer/proforma_invoice.html
http://www.exporthelp.co.za/modules/17_documentation/importer/export_contract.html
http://www.exporthelp.co.za/modules/17_documentation/importer/commercial_invoice.html
http://www.exporthelp.co.za/modules/17_documentation/importer/packing_list.html
http://www.exporthelp.co.za/modules/17_documentation/importer/letter_of_credit.html
http://www.exporthelp.co.za/modules/17_documentation/importer/certificates.html
http://www.exporthelp.co.za/modules/17_documentation/importer/certificates.html
http://www.exporthelp.co.za/modules/17_documentation/importer/certificates.html
http://www.exporthelp.co.za/modules/17_documentation/importer/certificates.html
http://www.exporthelp.co.za/modules/17_documentation/importer/transport.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/exporter_registration.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/loc.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/commercial_invoice.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/customs_declaration_form.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/exchange_control.html
http://www.exporthelp.co.za/modules/17_documentation/export_goods/exchange_control.html


27 | P a g e  

 

 Export permit  

Note With effect from 01 January 2011 you no longer need to have 
your F178 attested. What remains is for you to complete field 
28 of the SAD500 form, and list the UCR number. 

3. Documents required for transportation  

 Bill of lading  

 Air waybill  

 Freight transit order  

 Road consignment note  

 Export cargo shipping instruction  

4. Documents required for payment  

 Commercial invoice  

 Letter of credit  

 Transport documents  

5. Insurance documents  

 Marine insurance  

http://www.exporthelp.co.za/modules/17_documentation/export_goods/export_permit.html
http://www.exporthelp.co.za/modules/17_documentation/transportation/bill_of_lading.html
http://www.exporthelp.co.za/modules/17_documentation/transportation/air_waybill.html
http://www.exporthelp.co.za/modules/17_documentation/transportation/freight_transit_order.html
http://www.exporthelp.co.za/modules/17_documentation/transportation/road_consignment_note.html
http://www.exporthelp.co.za/modules/17_documentation/transportation/exporter_instructions.html
http://www.exporthelp.co.za/modules/17_documentation/payment/commercial_invoice.html
http://www.exporthelp.co.za/modules/17_documentation/payment/loc.html
http://www.exporthelp.co.za/modules/17_documentation/payment/transport.html
http://www.exporthelp.co.za/modules/17_documentation/marine_insurance/intro.html


28 | P a g e  

 

 

2.3 Flowchart 
In every business and organisation there are work processes and procedures that determine how the work 
has to be done from start to finish.  In the case of receiving goods, the process starts with an order being 
placed and ends with the goods being placed in storage. 

When we present this process as a flow chart, it could look as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Purchasing places an order 

with the supplier  

Activity Document 

Order form 

Stores reserves space for the 
goods 

Order form and internal 

shelf storage document 

Goods are delivered 
Goods received note and/or 
Invoice 

Goods are checked and taken 
into storage 

Goods received note/Invoice 
and Stock card 



29 | P a g e  

 

 

The flow chart for a sales transaction could look as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Client places the order  

Activity Document 

Order form 

Store/warehouse collates the 
order  

Order form and/or picking 
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Goods sent to despatch or 
placed in loading bay 
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delivered to the client 

Goods delivery note and/ 
or Invoice  
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The flowchart for an export transaction could look as follows: 
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2.4 Equipment 
When documentation is generated manually, you would need: 

 invoice books 

 order books 

 goods receipt vouchers, etc. 

 stationery and so on 

When documentation is generated electronically, you would need: 

 a computer 

 software 

 a printer to print the document 

 paper on which to print 

 

Other equipment could include: 

 telephone to receive orders 

 fax to communicate with clients and suppliers 

 desk, chairs and other office equipment 

This equipment must be arranged in a way that assists the smooth flow of the work process. In other 
words, the telephone used to take orders must not be in a different room from the computer where orders 
are entered. 

Equipment used to pick and collate orders and to load containers and trucks must be available in the 
warehouse or store. 

 

Payment is collected 

Commercial invoice 

Packing list 

Pre-shipment inspection 

certificate 

Certificate of origin 

Certificate of health 

Fumigation certificate 

Transport document 

Exporter registration form 

Bill of entry export 

Form NEP or Form E  

Export permit 

Export cargo shipping 

instruction 

Marine insurance 

Letter of credit 

Formative Assessment 2 
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SECTION 3: SYSTEMS FOR ALL DOCUMENTATION 

Specific Outcome 3: 

Identify suitable control and verification systems for all documentation. 

Range  

Statutory requirements refers, to but is not limited to:  

1. The promotion of Access to Information Act 2 of 2000 (PAIA).  

2. Customs and Excise Act 921 of 1964.  

Assessment Criteria 

 Identify and verify the required documentation, according to work place procedures. 

 Identify and explain the most appropriate action in relation to dealing with falsified/forged or 
incorrect/incomplete documentation, as part of organisational and statutory requirements. 

 Analyse and prioritise documentation, according to statutory requirements and work place 
procedure. 

 

3.1 Introduction to Systems 

What are systems? 

What are systems?  

In the business world, a system consists of a number of interdependent parts that function as a whole and 
have a common purpose. 

 A business or organisation is seen as a united, purposeful system with interdependent parts, 
functions and departments.   

 The different parts, functions and departments of the business system are dependent on each 
other and are therefore mutually bound to each other.   

 The different parts of the business system are orderly arranged according to a plan.  

The different parts of a system are called subsystems.  It is very important to note that subsystems are 
dependent on each other and that all the subsystems make up the whole business system.  

The systems theory was formed in order to make it possible to understand the working of an entity, such 
as a business.  Of course, the business is a whole system.   When you look at a business and its place in the 
environment, the business becomes a subsystem. 

Open and closed systems 

Open systems interact with their environment all the time and they also depend on the environment for 
their success and existence.  A business is an example of an open system.   

The business interacts with the outside environment on a daily basis –  

 This is where their raw products and goods come from,  

 Where finished products and services go,  

 Where their employees come from, 

 Where the business gets resources such as water and lights from 
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A closed system does not interact with the environment and the environment has no influence on the 
system.  Closed systems are usually mechanical and they have predetermined activities that will be 
performed, irrespective of the environment.  A watch is an example of a closed system. 

 

 

Flow through a system 

Information, material and energy flow into the system, through the system and out of the system.  This is 
true of all the subsystems in the business, the business system as a whole and the interaction between the 
business and the environment.  The basic elements of a system are called the inputs, processing and 
outputs of the system. 

The outputs of one system become the inputs of another system.  In that system, the inputs are processed 
and become outputs, which then become inputs of another system. 

Feedback: is the key to controlling the system and subsystems.  Feedback is used during the input, 

processing and output of each subsystem to evaluate the functioning of the system – is it working the way 
it is supposed to? 

Inputs  

Inputs are what is needed to do the work.  In manufacturing, inputs are raw materials that you start with 
to make something else.  For example, if you want to bake a cake you need flour, eggs, milk, effort and 



35 | P a g e  

 

skill of a person baking the cake, and so on.  If you want to build a house you need sand, cement, bricks, 
and so on.   

When you are processing information, the gathering and capturing of raw data would be inputs.  If you are 
working on the payroll, inputs would be salary and wage levels, employee details, overtime hours worked, 
bonuses that have to be paid, etc. 

 

 

Processes 

Processes bring together all the inputs in such a way that it produces the desired product.  All the steps, 
processes, procedures and modifications to the raw materials to produce the products and services of the 
business come into play here.  Often businesses have unique processes that make their products special. In 
manufacturing, for example, all the inputs are brought together to make the parts.  In our examples 
above, the inputs are used in the process of building a house or baking a cake. 

Outputs 

The result of what is done in the process/production phase is called an output.  The finished product, the 
finished house and the finished cake are all outputs. 

Outputs can be divided into tangible and intangible outputs:  

 Tangible outputs are things that you can see and touch, like a box of matches 

 Intangible outputs are services such as in hospitals, training, telecommunications 

Feedback 

No process is complete without feedback.  After a business has sold a product or provided a service, it 
must get feedback.   

Examples of feedback include whether the customers buy or do not buy the product/service, financial 
figures, staff turnover, sales, and so on.  

Business systems and the business process 

As mentioned, any business or organisation is made up of subsystems.  All these subsystems have inputs, 
processes, outputs and feedback.  The output of one system becomes the input of another system. 

