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UNIT STANDARD 110003 
 

Unit Standard Title  

Develop administrative procedures in a selected organisation  

 

NQF Level 

4 

 

Credits 
8 

 

Purpose  
This Unit standard is for all persons involved in Administration in commercial or non-commercial 
organisations and who have the responsibility of developing Administrative procedures to make 
the Administrative component of the organisation more effective and efficient and so aid the 
organisation to attain its mission, vision and objectives.  

 

Persons credited with this unit standard will:  

 Have an understanding of the various administrative systems required by an organisation  

 Be able to develop and update administrative systems in a specific business environment  

 Be able to develop systems to keep administrative information at the required level of 
confidentiality  

 Be able to develop policies and procedures on administrative systems and write them into 
a manual.  

 

Learning assumed to be in place 

It is assumed that learners accessing this Unit Standard will be competent in Communication at 
NQF Level 3 

 

Unit standard range 
Assessment of ability to develop systems and to write procedures for them is restricted to a 
maximum of 4 systems for reasons of time 

 

Specific Outcomes and Assessment Criteria 

Specific Outcome 1: Demonstrate an understanding of the administrative systems required in 

a selected business environment 

Assessment Criteria 
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 A list of all administrative systems required in a selected business environment is 
compiled including client-filing systems, staff administrative systems and business 
systems 

 The elements and usage of each system is described in relation to company and legal 
requirements 

 Resources such as staff, information technology, office space and management 
requirements for the development of these administrative systems are listed and ways of 
finding these resources are identified in a specific business institution 

 

Specific Outcome 2: Develop and update administrative systems in a specific business 
environment  

Assessment Criteria 

 The administrative requirements are identified to meet the specific needs of a selected 
business organisation 

 The identified administrative systems are developed in accordance with the 
organisational and legal requirements.  The systems to be developed are restricted to 
four 

 The administrative systems and procedures identified are presented to management and 
staff for approval 

 Feedback is obtained from management and staff regarding the suitability of the systems 
on specifically designed feedback forms 

 Agreed changes are made to the systems 

 

Specific Outcome 3: Develop systems to keep administrative information at the required level 
of confidentiality 

Assessment Criteria 

 Administrative information, which should be kept confidential, is identified in accordance 
with legal, company and industry requirements and practices 

 Systems are developed to keep administrative information and records confidential and 
maintain secrecy of such information as required legally and by the company 

 Mandates for access to confidential information are identified for administrative and 
other staff according their job role 

 

Specific Outcome 4: Develop policies and procedures on administrative systems and write 
them into a manual 

Assessment Criteria 

 Procedures, which are in alignment with legislative and organisational requirements, are 
developed for the administrative systems 

 The procedure for each element of the administration system is explained to employees 
in line with the policies developed 

 The policies and procedures are collated into a written manual in company specific 
format 

 

Unit Standard Essential Embedded Knowledge 
A demonstrated understanding of the legislation governing the selected business sector in 
relation to administrative procedures 
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Critical Cross-field Outcomes (CCFO)  
 Identify and solve problems through the identification of the administrative needs of a 

selected business and the development of appropriate procedures to meet these needs 

 Organise and manage oneself and one’s activities responsibly and effectively in the 
development of administrative systems 

 Communicate effectively using visual, mathematical and/or language skills in the modes 
of oral and/or written persuasion by communicating the administrative systems to all 
stakeholders  
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SECTION 1: ADMINISTRATION SYSTEMS 
 

Specific Outcomes 

Demonstrate an understanding of the administrative systems required in a selected business 
environment 

 

Assessment Criteria 
 A list of all administrative systems required in a selected business environment is 

compiled including client-filing systems, staff administrative systems and business 
systems 

 The elements and usage of each system is described in relation to company and legal 
requirements 

 Resources such as staff, information technology, office space and management 
requirements for the development of these administrative systems are listed and ways of 
finding these resources are identified in a specific business institution 

 

1.1 Systems 
According to the Oxford dictionary, a system is: 

 A set of things working together as a mechanism or network 
 An organised scheme or method 
 Orderliness 

 

a. Developing A System 

The process of developing a new system is usually divided into six phases: 