FEEDBACK 

INPUT
S 

OUTPUT
S PROCESS 

FEEDBACK 
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The purchasing department have to ensure that they purchase the correct raw materials for production 
department.  Their output is the raw material used by production.  The raw material becomes the input 
for production department, the process is manufacturing the product, their output is the finished product.  
The finished product becomes the input for sales department who have to sell the product.  The process is 
the actual selling of the product to customers and the output is the sold product. 

In this way, all the subsystems of the business is linked to each other. 

 

 

Administrative Systems (AC 2) 

Note An administrative system is defined as internal office and 
accounting systems.  

Administrative systems can be defined as ‘internal office and accounting functions. An administrative 
system could therefore include such varied systems as:  

 operational rules, e.g. those governing use of vehicles  

 physical systems, e.g. a computer network  

 electronic systems, e.g. a payroll system in VIP 

 paper-based systems, e.g. a document filing system.  

Administrative systems in business 

Administration in any business office involves the collecting, processing and sharing of information: 

 Receiving and collecting information 
 Sorting and classifying information 
 Processing and interpreting information 
 Recording information for future reference 
 Communicating information, presenting it in the most effective way 
 Protecting the business and safeguarding its assets 

People will be doing the work, but they have to know how it should be done, why it should be done, when 
it should be done.  This is why all business and other organisations have systems – the system ensures that 
the information flows through the organisation. 

For example, Sales department have to know what stock of products (inventory) is available, what the 
products cost, when delivery to customers can take place and how and when invoicing should be done. 

For this to happen, the following flow of information has to take place: 

 Information about the production of products has to go from production to stores 
 Information about inventory has to go from the stores to sales,  

INPUT 
PROCESS 

OUTPUT 

INPUT 
PROCESS 

OUTPUT 



37 | P a g e  

 

 The prices of products has to go from finance to sales and  
 The details of the invoicing has to go from sales to finance so that they can control that payment 

was received,  
 Details about delivery schedules has to go from despatch to sales and  
 Details of products that have to be delivered has to go from sales to despatch 
 There will be administration systems for all the above flows of information: 
 Filing system: to ensure that the filing procedures in the organisation is standardised 
 Stock control system:  to ensure that the listing of all products are standardised 
 Bookkeeping system: to ensure that the financial procedures are standardised 
 Correspondence system:  to ensure that all correspondence is finished in time and that all the 

correspondence is standardised to carry out the corporate image of the organisation 
 Sales system:  to ensure that all sales transactions are standardised 
 Management information system: to ensure that information flows between departments in the 

organisation and that information is presented in a standardised format 
 Staff administration system: to standardise staff administration such as attendance registers, 

salary and wage advices, overtime claims, leave records, etc. 

In order to ensure that the information flows as it should and that every department gets their 
information on time, policies and procedures are written.  The work has to be done according to these 
policies and procedures. 

Documentation 

Documentation is a key means of conveying information from one person or company to another, and also 
serves as permanent proof of tasks and actions undertaken throughout the export process.  

Records 

The purpose of a document is to create a record of a transaction 

Administration system 

Managing the documents, or records, of a transaction, is an administration system. 

Another part of an administration system is to distribute information, usually in the form of documents. 

Elements of systems 

Each system will consist of elements that make up the system.  Elements are the little bits of data and 
information, as well as documents and procedures that make up the system. Staff administration will 
consist of:  

 Personal and contact details of employees 
 Leave application forms 
 Attendance registers 
 Sick leave records 
 Records of qualifications and training 
 Records of promotions 
 Performance appraisals 
 Records of salary and wage advices 
 Overtime claim forms 
 Records of achievements and disciplinary enquiries 

A sales system could consist of: 

 Client enquiry forms 
 Quotes sent to customers 
 Standardised invoices 
 Customer call sheets 
 Client sales records 
 Client product usage forms 
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Many of these elements are required by the organisation in order to standardise and simplify the business 
processes.  Client enquiry forms, customer call sheets and customer sales records are examples of this.  Of 
course, once the process has been standardised and simplified, information will flow through the 
organisation more quickly. 

Other elements are required by law, such as standardise invoices, attendance registers, personal and 
contact details of employees, sick leave records, leave records, records of qualifications and training, etc. 

The nature of the elements and the standardisation and simplification of the system will differ from 
organisation to organisation, depending on the requirements of the organisation. 

Resources 

All systems require resources. 

 Office space:  the employees need space in which to do their work 
 Furniture and equipment:  administrative employees need desks, chairs, stationery and, in today’s 

world, PC’s in order to do their work correctly.  Employees on the production line need the 
equipment to manufacture and package products.  Stores need storage space and shelves to store 
products.  Despatch need vehicles with which to make deliveries.  The messenger needs a vehicle 
or a scooter in order to collect mail, deliver invoices and statements to customers and collect 
payment from customers 

 Human resources to do all the work required by the business 
 Communication resources such as telephones, faxes, Internet connection 
 Management requirements:  in order to develop business systems, you have to find out from 

management and employees what their requirements are:  what information do they need, how 
soon do they need it, in what format must it be, how should the information be grouped. 

 

ISO 

Note International Standard For The Control And Quality 
Management Of Records And Documentation 

Guidance on the documentation requirements of ISO 9001:2008 

We have discussed documentation, records and administration systems and seen that documents is how 
records are created and the purpose of an administration system is to distribute information in the form of 
documents and then to manage the documents. 

We will now briefly discuss the ISO requirements regarding documents and administration systems. 

Two of the most important objectives in the revision of the ISO 9000 series of standards have been to 
develop a simplified set of standards that will be equally applicable to small as well as medium and large 
organizations, and for the amount and detail of documentation required to be more relevant to the 
desired results of the organization’s process activities. 
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ISO 9001:2008, Quality management systems – Requirements has achieved these objectives, and the 
purpose of this additional guidance is to explain the intent of the new standard with specific regard to 
documentation. 

ISO 9001:2008 gives an organization flexibility in the way it chooses to document its quality management 
system (QMS). This enables each individual organization to develop the minimum amount of 
documentation needed in order to demonstrate the effective planning, operation and control of its 
processes, and the implementation and continual improvement of the effectiveness of its QMS. 

It is stressed that ISO 9001 requires (and always has required) a “Documented quality management 
system”, and not a “system of documents”. 

 

What is a “document”? –  

Definitions and references 

The following are some of the main objectives of an organization’s documentation, independent of 
whether or not it has implemented a formal QMS; 

a) Communication of Information 

This is an essential tool for information transmission and communication. The type and extent of 
the documentation will depend on the nature of the organization’s products and processes, the 
degree of formality of communication systems, and the level of communication skills within the 
organization, as well as the organizational culture. 

b) Evidence of conformity 

This is the provision of evidence, proving that what was planned, has actually been done. 

 

INTERNATIONAL STANDARD ORGANISATION 
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c) Knowledge sharing 

This serves to disseminate and preserve the organization’s experiences. A typical example would 
be a technical specification, which can be used as a base for design and development of a new 
product. 

A list of commonly used terms relating to documentation is presented in Annex A (taken from ISO 
9000:2005). It must be stressed that, according to ISO 9001:2008 clause 4.2 Documentation 
requirements documents may be in any form or type of medium, and the definition of “document” 
in ISO 9000:2005 clause 3.7.2 gives the following examples: 

 paper 

 magnetic 

 electronic or optical computer disc   

 photograph 

 master sample 

 

Terms and Definitions relating to Documents 

The following terms and definitions are taken from ISO 9000:2005: 

Term ISO 
9000:20
05 
Clause 

Definition 

Document 3.7.2 information and its supporting medium 

Procedure 3.4.5 specified way to carry out an activity or a process  (Note: 
Procedures can be documented or not) 

Quality Manual 3.7.4 document specifying the quality management system of an 
organization 

Quality Plan 3.7.5 document specifying which procedures and associated resources 
shall be applied by whom and when to a specific project, product, 
process or contract 

Record 3.7.6 document stating results achieved or providing evidence of 
activities performed 

Specification 3.7.3 document stating requirements 

 

Documented procedures 

ISO 9001:2008 specifically requires the organization to have “documented procedures” for the 

following six activities:   

 Control of documents  

 Control of records  

 Internal audit 
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 Control of nonconforming product  

 Corrective action  

 Preventive action 

Summary 

We can see that the ISO clearly states: 

 what the purpose of documentation should be 

 the different terms that apply to documents 

 which procedures in an organisation have to be established to ensure the integrity of documents 

 

 

3.2 Verify documents (AC1) 
It is important that you be able to verify the authenticity of documents that you may receive at work. A 
forged invoice or order could lead to losses by the organisation. 

You also have to make sure that all the documents that are needed are present and correct. Incomplete 
documentation could lead to delays in delivery and claims against the company. 

In order to verify documents a procedure must be in place in your organisation. 

If we look at banks, we see that they have procedures in place to 

 check the authenticity of bank notes. This includes checking all the points that will verify that the 
note is valid, such as the watermark and other distinguishing features. 

 report forged bank notes 

The procedure to verify documents in the transport industry could include  

 verifying the authenticity of documents by not accepting photo copies of documents 

 checking the seals on documents where applicable 

 checking wording and dates of documents, for example phytosanitary certificates, fumigation 
certificates with other valid certificates 

 comparing documents to other documents that have already been authenticated, for example 
comparing Bills of Lading with other Bills of Lading from the shipping company 

You should also compare documents for a specific freight with each other:  

 check the description of the goods on the invoice, the Bill of Lading or other transport document, 
and other documents 

 also check the description of the consignor and consignee 

 check the dates of the various documents 

 are all the documents stamped as they should be? 

 does the insurance certificate give all the details of the goods, consignor and consignee 

 and very important is the correct Incoterm used on all the documents? 

If you do not have a checklist, develop one to use to make sure that you check all the documents: 

 that you have all the documents needed 

 that the documents are valid 

 that the documents all refer to the same shipment 

 that the dates are in order 
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 that the documents will comply with customs regulations in South Africa and overseas 

 that the insurance policy reflects the terms and conditions of the sale 

 that dangerous goods are clearly marked according to requirements 

 

 

3.3 Deal With Falsified Or Incomplete Documents (AC2) 

Incorrect/incomplete documents 

Incorrect documents are documents with errors, for example the price or code of an item on an invoice 
could be incorrect. 

Incomplete documents are where documents are missing, for example you have a set of documents for 
export but you do not have the export permit or maybe the packing list is missing. 

When documents are incorrect or incomplete, you have to take steps to correct them. Incorrect 
documents should never be used, this just leads to problems and complications. 

If the error is in your company, request correct documents from the appropriate department, for example 
request a rectified invoice from sales or a corrected packing slip from Operations. 

If the client supplied incorrect or incomplete documents, requested the correct document from the client. 

The procedure to follow will be laid down in your organisation. 

Falsified/forged documents 

Forgery is the process of making, adapting, or imitating objects, statistics, or documents with the intent 
to deceive. For example, when at school you forged your mother’s signature on your tests, you created a 
forged document. Forged bank notes is another example. 

The goal of a false document is to convince an audience that what is being presented is factual. 

Documents that have been forged or falsified constitute a serious offence and you should report the 
matter to your supervisor/manager and possibly even the authorities such as the SAPS. 

Examples of forged documents could be Bill of Lading that have been forged to make it appear that the 
goods have been loaded on a ship when in fact these specific goods were never loaded. Or an insurance 
policy that has been forged to make it appear that a shipment has been insured while there is no 
insurance cover for the shipment. 

To identify forged documents, you will have to check the document against samples that already exist to 
make sure the document looks and feels like an original. You can do this by checking details of the 
document such as: 

 document number 

 the type of paper used 

 the font and wording of the document 

 the stamp on the document, and so on. 

 

If you are unsure, you can phone the company who issued the document to confirm that the document is 
valid. 

Usually, you would have to refer forgeries to your supervisor/manager. 

Identify and explain the most appropriate action in relation to dealing with falsified/forged or 
incorrect/incomplete documentation, as part of organisational and statutory requirements 
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Customs Act 

Structure And Purpose  

All import and export documents have to comply with the conditions of the Customs Act. 

The word “customs” is of French-Arabian origin, and for many 
centuries has indicated the levying of duty on goods imported 
and exported. 

Who Is Customs? 

Customs is an authority or agency in a country responsible for 
collecting and safeguarding customs duties and for controlling 
the flow of goods including animals, personal effects and 
hazardous items in and out of a country. 

Depending on local legislation and regulations, the import or export of some goods may be restricted or 
forbidden, and the customs agency enforces these rules. The customs agency may be different from the 
immigration authority, which monitors persons who leave or enter the country, checking for appropriate 
documentation, apprehending people wanted by international search warrants, and impeding the entry of 
others deemed dangerous to the country. 

A customs duty is a tariff or tax on the import of or export of goods. In England, customs duties were 
traditionally part of the customary revenue of the king, and therefore did not need parliamentary consent 
to be levied, unlike excise duty, land tax, or other forms of taxes. 

Commercial goods not yet cleared through customs are held in a customs area, often called a bonded 
store, until processed. All authorised ports are recognised customs areas. 

What Is Customs Duty? 

Customs duties are imposed by the Customs and Excise Act 91 of 1964.  

They are levied on imported goods with the aim of raising revenue and protecting the local market.  

The SARS Commissioner is responsible for the administration of customs legislation. 

Customs duties are levies charged when goods are imported into or exported from South Africa. They are 
paid by the importer or exporter. All goods and gifts that have been acquired abroad are subject to 
payment of customs duty (as well as VAT) when they are brought into the country. This includes goods 
purchased duty-free on board aircraft and ships, or in duty-free shops.  
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http://en.wikipedia.org/wiki/Government_agency
http://en.wikipedia.org/wiki/Country
http://en.wikipedia.org/wiki/Duty_(economics)
http://en.wikipedia.org/wiki/Hazard
http://en.wikipedia.org/wiki/Legislation
http://en.wikipedia.org/wiki/International_trade
http://en.wikipedia.org/wiki/Export
http://en.wikipedia.org/wiki/Immigration
http://en.wikipedia.org/wiki/Search_warrant
http://en.wikipedia.org/wiki/Duty_(economics)
http://en.wikipedia.org/wiki/Tariff
http://en.wikipedia.org/wiki/Tax
http://en.wikipedia.org/wiki/England
http://en.wikipedia.org/wiki/Revenue
http://en.wikipedia.org/wiki/Monarch
http://en.wikipedia.org/wiki/Parliament
http://en.wikipedia.org/wiki/Excises
http://en.wikipedia.org/wiki/Land_tax
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12 Chapters 
divided into 122 
sections 

12 Chapters dealing 
with the same topics 
as the corresponding 
chapters of the Act 

10 Schedules (schedule 
no.7 not in use at 
present) 

2 Parts 

 

The functions of Customs and Excise are governed by the Customs and Excise Act 91 of 1964 as amended 
from time to time. This Act consists not only of the principal Act, but also includes any proclamation, 
government notice, regulation, rule, agreement concluded and any taxation proposal contemplated 
relating to Customs and Excise matters, tabled in the House of Assembly. 

The legislation contained in the Customs and Excise Act 91 of 1964 provides the foundation on which all 
South African imports and exports are controlled. The South African Customs and Excise Act is a 
comprehensive legal framework. The Act must be adhered to by all parties concerned with the 
importation of goods into South Africa, and in addition lives in harmony with the customs laws of the other 
member countries of the Southern African customs Union and the World Customs Organisation. 

Note The Act is arranged into twelve chapters, nine schedules and 
one Annexure.  The twelve chapters are subdivided into 122 
sections many of which are further sub-divided in subsections. 

 

 

 

 

 

 

 

 

 

CUSTOMS AND EXCISE ACT 

NO. 91 OF 1964 

Enacted By Parliament 

THE ACT THE RULES THE SCHEDULES THE ANNEXURE 
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The Chapters And Sections Are Arranged As Follows: 

Chapter 
SUBJECT 

Sections 

 

Chapter I Definitions …………………………….. 1 

 

Chapter II Administration, General Duties and Powers of 
Commissioner and Officers, and Application of 
the Act …………….. 

 

 

1A – 5 

 

Chapter III Importation, Exportation and Transit and 
Coastwise Carriage of Goods ………….. 

 

6 – 18A 

 

Chapter IV Customs and Excise Warehouses;  Storage and 
Manufacture of Goods in Customs and Excise 
Warehouses ……… 

 

 

19 – 37A 

 

Chapter V Clearance and Origin of Goods;  Liability for 
Payment of Duties ………... 

 

38 – 54 

 

Chapter VI Anti-dumping Duties and Countervailing Duties 
…………………………………... 

 

55 – 57A 

Chapter VII Amendment of Duties …………………. 58 – 59 

Chapter VIII Licensing ………………………………. 60 – 64C 

Chapter IX Value …………………………………... 65 – 74A 

Chapter X Rebates, Refunds and Drawbacks of Duty 
……………………………………. 

 

75 – 77 

Chapter XI Penal Provisions ……………………... 78 – 96 

Chapter XII  General ………………………………… 96A - 122 

Quite clearly each chapter is written to cover specific matters relating to customs and excise.  Some 
chapters cover only one topic e.g. chapters I, VIII and IX.  Others such as chapter V are more wide ranging. 