 Phase 1: Analyse the current system: what are the elements of the current system, what 
resources are required, what are the shortcomings and strengths of the current system 
and what confidentiality requirements are in place 

 Phase 2: Define the requirements for the new system:  how can the old system be 
improved, what will the elements of the new system be, what resources will be required 
and what confidentiality requirements will be required 

 Phase 3: Design the new system:  describe how the new system will work, what the 
elements of the new system will be, what resources will be required, which elements will 
require confidentiality and how confidentiality will be implemented.  Then the proposed 
system is presented to management and staff for their feedback and eventual approval.  
Any changes that are required are made 

 Phase 4: Develop the new system:  
 Phase 5: Implement the new system 
 Phase 6: Evaluate the performance of the new system and maintain the 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 
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 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,  
 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. 

 

 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 
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 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 

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. 

b. 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. 

c. Analysing A System 
When the current system is analysed, the purpose is to give management a clear indication of 
the problems and shortcomings of the present system in order to determine what improvements 
can be made and how beneficial it will be to the organisation to develop a new system. 

 

You will gather information about the current system  This information will be processed and 
analysed.  You will collect the data with the participation of the users of the system and a 
number of techniques can be used: 

 Conducting interviews 
 Questionnaires 
 Observing the flow of information during organisational operations 
 Collecting sample forms, documents, reports and memos, as well as any other relevant 

documentation 
 Studying policies and procedures currently in use 

An analyst will usually use more than one method to gather information. 
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 Interviews 
This is the technique that is used most often, since you 
can learn a lot from the people who are actually doing 
the work.   

You will also interview supervisors and managers in order 
to ensure that accurate information is obtained.  
Discrepancies between the way employees do the 
work and the way  supervisors and managers believe 
the work is done or should be done is valuable 
information. 

You will draw up a form containing questions relevant 
to the current system that will give the analyst the 
information required: 

 How many people work in the department? 
 The duties and responsibilities of the employees.  You will usually also request copies of 

job descriptions 
 The daily processing activities 
 Operating process cycles: daily, weekly, monthly 
 Activities that are very labour intensive 
 The current workload 
 Company policies that impact on the department 
 Problems and shortcomings of the current system 

 

 Questionnaires 

This is useful when you have to obtain information from a large group of employees.  It takes 
less time than interviews, but the answers can be biased.  Users are reluctant to take the time 
to complete questionnaires and may be hesitant to express opinions or make recommendations. 
The analyst must ensure that the questions are stated so that the user completing the 
questionnaire will understand the questions.   

 

 Observe Operations 

What is being done and how is it done?  Does it conform to the official policies and procedures?  
What deviations are taking place?   

 

 Sample Documents 
Studying sample documents will give the analyst an indication of the 
activities involved in the current system.  The analyst must ensure 
that users give him/her copies of all documentation used to record data, 
including invoices, orders, queries, delivery notes, etc.  The 
documents should include document s coming into the department and flowing out of the 
department.  Then the analyst should determine: 

 Why the document is created 
 When the document is produced 
 Who created the document 
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 What action is taken as a result of the document 
 Who the document is intended for 

 

 Policies and procedures 
When reviewing policies and procedures, the analyst can determine if the work is being done 
according to the requirements of the organisation’s policies and procedures.  The policies and 
procedures will also give the analyst an indication of the requirements of the new system. 

 

 Analyse the data 

Once the data has been gathered, it must be processed and analysed to identify problems, 
identify the cause of the problem and the effect it has on the department and the organisation 
and to determine what improvements can be made.  The analyst can use the following criteria: 

 Level of activities: minimum, maximum and average 
 Importance of activities: prioritising the activities in order of importance 
 Procedures that are duplicated 
 Activities that are labour intensive that can be computerised 
 Activities that involve complex mathematical computing 
 Procedures that are obsolete and should not be used any more 

Once the information has been analysed, the analyst will report to management about the 
existing information system, what shortcomings there are and what modifications and 
adjustments are required for a computer-based information system to function as required.  The 
report would include full details of policies and procedures, the method of collecting data, the 
analysis of the data, the discrepancies found and the recommendations that the analyst makes 
regarding the new system. 