Each section has a title identified by a number 1 - 122. E.g. “ 2. Commissioner to Administer Act.” 

Finding a piece of legislation in the Act can be made easier by following these steps :- 

1. Refer to the Chapter subject headings and establish which one is most likely to identify with the 
subject matter under consideration.  

2. Refer to the chapter which has been selected and study the section titles within that chapter and 
identify the title which has relevance.  
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3. Carefully study the full text of the section and any sub-sections.  Quite often the legislation you are 
looking for appears near the end of a long drawn out text.  

4. Use a good dictionary to clarify the meaning of any words that are not clearly understood and then 
read those words within the context of what has been written.  

5. Remember that some subject matter may be covered by more than one section in the Act and you 
should ensure that you identify them accordingly to avoid dispute.  

6. When making reference to the Act especially in a formal written communication the full section and 
sub-section numbers should be mentioned.  It is not necessary to quote the Chapter number. 

Example 

QQuueessttiioonn:: During an inspection of shipping documents at an importer’s premises a customs officer 
tells the importer that he is going to make a photocopy of a covering statement which he 
intends taking away with him for further investigation.  Is he allowed to do this? 

SStteepp  11::  Ask yourself – what does the question/subject matter cover in general terms?  Is a 
customs officer allowed to make a copy of an importer’s confidential documents?  Does 
he/she have authority/power to do things like that? 

SStteepp  22::  Which chapter heading identifies with the subject matter under consideration? 

Chapter I Definitions - No!! 

 

Chapter II  “Powers of Commissioner  

and Officers” 

Seems to fit. 

Let’s look there. 

SStteepp  33::  Methodically study the section titles under Chapter II and identify a title which is most 
relevant. 

Section 2 : Commissioner to Administer 
Act 

(No relevance) 

 

Section 3 : Delegation of Duties and 
Powers of Commissioner 

(Not really) 

 

Section 3A : Duties and Powers of Director-
General: Trade and Industry 

(No relevance) 

 

Section 4 : General Duties and Powers of 
Officers 

(Appears to be what 
we are looking for) 

SStteepp  44::  Study the text of the sub-sections of section 4. 

We find the answer we are looking for in sub-section (4)(a)(iv). 

SStteepp  55  ::  Are there any unusual words such as “mutatis mutandis, inter alia or prima facia” in the 
text which are not clear and require explanation?  In this case it is all clear and easy to 
understand. 

Therefore, a customs officer may make a photocopy in terms of section 4(4)(a)(iv) of the 
Customs and Excise Act. 
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Penal Provisions 

Introduction 

Section 78 to 96 of the Act deals with a number of offences and the penalties which may be imposed for 
contravening them.  Most of these are regarded as serious offences. 

Candidates should be acutely aware that heavy monetary penalties or imprisonment may be incurred for 
the contravention of the Act which may have serious implications for the importer and/or his agent. 

Unfortunately, even the most innocent mistake such as placing a decimal comma in the wrong place can 
invite a fine if the duty is detrimentally affected. 

What must be borne in mind is that a clearing agent by virtue of his license and his liability as an agent in 
terms of section 99(2)(a) of the Act is exposed to penalties which would be imposed on his principal. 

If an importer asks you to deliberately make a false declaration or not disclose information to Customs you 
are advised to wash your hands of it.  Also have a friendly word in his ear telling him that such acts are a 
recipe for disaster for both parties. 

Agents do have an escape route provided for in section 99(2)(a)(i) – (iii)  of the Act if they can prove that 
they were not party to a misdemeanour. 

Let us look at some offences which have some relevance to the content of this course. 

 

Offences Not Expressly Mentioned 

Section 78(2) 

Where no specific punishment is expressly provided this section lays down that upon conviction the 
penalty may be either a fine not exceeding R8000 or treble the value of the goods whichever is the 
greater, or to imprisonment for a period not exceeding two years, or to both such fine and imprisonment. 

Imagine if the value of the goods is R 250 000 ? 

 

Serious Offences 

Section 80(1)(I) 

Deals with the improper use of a licence, permit or other document 

Section 80(1)(J) 

Claiming or receiving any rebate, drawback, refund or other payment to which you know you are not 
entitled. 

These types of offences attract fines not exceeding R 20 000 or treble the value of the goods or 
imprisonment not exceeding five years or to both the fine and imprisonment. 

 

Other Offences 

Section 83(C) 

Making an arrangement with the supplier e.g. to alter an invoice etc. 

The penalty is the same as for Section 80. 
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Section 84 (False Documents And Declarations ) 

This is regarded as an extremely serious offence and the penalty is a fine not exceeding R40,000 or treble 
the value of the goods or ten years imprisonment or both such fine and imprisonment. 

Section 86 (A) 

Failure to advise the Controller of the receipt of an amended prescribed invoice or credit note 

Same penalty as for Section 84. 

 

Admission Of Guilt 

Section 91 (1) (A) 

Most offences are dealt with in this way whereby the offender is prepared to admit guilt. 

The Commissioner proposes a fine which the offender accepts.  The matter is therefore dealt with 
departmentally and no further action is taken on either side. 

The fine may not exceed the maximum which would normally be imposed upon conviction. 

The importer/agent/offender submits a completed form DA70: Application to make provisional payment 
together with the sum of the fine to Customs. 

The DA70 incorporates a declaration for the agent to sign to the effect that he accepts the 
Commissioner’s decision and will abide by it. 

The form DA70 is also used to make temporary payments to Customs until a certain obligation has been 
fulfilled. 

For example, a document required for clearance is not immediately available.  The Controller may allow 
the clearance to proceed after a suitable sum of money is deposited pending production of the document 
in say “30 days”. 

 

The Promotion of Access to Information Act, 2000 (Act 2 of 2000) 

Description 

The purpose of the Promotion of Access to Information Act is to ensure that people can exercise their 
constitutional right of access to any information held by: 

 the state 

 another person that is required for the exercise or protection of any right.  

The motivation for giving effect to the right of access to information is to foster a culture of transparency 
and accountability in both public and private bodies, and to promote a society in which the people of 
South Africa have effective access to information so as to enable them to fully exercise and protect all 
their rights. 

To what information, held by government departments or any public body, can access be obtained? 

You may request access to all documentation and records held by any government department, its 
officials or any other public body. It does not matter when that information came into existence. These 
include the following:  

 personal records held by the Department or a public body  

 third party information or records: only with permission from the relevant third party, especially if 
the documents contain confidential or private information  

 information to which access is not restricted by the Promotion of Access to Information Act  



49 | P a g e  

 

 the records of cabinet and its committees 

 records that relate to the judicial function of a court 

 information:  

 obtained by a special tribunal that was established in terms of the law 

 held by a judicial officer of such a court or tribunal 

 held by an individual member of parliament or of a provincial legislature.  

 The Promotion of Access to Information Act should not be used:  

 when the record is requested to be used in criminal or civil proceedings   

 a criminal or civil proceeding has already commenced.  

However, the Access to Information Act is above any other act or legislation that may prohibit you or 
restrict you from having access to any information. 

 

3.4 Prioritise Documentation (SO3) 
When dealing with freight, you will find that you deal with a lot of documents every day. You will have to 
learn to prioritise the batches of documents so that you do the most urgent work first. 

For example, if you are loading a truck and your delivery starts with the nearest client first and the 
furthest client last, you have to load the last delivery of the day right at the back of the truck. So you 
have to check those documents first. 

This is true of all other documents: you have to determine what has to be done first and then do that. For 
example, if you are dealing with an import transaction and the ship is docking today or tomorrow, you 
must first finalise these documents and then go on to the documents for shipments coming in later this 
week and then next week. 

In between, you have to finalise reports for your supervisor/manager and maybe even to customers. 

Everything you do every day has to be prioritised. This is the only way you will make sure that you finish 
your work on time. 

Following are some tips about planning your time 

Plan your time 

You need to produce a detailed plan for the next day, week, month, year, including important milestones 

Your planner or scheduler should tell you what you have to do and help 
you say focused on your dream and goal. 

In your planner, note shipping dates and docking dates of vessels if you work with imports and exports. 

Most people find it best to work on a weekly plan, which is completed in 20-30 minutes on a Friday for the 
week ahead. This is supplemented by a daily plan, completed in 15-20 minutes at the end of each day, for 
the following day. You may need to vary this to suit your particular circumstances. 

When you receive your work every morning, first sort through the documents that have to be finalised and 
then prioritise them: 

 What has to be done today 

 What has to be finalised by tomorrow 

 The next day 

 Next week 



50 | P a g e  

 

Once you have completed all the documents for today, carry on with tomorrow’s documents and then with 
the documents for the next day. The sooner you check all the documents, the better as you need time to 
sort out problems with incorrect or missing documents. 

This way you know exactly what has to be completed today and if something urgent comes in you know 
that you will be able to finish it. 

Break big, difficult tasks into smaller ones 

 

 

 

 

 

 

 

 

 

 

 

 

In other words, take a pile of documents and start by checking the first document – maybe the invoice. 
Then check the Bill of Lading for correctness and completeness and then check the Bill of Lading against 
the invoice. Carry on to the next document until you have finished checking all the documents.  

When you have completed a task, give yourself some kind of reward. This could be anything from a sweet 
or a cup of coffee to something much more substantial, depending on the size of the task. Rewards help to 
provide motivation on those occasions when you do not feel like doing anything.  

Do the most important things first 

Begin the day by concentrating on the items that really matter. When unscheduled items arise, like an 
interruption. Ask yourself is it more important than what I was doing?  

If it isn’t, try to find a tactful way of putting the interrupter off until a more convenient moment later in 
the day. Leave 25 percent of each day unplanned in order to cope with the unexpected.  

 

Plan for waiting time 

There are always occasions on which you 
cannot make progress because a telephone 
number is busy or someone else’s meeting 
runs over and delays the start of yours. Or 
because you are waiting for documents from 
the customer or your supervisor. 

What I can do to utilize this time effectively? 

 

 

 

The Chinese have a saying that  

“A journey of a thousand miles begins with 

a single step.”  

Breaking a task up is rather like taking this 

single step. It makes it easier to start and 

it is surprising how quickly the steps 

mount up until you find you have covered 

quite a distance 
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Cross off completed items 

Ask yourself: What do I want to have accomplished by the end of the time period I have chosen? What 
activities will help me to achieve my objectives?  

This will help you to keep your attention clearly focused on them and not lose sight of them when under 
the pressures of the daily grind. 

Above all 

                    Put your plan and schedule into action - Do It Now 

Paper Management 

We deal with a great deal of paper and if we aren’t careful we will lose precious time “shuffling paper” 
around the desk / office. 

 

 

 

 

 

 

 

 

Try these, or create your own files 

 

 

 

 

How can you address this? 

Today 

Soon 

Later 

File 

Read 

Pass on 

Still need info 

Formative Assessment 3 
 



52 | P a g e  

 

 

SECTION 4: DOCUMENTATION CONTROL  

Specific Outcome: 

Identify the most appropriate procedure for documentation control. 

Range:  

Identify the most appropriate procedure (the storage, handling and retrieval) required for documentation 
control.  

Assessment Criteria 

 Select the most appropriate system for documentation control. 

 Analyse and ensure that the administrative system meets the dynamics of the work place or 
organisation. 

 Develop a flow chart for documentation control according to organisational procedures. 

 

4.1 Control documents (SO1) 
In order to control documents in an organisation, you need a system that will show: 

 When a document from outside the organisation was received 

 When a document from inside the organisation was created 

 Who the document was sent to for action 

 What action was taken 

 Where the document was stored. 

The following control systems therefore have to be implemented: 

 receiving documents 

 distributing documents 

 storing document 

 retrieving documents 

The first two steps, receiving and distributing documents, was discussed in section 1. During this section 
we will discuss in detail storage and retrieval of documents. 

 

Storing Documents: Filing Systems 

Why Do We File?  

To ensure that all records are maintained in a neat and clean 

environment 

To make information easily accessible: in other words, we file to find 
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It is very important to keep all incoming documents or copies of outgoing documents on file (sorted and 
secured in suitably marked folders and placed in convenient storage, for reference and verification 
(confirmation, certification) purposes. To enable their being found without delay, such documents must 
be files in a systematic way. 

Filing can be done: 
 Manually, by means of sorting and storing paper documents (hard copies) by hand 

 Electronically, by means of computers, microfilms, tapes or disk 

What Is A Good Filing System? 

A good filing system has certain essential features: 

1. Simplicity 2. Appropriate classification 

3. Accessibility 4. Selection of suitable equipment 

5. Safety in terms of minimizing loss 6. Safety in terms of avoiding damage by fire, 
water, dust 

7. Safety in terms of maintaining 
confidentiality 

8. Compactness – using space efficiently 

9. Elasticity – it must be able to expand if 
required 

10. Speed of retrieval 

11. Trained staff 12. Economical in terms of time, cost of 
equipment and accessories 

13. Sufficient cross-referencing 14. An “out” guide or “tracer” system should be 
incorporated 

15. Thinning out should be performed on a 
regular basis 

16. Daily filing 

 

Methods Of Classification 

Alphabetical Order 

Files are grouped alphabetically 

 The file for Mahotsi would be placed before that for Ndengwe, 
because m comes before n.  Baker would be placed before Barker, 
as bak comes before bark 

 Should more than one client have the same name, their files would 
be arranged in order of initials: Mahotsi, C would be placed before 
Mahotsi T 

 Short before long: if all the other letters in a name are the same, 
you arrange the shorter name in front of the longer: Cole will be 
placed before Coleman. 

 Prefixes before surnames, such as de der le van von O, etc are considered part of the name: du 
Plessis will be placed alphabetically with D and not P, so will van der Merwe be placed with V. 

 Should more than one client have the same name and initials, a number could be added after the 
initials: Mahotsi T1 would be followed by Mahotsi T2 
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 Impersonal names, such as company names are placed in the order they are written: Gilbert 
Enterprises will be filed with G and Tiger Brands with T. 

 Official or descriptive names: the most important word is the first filing unit: The Hotel Shelly will 
be filed as Hotel (The) Shelly and City of Durban will be filed as Durban City (of). 

Numerical Order 
 A number is allocated to each client, regardless of surname and initials.  

This is how banks file our records. 

 Files are then arranged numerically 

 As it is not possible to remember each client’s number, a separate card 
index is kept to record clients’ personal details and file numbers 

 New clients receive the very next number after the last allocated number.  
The new file is placed last in the drawer. 

Alpha-numeric filing 
 This consists of a combination of alphabetical and 

numerical filing systems 

 Files are placed alphabetically, but not strictly so 

 Each file is labelled with the client’s name and a number, e.g.. J Maxwell could be M5.  The next 
file could be B Mason, with the number M6 

 You will find this form of numbering used for example for spare parts of cars or motorbikes 

 A separate index system is used to record files and this will be arranged alphabetically. 

 

The Process Of Filing 

There are eight basic steps in a typical filing routine. 

Collecting the items to be filed.   

If this is your responsibility, ensure that you collect the filing every 
day. 

1. Inspecting.   

 Make sure that the items are intended for filing.   

 Also ensure that confidential items do not lie around for everyone to see, they should preferably 
be placed in a separate folder and filed immediately. 

2. Indexing.   

 Which indexing system is used, where will the correspondence be placed? 

 Allocating a file reference number to the correspondence, according to the recognized filing 
system used by your organization.  

 Make very sure that you allocate the correct reference to correspondence, as a document that 
was indexed incorrectly can be lost for a long period of time. 

 Certain files and correspondence will be confidential and only certain 
staff members will be allowed access to these files.  Ensure that they are 
coded correctly and also that a notation is made on the outside of the 
file. 

3. Cross referencing.  

 If the correspondence refers to more than one file, use a cross-referencing 
system,  

 or, depending on the procedure in your company, add a copy of the 
correspondence to the other file as well. 
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4. Sorting.   

 Sort the filing in the method of classification used by your organization – alphabetical, numerical, 
alpha-numerical.   

 Having the filing sorted in the correct order will speed up the filing process. 

 There are various types of sorters that can be used to help you sort the correspondence for filing: 

 Concertina file: it has 26 partitions, one for each letter of the alphabet.  It is convenient for 
temporary sorting or storing as the file can expand when it becomes fuller. 

 Pigeon hole: this is a shelf with 26 pigeon holes, one for each letter of the alphabet.  It is mainly 
used in a mail room for sorting mail and is seldom used for general filing. 

 Flap sorter, also known as an alphabetical sorter: this commonly called Long John Sorter.  It is a 
thick cardboard strip with 26 flaps, one for each letter of the alphabet.  Correspondence is sorted 
in the flaps before being placed in file folders. 

5. Filing.   

 File the correspondence, ensuring that you place the documents in the correct file.  

  Looking for correspondence that has been misfiled is a big waste of time for you and your co-
workers looking for the information. 

 Ensure that you file confidential documents first 

 Documents must be filed chronologically, with the most recent date on top. 