 

 

 

 
 

 

 

Formative assessment 1 
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SECTION 2: DEVELOP ADMINISTRATION SYSTEMS 
 

Specific Outcomes 

Develop and update administrative systems in a specific business environment  

 

Assessment Criteria 

 The administrative requirements are identified to meet the specific needs of a selected 
business organisation 

 The identified administrative systems are developed in accordance with the 
organisational and legal requirements.  The systems to be developed are restricted to 
four 

 The administrative systems and procedures identified are presented to management and 
staff for approval 

 Feedback is obtained from management and staff regarding the suitability of the systems 
on specifically designed feedback forms 

 Agreed changes are made to the systems 

 

2.1 Define New System Requirements 
During phase 1 the problems associated with the current system were identified, the policies 
and procedures were scrutinised and the information was analysed.  During phase 2 the 
requirements of the new system must be defined, using the information that was gathered 
during phase 1.  

The requirements for the new system must be defined in a lot of detail, enough to ensure that 
the users know what the new system must do and how it should be done.  You will define the 
business requirements relating to the input of information (e.g. where the information for the 
letter comes from), processing of the information (actual writing or typing of the letter), storage 
(where the letter is files) and output (what is the purpose of the letter, why is it important, who 
will use afterwards, what will it be used for).   

When defining requirements for an organisation it makes sense to start with the big picture and 
then go smaller: start with the requirements of the organisation as a whole, then divide it into 
departments, sections and individual users:  

 What are the requirements for the entire organisation regarding input, processing, 
storage and output.  This would be related to policies and procedures in the organisation 
as a whole.  You would need to know how information flows between the departments of 
the organisation, which department’s inputs become other department’s outputs, etc. 

 What are the requirements per department regarding input, processing, storage and 
output:  what are their inputs, where do they come from, what are the requirements 
regarding processes and storage, what happens to the output – does it become an input 
for another department, how soon and how accurate should the information be, and so 
on. 

 What are the requirement per section in the department 
 What are the requirements per individual user: how often and how quickly do they need 

reports such as sales and inventory reports, when should a warning be sent that stocks 
are low, how should sales orders be processed, what inputs do despatch need, how 
necessary is easy access to a computer? 
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2.2 Filing System 
We will look at two systems to assist you in developing new systems: a filing system and a 
correspondence system. 

A filing system is necessary: 

 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 

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. 

 

a. A good filing system has certain essential features: 

1. Simplicity.  
2. Appropriate classification: the classification of the files must suit the 

organisation 
3. Accessibility: everyone who needs information to the files and is authorised 

to access the information must be able to get to the files 
4. Selection of suitable equipment: the filing cabinets or other equipment must 

make the process of filing easier 
5. Safety in terms of minimizing loss: files must always be kept in a safe place 

where they cannot be stolen or misplaced 
6. Safety in terms of avoiding damage by fire, water, dust. 
7. Safety in terms of maintaining confidentiality: files that have confidential 

information must be locked  
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 between files 
14. An “out” guide or “tracer” system should be incorporated. 
15. “Thinning out” should be performed on a regular basis, where old correspondence and 

information is sent to archives, so that the files do not become too bulky 
16. Filing must be done daily. 

 

 The Process Of Filing 
There are eight basic steps in a typical filing 
routine. 

 

1. Collecting the items to be filed.   
2. Inspecting.   
3. Indexing.   
4. Cross referencing.  
5. Sorting.   
6. Filing.   
7. Lending of files and file contents.   
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2.3 Correspondence System 
Correspondence between organisations, between the organisation and its customers, between 
departments and between the organisation and its employees is the life-blood of commerce and 
industry.  A goal that every business should strive for is the ability to transmit information 
quickly and easily. 

While the bulk of all written information still travels the traditional route via the postman, an 
increasing volume is now sent using e-mail.  Whichever method your organisation uses, you have 
to be aware of the procedures in order to process mail effectively. 

Incoming and outgoing mail could be handled by individual employees, individual departments 
or, in larger organisations, by the Mail Department or mail Room. 

In most organisations, a large amount of mail is handled on a daily basis.  This must be done 
quickly and efficiently as poor handling of mail can contribute to making any concern less 
effective and hamper its production and profitability. 