 Ensure that you file the documents with their attachments and enclosures 

6. Lending of files and file contents.   

 Ensure that the “out” cards are completed and signed for before handing over the 
files. 

 It will also be your responsibility to ensure that the file is returned.  Follow up on 
outstanding files on a weekly or daily basis, depending on the procedure in your 
organization.  This is especially important when confidential files are signed out. 

 When the file is returned, remember to sign it in again.   

 Make sure that confidential correspondence is not handed to unauthorized personnel 

OUT CARD 

NAME OR SUBJECT DATE TAKEN BY DATE RETURNED AND 
INITIALS 

Smith James 15/05/05 NDP 31/05/05 NDP 

Tiger Brands 15/05/05 BJP 26/05/05BJP 

ABC Trading Co 26/05/05 ISN  

 

General guidelines 

Staff Designation 

The key to maintaining a streamlined document system is to designate specific employees for the task of 
receiving, distributing, filing and retrieving documents. 

All employees must be responsible for using the correct documents  
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Document Coding 

By giving each document an identification code, the document is unique to its purpose and department.  

Electronic Control 

The key to controlling electronic and paper documents effectively is to ensure that current documents are 
accessible and used and obsolete documents are properly archived.  

To accomplish this, place electronic documents in designated areas of the computer system according to 
their purpose. For example, employing new workers requires the completion of specific regulatory forms. 
In this case, keep the necessary blank forms in a specific folder that is accessible to the hiring staff. You 
may also create a different file for internal policies, such as company handbook and employee benefits. 
Create archive files for obsolete policies and label them accordingly. 

 

Confidential Matters 

In any office environment, certain information and documents are confidential and must not be shared 
with any unauthorised persons.  These can be broadly classified into the following categories 

 Personal information and documentation 

 Client information and documentation 

 Business or organisation matters 

It very important that you understand that confidential matters should always be treated as such and that 
the leaking of confidential information and documents could have serious consequences: for your 
organisation, clients of the organisation and even yourself. 

Personal Information And Documentation Will Include: 

 Employees’ salary and other sources of income 

 Employees’ home address and telephone numbers 

 Employees’ yearly performance appraisals 

 Disciplinary actions, possible promotions 

 Employees’ private affairs, such as health, medical records, finances, marital and family matters, 
etc. 

This is why employee files are considered confidential and kept in a safe and secure place, usually in the 
HR Department.  Only the HR Manager and secretary and, at times the employee self, should be able to 
view the files.   

Of course, the employee’s direct supervisor or manager or even senior management will also from time to 
time require access to the information in the files, but this is usually done under the supervision of the HR 
Department. 

Anybody who has access to employee files must not talk about the information contained in the files to 
people who are not entitled to the information.   

When you read classified information in a colleague’s file, such as salary or any other confidential 
information and you tell other people about it, it is the same as gossiping and it can be hurtful to the 
other person. 

Incidentally, your own salary is also a confidential matter and it is a breach of company policy and 
procedure to discuss your salary with your colleagues.  What you are earning is a confidential matter 
between yourself and your employer and should be discussed between only yourself and your manager or 
other supervisor. 
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Client Information And Documentation 

Materials and documents that are provided by the client must be catalogued, stored, protected, and their 
confidentiality kept.  If these items must be taken outside of the office, then the same standards of 
protection must apply 

This includes  

 Details of the client’s income and other financial matters, such as the size of the client’s 
overdraft if you are working in a bank, or the amount of his income if you are working for the 
South African Revenue Services. 

 Details of the client’s business, such as new products, new shops to be opened, number of 
employees and what they earn, wage negotiations, etc. 

 Any information that the client does not want made public: account 
numbers, private addresses and telephone numbers, the school that 
his children go to, the list is endless. 

When you make confidential information of a client public knowledge, it will 
result in a serious breach of the trust the client has in your organisation and 
will have very serious consequences, which can include a break up of the 
relationship the client has with your organisation and can even lead to legal 
action being taken. 

 

Business Or Organisation Matters 

While certain matters in every organisation are public knowledge, there will always be matters that are 
strictly confidential. 

 New products that your organisation wants to launch to get an edge over the competition 

 New offices or branches to be opened that are still in the planning phases 

 New policies and procedures 

 Personnel matters 

 Internal policies and procedures 

 Promotions, salary increases 

 Negotiations for big contracts and  tenders and the details thereof 

 New appointments to senior management and the board of directors until the matter has been 
finalised 

 

4.2 Workplace Document Control System (AC2) 

Business information 

The files in your workplace will contain a variety of business information that is useful to your company’s 
business.  This might include:  

 Business history such as contracts  

 Financial information  

 Product information including that of rivals  

 Useful resources  

 Correspondence  

 Standard Operating Procedures (SOPs), other procedures, training and induction material  
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 Pricing and fee schedules  

 Relevant legislation, regulations and procedures 

This list is a sample of what your workplace stores.  Some of this information will be located in other 
areas, or with specialist personnel such as financial information which is stored in the accounts section of 
your workplace.  In smaller offices, your role may also involve finances and your files will include this type 
of business information.  

A good filing system allows for:  

 Easy retrieval of required information  

 Minimising ‘useless’, irrelevant, and out of date information  

 Security of confidential documents, such as personnel records  

 Systematic storage, so that related information is stored together.  

You have probably ‘inherited’ a filing system, or someone else in the workplace has designed the system, 
or has overall management of the system.  In this case, your responsibility will be to use the system to file 
and extract business information.  

As most offices are equipped with computers, the filing system will link with information storage in 
electronic format as files.  Some companies store both an electronic copy of business, and information and 
a paper-based and hard copy.  Where this is not company policy or practice, the paper-based system will 
store documents received in paper-based format and documents that have been produced within your 
workplace, but have additions to them, such as a signature in the case of a contract or agreement.  

 

In order to understand the system that is in use, you will need to find out what types of information are 
stored and under what broad categories. If every piece of information were kept forever, the filing system 
would soon become too large.  Two processes are used to manage a filing system:  

 Archiving  

 Sorting and destroying.  

The second process – sorting and destroying, may be undertaken in conjunction with archiving.  Some 
information becomes out of date, or is no longer relevant and can be removed from the system.  Other 
information may become useful, or may be required to be kept for a period of time, according to 
regulations or legislation.  This information is archived – put into boxes and stored, either on the premises 
(in a storeroom, etc.) or with a specialist company that stores archived material.    

Your company will have procedures in place for storage of ‘useful but not immediately wanted 
information’ or information that is required to be stored for a period of time, such as financial and tax 
records.  

Some information will be confidential such as:  

 Personnel details  

 Personal details (home addresses and phone numbers, etc.)  

 Tax records  

 Financial information  

 Company business history  

 Contracts 

Confidential information may be protected via locked filing cabinets, locked storage rooms or similar 
security measures.  For electronic records, a password is used to prevent access to those not permitted to 
view this information.  

Within each ‘chunk’ of filed information, an ordered or systematic process needs to be followed so that 
information can be readily retrieved. For instance, contracts may be filed by date, or by the name of the 
company or individual with whom the contract is made; correspondence may be filed according to the 
subject of the correspondence, the sender of the correspondence or again by date.  
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Where a number of team members are filing information into a common filing system or in larger 
workplaces, the system may include a file register.  As a new file is created, or as entries are made into a 
file, the person filing the information will be required to list the information filed.  The register might 
include:  

 Date  

 Person entering information into file or creating a new file  

 Details of information being filed  

 Physical location of file  

 Expected lifetime for use of this file (especially of required to be kept for a period of time 
according to legislation or regulations).  

The file register allows others to locate a file that may be misfiled, or be filed in a number of different 
places.  For example, a letter from a contractor seeking a contract variation may be filed in a 
correspondence file, under the contract or under contract variations.  

 “Can you please take a message”?  

Part of your role will include taking messages for others.  Messages might also include: Customers and 
visitors arriving at your work station or desk, phone callers, fellow team members, and those from other 
areas of the business.   

While taking messages for others may be a nuisance, particularly if you are busy or there seems to be an 
endless stream of callers, message taking is an important part of communication with customers and 
across your organisation.  A message lost could mean a loss of an important piece of business, or losing an 
important client.  

Message pads are available commercially through stationery suppliers.  The features of these might 
include:  

 Caller  

 Intended receiver of message  

 Date and time (some have a clock face for indicating time of call)  

 Caller’s telephone number or contact details  

 Content of message  

 If message is urgent  

 Your initials or signature as the message taker  

 Tear off messages with carbon copy for your records (not included in all commercially available 
memo pads)  

Quick Messages 

These types of message pads include the main features of the message, so that the receiver of the 
message can get back to the person without having to search for a phone number 

With emails, messages can be typed directly into an email, and sent immediately to the person for whom 
the message is intended.  Email can also remove the need for message taking, as the sender can email 
their message directly to the intended receiver of the message, without going through a receptionist or 
third person.  

When taking oral messages, it is good practice to repeat back essential details to make sure you have 
taken the message correctly.  You may have to summarise the message, so checking the message can 
prevent miscommunication.    
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4.3 Flowchart 
The flow chart from section 2 is repeated here to show the links between activities and documents. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Purchasing places an order 
with the supplier  

Activity Document 

Order form 

Stores reserves space for the 
goods 

Order form and internal 

shelf storage document 

Goods are delivered Goods received note and/or 
Invoice 

Goods are checked and taken 
into storage 

Goods received note/Invoice 
and Stock card 
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The flow chart for a sales transaction could look as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Client places the order  

Activity 
Document 

Order form 

Store/warehouse collates the 
order  

Order form and/or picking 

ticket 

Goods sent to despatch or 
placed in loading bay 

Goods delivery note 
and/or Invoice 

Goods are checked and 
delivered to the client 

Goods delivery note and/ 

or Invoice  
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The flowchart for an export transaction could look as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Client places and confirms the order  

Activity 

Document 

Any or all of the following 

Order form 

Proforma invoice 

Commercial invoice 

Export contract 

Letter of credit 

Store/warehouse collates the order  
Order form and/or picking ticket 

Packing list 

Goods sent to despatch or placed in loading 

bay or loaded into container or truck 

Order form and/or picking ticket 

Commercial invoice 

Packing list 

Pre-shipment inspection certificate 

Goods are checked and prepared for 

transportation to the client 

Commercial invoice 

Packing list 

Pre-shipment inspection certificate 

Certificate of origin 

Certificate of health 

Fumigation certificate 

Transport document 

Exporter registration form 

Bill of entry export 

Form NEP or Form E  

Export permit 

Export cargo shipping instruction 

Marine insurance 

Packing list 

Pre-shipment inspection certificate 

Bill of Lading 

Air Waybill 

Freight transit order 

Road consignment note 

Export cargo shipping instruction 

Documents are prepared and checked and 

goods are despatched 
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Payment is collected 

Commercial invoice 

Packing list 

Pre-shipment inspection certificate 

Certificate of origin 

Certificate of health 

Fumigation certificate 

Transport document 

Exporter registration form 

Bill of entry export 

Form NEP or Form E  

Export permit 

Export cargo shipping instruction 

Marine insurance 

Letter of credit 
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Document control 

We can also create a flow chart to explain the basic document control process in a typical organisation: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Document received: 

Note date of document in record 

Give unique number 

Note other details such as received from, which 
department it should go to, etc. 

Distribute document for action: 

Distribution list to contain the following details: 

Who the document is sent to 

Date it is sent 

Recipient’s signature 

File Document 

Note the file number in records for later retrieval 

Cross reference where needed 

File 
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Transaction is filed as finalised 

 

DOCUMENT CONTROL PROCESS FOR A SALES TRANSACTION 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Order generated on order form 

Stock requisition or picking ticket generated from the order 

Packing list or delivery note is completed or generated by the 

computer 

Invoice is generated 

Order is delivered and details of delivery is entered into the system 

Payment is followed up and noted 

Formative Assessment 4 
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SECTION 5: COMPLETE DOCUMENTATION 

Specific Outcome 5:  

Complete relevant documentation timeously and accurately. 

Range:  

Complete relevant documentation timeously and accurately in a manner which comprise with applicable 
legislation e.g. (customs act and environmental legislation) and customer requirements.  

Assessment Criteria 

 Complete the relevant documentation as per organisational requirements. 

 Identify the relevant time frame for the completion of the relevant documentation as per 
organisational and customer requirements. 

 

5.1 Documents In Freight Handling 
We have discussed the various documents in a freight handling environment in various places during this 
learner guide. 

typical documents you could encounter include the following 

Purchase order 

See example and follow the steps detailed below: 

1. Purchase Order Number: The number assigned to the purchase order. (Used for departmental record 
keeping.) 

2. Supplier Name and Address: The complete name and address of the individual or company which 
supplied the merchandise. 

3. Ship To: Receiving address, i.e., UAB Receiving, Hospital Receiving, Maintenance, etc. 

4. Deliver To: Name and location of the individual who requested the ordered goods. 

5. Date: The date the purchase order was originated. 

6. Payment Terms: Payment terms defined by Purchasing Department. 

7. Ship Via: Shipping instructions entered by Purchasing Department. 

8. F.O.B./prepaid : Shipping terms defined by Purchasing Department, these terms are usually used only 
for imports and exports 

9. Freight Terms: Freight terms defined by Purchasing Department, usually used only for imports and 
exports 

10. P. O. Line No: The sequential line number which corresponds with the line on the requisition (i.e., the 
first item would be line 1, the second would be line 2, etc.). 

11. Quantity: The quantity of the item being purchased. 

12. UOP: Unit of Purchase. The packaging of the item to be purchased (i.e., each, box, package, dozen, 
etc.). 

13. Unit Price: The unit price of the item ordered. 

14. Extended Price: The total of the quantity of the item multiplied by its unit price. 

15. Description: The complete description, in detail, of the item ordered. 
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16. Total: The total amount of all items on the purchase order. 

17. For Questions Concerning This Purchase Order, Contact: The buyer's name and telephone number to 
contact for questions concerning this purchase order. 
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Order form 

The order form will contain details such as: 

 Order number 

 Name and address of supplier 

 Date of order 

 Stock code number for product 

 Quantity of products (how many) 

 Individual product price 

 Total product price 

 Delivery date 

 Delivery address 

 

Goods received voucher 

A goods received voucher will have the following information 

 Date of receipt 

 Internal stock code number for the items 

 Quantity of goods 

 Description of goods 

 Purchasing price (if required) 

 Selling price (if required) 
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ORDER FORM 

Order No:  Date: 

Delivery Address: Physical Address: 

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Delivery Date:  Buyer Name: 

Delivery Instructions  

 Buyer Signature: 

   

 Authorized Signature: 
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GOODS RECEIVED NOTE 

GRN:  Date: 

Customer Acc No: Invoice No 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description REMARKS 

    

    

    

    

    

    

    

Name and Surname (Received) 

   

   

Signature:   

   

Date Received:   

PART ORDER / COMPLETE ORDER 
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Receiving and inspection report 

You may also be required to complete a receiving and inspection report 

EXAMPLE OF A RECEIVING AND INSPECTION REPORT 
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Record the stock 

Stock card 

In the store, a stock card will be completed.  The stock card will have the following information: 

 Stock code of item 

 Description of item 

 Balance of stock brought forward 

 Date stock added 

 Date stock removed 

 New balance of stock item 

 Purchasing price (if required) 

 Selling price (if required) 

 

STOCK CODE 

Description Balance 
brought 
forward 

Date stock 
added 

Date stock 
removed 

New 
balance 
taken 
forward 

Purcha
sing 
price 

Selling 
price 

       

       

       

       

       

       

       

       

Requisition 

To move goods from stores to the assembly line and then back again, a requisition will be completed.  The 
requisition will contain the following information: 

 Date  

 Stock code of item 

 Description of item 

 Quantity required 

 Department requesting the item 

A requisition will also be completed when goods are sent from stores to despatch 
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Invoice and delivery note 

From despatch, goods are sent to customers together with delivery notes and invoices. 

The delivery note will contain: 

 Date 

 Order no from customer 

 Name of organisation 

 Name and address of customer 

 Stock codes of goods 

 Quantity of goods 

 Description of goods 

The invoice will contain 

 Date 

 Invoice number 

 Order number 

 Name and address of organisation 

 Name and address of customer 

 Stock codes of goods 

 Quantity of goods 

 Description of goods 

 Selling price 

 Payment terms 

 

 

5.2 Time Frame 
Remember that documents have to be completed in time! 

Refer to section 3 for a full discussion on the importance of prioritizing your work to make sure that you 
complete all documents in time. 

Generating an invoice when the goods have already been paid means that you are very late and probably 
in trouble. 

The delivery note or packing slip has to go with the goods, so not completing it in time will delay the 
delivery. This can lead to the cancellation of the order. 