 

a. Incoming Mail 

Mail can be delivered in a number of ways: 

 Street Deliveries By The Post Office 
 Postal Boxes 
 Private Bags 
 Poste Restante 
 Fax 
 E-mail 

 

 Mail Distribution 

 After the mail has been sorted, it is delivered to the various departments immediately. 
 Ensure that the appropriate register is signed by the person the mail is delivered to. 

 

 Faxes 

 Sending or receiving mail by facsimile (fax) machine, is an electronic form of data 
transmission between correspondents with access to facsimile 
equipment. 

 Faxes are handled the same way as incoming mail, the difference 
being that faxes are received throughout the day and not just 
once a day as with mail collected from the Post Office.  

 It is important to note that faxes must be processed by the mail 
department as soon as possible, since they may be urgent. 
 

b. Outgoing Mail 
Correspondence may be sent by post, delivered by hand, sent by fax or 
a reply can be sent by e-mail.  

 

 Outgoing Faxes 
 When a fax is sent, a receipt can be printed and attached to the fax as proof that it was 

sent. 
 Ensure that the fax is sent to the correct number. 
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 Confidential correspondence should preferably not be sent by fax. 
 If it becomes necessary to send confidential information by fax, ensure that you follow 

the correct procedure, which may include phoning the recipient from the fax to ensure 
that he/she is waiting at the fax to receive it. 

 It is also advisable to phone the person that you sent the fax to, to confirm that he/she 
did in fact receive the fax. 

 If required, log the fax call in the same manner as a phone call. 
 

c. Internal Mail 
A great deal of correspondence takes place between individuals, departments, divisions and 
branches of an organisation.  Such correspondence is usually written on internal letterheads, 
called Memorandums (Memoranda) or Memo. 

 

 

 

 

 

 

 

 

Formative assessment 2: S02 
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SECTION 3: CONFIDENTIALITY 

 

Specific Outcomes 

Develop systems to keep administrative information at the required level of confidentiality 

 

Assessment Criteria 
 Administrative information, which should be kept confidential, is identified in accordance 

with legal, company and industry requirements and practices 
 Systems are developed to keep administrative information and records confidential and 

maintain secrecy of such information as required legally and by the company 
 Mandates for access to confidential information are identified for administrative and 

other staff according their job role 

 

3.1 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. 

 

a. 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. 

 

b. 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 
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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. 

 

c. Business Or Organisation Matters 
While certain matters in every organisation is 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 
 Trade or quantity discounts to certain customers 
 Turnover figures 

 

 

 

 

 
 

Formative assessment 3: S03 
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SECTION 4: POLICIES AND PROCEDURES 
 

Specific Outcomes 

Develop policies and procedures on administrative systems and write them into a manual 

 

Assessment Criteria 
 Procedures, which are in alignment with legislative and organisational requirements, are 

developed for the administrative systems 
 The procedure for each element of the administration system is explained to employees 

in line with the policies developed 
 The policies and procedures are collated into a written manual in company specific 

format 

4.1 Develop The New System 
You must ensure that the final documentation and procedures for the following users are in 
place: 

 For the users that will capture data: documentation, information and procedures for the 
capturing of data 

 Users responsible for controls: documentation, information and procedures to enable 
them to monitor the system controls and 
coordinate the distribution of reports 

 In a large organisation with a separate 
information processing department:  all 
the information that is needed to operate the system 
daily as well as for future reference when the 
system has to be modified 

 Users who need to access the output: 
documentation, information and procedures to print 
reports and anything else they may require 

What this means is that you now have to write the policies and 
procedures that will give the users (employees) the 
information they need to do the work: how should the inputs be done, how should the processing 
be done, how should the information be stored, how  should the outputs be made available to 
users that will need the information. 

 

a. Corporate image 

Once you have written all the policies and procedures, you have to put them into a manual in 
company specific format. 

You will find that each organisation has its own way of doing correspondence that is part of the 
corporate image: 

 Letters must be typed in the same layout – all the headings, sub headings look the same 
 Dates are typed or written in a specific way 
 The font (letter type) that correspondence is typed in must all be the same 
 The line spacing between lines and paragraphs are done in a specific way 
 Telephone and fax numbers are quoted in a specific way, etc. 
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Formative assessment 4: S04 
 

Final Formative Assessment 