 

 Formative Assessment 5  
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INVOICE 

Invoice No:  Date: 

Customer Acc No: Delivery No: 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Name and Surname (Received) 

   

   

Signature:   

   

Date Received:  Vat No: 
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DELIVERY NOTE 

Delivery No:  Date: 

Customer Acc no: Invoice No 

Order No: Physical Address (supplier) 

Delivery Address:  

  

  

  

  

Part/Item No Quantity Description 
Price per 

Unit 
Total Price 

      

      

      

      

      

      

      

Subtotal R 

Vat 14% R 

Nett Total R 

Name and Surname (Received) 

   

   

Signature:   

   

   

Date Received:   

 



76 | P a g e  

 

 

SECTION 6: FLOW OF DOCUMENTATION 

Specific Outcome:  

Adhere to time and priority specifications in the flow of documents.  

Assessment Criteria 

 Identify and prioritise the flow of documents according to the organisational requirements. 

 

6.1 Prioritise the flow of documents 
When dealing with documents in a freight environment, it is very important to have the documents ready 
in time. 

When documents are late, it can delay shipment and this can be catastrophic for perishable cargo. 

Also, documents have to be checked for correctness and you need to have time to sort out problems 
before shipment or customs clearance. 

Refer to section 2 for a full discussion about prioritising your work. 
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SECTION 7: WORK WITH INFORMATION  

Specific Outcome:  

Identify, access, select, interpret and record information. 

Range:  

Identify, access, select, interpret and record information obtained from a range of sources, required for 
the completion of documentation (e.g. Code of Practice, Manifest, Legislation, and Manufacture 
Specifications). 

Assessment Criteria 

 Identify the relevant documentation for recording of information. 

 Identify various systems to access information. 

 Select and interpret Information for recording purposes according to organisational policies. 

 

7.1 Information 
We all know that we live in the information age.  In fact, we 
have access to so much information that we at times suffer 
from information overload.   

Various business sectors are almost exclusively concerned with 
the handling of information. These include banking, 
advertising, insurance, public administration and 
communication. Furthermore, every organisation operating in 
the primary and secondary sectors of the economy has a wide 
range of administrative functions essential to the operation of 
the enterprise. Each of the administrative functions involves 
the processing of information. 

The growing burden of data processing was recognised long ago 
and people have tried to mechanise and automate the data 
processing functions common to all business organisations 

 Abacus: The abacus probably originated in China about 
2 000 BC. Beads are arranged on a frame and moved 
around to assist with arithmetical calculations. The 
abacus is still widely used today. 

 Napier’s Rods: John Napier is best remembered for 
devising logarithms. Napier's Rods allowed long multiplication to be done quickly. Although the 
rods were first developed in 1617, they were popular and were manufactured until 1888. 

 Pascal's Calculator. It is generally agreed that Blaise Pascal produced the first calculating 
machine in 1642. It performed addition and subtraction. 

 In 1822 Charles Babbage built a machine for checking and constructing mathematical tables by 
what is known as the method of difference.  It was known as the difference engine and is pictured 
right. 

Since the advent of Pascal’s calculator, we have progressed to computerised data processing and 
information systems. 
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Data And Information 

To explain the difference between data and information, suppose that you present a cheque for R50.00 to 
the cashier at your bank. The transaction gives the bank one of the thousands of pieces of data that it 
processes daily. In addition, your current account has a debit balance of R75,00, but you have an 
overdraft facility of R100.00. Before the presentation of the R50.00 cheque, the branch manager is 
unlikely to be aware of the state of your account. You have been operating your accounts within limits set 
by the bank. When the account is updated with the R50.00 withdrawal, the R100.00 overdraft limit is 
exceeded and this will immediately be reported to the branch manager. Action may or may not be taken. 
If it is near the end of the month and your salary is about to be paid in, nothing could happen. If, 
however, it is the start of the month, the manager may write to you pointing out that the account is 
overdrawn beyond the agreed limit. Should you have been reminded of this already you may be asked to 
come into the bank to see the manager. The sooner the manager is alerted to the problem, the sooner 
action can be taken to control the situation. 

The data regarding the transaction is being processed to provide information allowing the bank's business 
to be managed with greater effectiveness to ensure that it operates profitably and without the need to 
write off your debt as a bad one. 

Data consist of raw facts: 

 Your account has a debit balance of R75 

 You have written a cheque for R50 

 Your overdraft limit is R100 

Once the above pieces of data are organised in a way that the raw facts become meaningful, it becomes 
information.  The collection of facts have an added value that is more than the value of the facts 
themselves.  Your account is now overdrawn by R25 and the bank can now make an decision as to what 
action to take regarding your account. 

 

Value of information 

For information to have value to the organisation, it should have the following characteristics: 

Information should be up to date 

After Saturday training, each store in a chain submits weekly sales returns to the central computer. The 
analysis of these returns is available for the directors scrutiny each Sunday. When the weekly board 
meeting is held on Monday, the directors have information that is thirty-six hours old. They can act on any 
apparent trends immediately, giving the company an advantage over competitors who gather their 
information more slowly. 

The importance of timely information cannot be stressed enough. 

Information should be accurate 

A sales clerk needs to know that the amount recorded on the till roll is the same as cash, cheques and 
credit vouchers in the till. The store manager needs to know whether trade is up or down and by how 
much in each department. The nearest R10 rather than the nearest cent might be sufficiently accurate 
information for the decision the manager needs to take. The directors may be content to work with 
figures that are accurate to the nearest R1000. The shareholders may be satisfied with information that is 
accurate to the nearest Rl0 000. In each case, the information is sufficiently accurate for the needs of 
those people who wish to use it. Senior managers usually do not require to know how much was taken in 
the food hall on Monday 18 March, although the department manager would want to know this. To devote 
more or less space to food, senior managers would want to know whether food sales were increasing or 
decreasing. 

Inaccurate information could lead to bad decision-making, loss of profit, etc. 



79 | P a g e  

 

Information should be complete and relevant 

Rain in the Eastern Cape has meant that sales of umbrellas rose by 50% last week. If they had made no 
returns from Durban store in respect of umbrella sales, it would not be sound management to assume that 
it was similarly wet in Durban, that the sales were up 50%, and to increase the order to the supplier of 
umbrellas accordingly. 

Nobody can make an informed decision if they do not have complete and relevant information. 

How intelligible is the information? 

When information is presented, it needs to be well laid out and to the point.  It should also not be too 
complex.  It is better to simplify information. 

Can the information be verified? 

Users of information should be able to check the information to ensure that it is correct.  In fact, checks 
about the accuracy of information should be carried out from where data is input through the process to 
where information is the output. 

Is the information accessible? 

The people who need the information must be able to access the information easily. 

Is the information secure? 

At the same time, the organisation wants to ensure that only authorised personnel have access to the 
information. 

What does it cost to gather information? 

Since businesses exist to make profits or to run at a minimum cost, there can be little justification for 
gathering information at a cost greater than its benefit.  An analysis has to be done to find out if a manual 
or computerised system will be more beneficial in terms of cost.  The cost of a computer system should of 
course be offset against the advantages of getting up to date information on time. 

The Value Of Information 

Information that has all or most of the above characteristics will have value to the organisation.  
Information will help managers and other decision-makers to achieve the goals of the organisation.  It 
follows, therefore, that the value of information is directly linked to how it helps the organisation and the 
employees in the organisation to make decisions that will help the organisation achieve its goals. 

 

7.2 Relevant Documentation 
In order to complete documentation correctly and accurately, you need information.  For example, to 
complete an order form you need details of the order, the customer, the goods, the price and the delivery 
date and address, as well as the availability of the stock. 

To complete the invoice, you need details of the order as well as the delivery note or packing slip. 

To collect payment and finalise the transaction, you need information about the delivery to the client and 
any possible changes made as well as contact details of the client. 

This means that you will always need source documents in order to complete the documents necessary for 
the transaction you are busy with. 
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7.3 Access Information 
To access the information you need, you have to know where to find this information: 

In the case of an order being placed, you will get the client’s details from the client while you have him 
on the phone or over the counter in front of you. Details of the client include: name of person placing the 
order, physical address, contact details such as telephone and cell phone numbers as well as fax number 
and e-mail addresses. 

Details about the product will be available within the company either on the computer or if a manual 
system is used, from stores or the warehouse. Details of the product include: stock number, price, bulk 
discounts, availability. 

To complete reports for your manager you will need sales figures, delivery statistics, customer satisfaction 
details and maybe even vehicle performance statistics such as oil and petrol use, kilometres travelled and 
so on. 

All this information will be available in the company in one form or another.  

 

7.4 Record Information 
In order to ensure that the information in the company is up-to-date and valid, you must also record your 
information correctly and in time – in other words immediately. 

Complete all the forms required by you in the time given by your supervisor. 
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