6. SECRETARIAL PRACTICE AND POSTAL SERVICE
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1. MEANING OF BECRETARY :

The word “Secretary™ hes s origim in the Latin word “secrafarias * which means & notery,

weribe or comfidentinl officer,

Fig. 6.1 - Becretary

The oxford dictionary defines a sactwtary as a person “whoze office is to write for ancther;
especially one whe is amployed to conduct commespondence, (o keep rooords and to tramsect
varlonne ot b news, for ancther parson ar fora society, cotpatation o public body.™

D1 the bais of the nadare and finetions of secretaries we can claoe fy e e
Privuts wecawbory
Secretary 0f an sssociation or club
Secretary of v co-operative society
Secretary of B povernmment department
Secretary of an embessy or diplomsetiomission
Secreizry of alocal body
Company sccretary
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2. FUNCTIONS OF ASECRETARY :

It is clear from the above, that the importance of a secretary’s functions depend upon the
size and nature of organization he serves, his duties, his ability and willingness to undertake
responsibility and his employer's readiness to delegate responsibilities to him.

In most cases, however, the position of a secretary is that of an office executive. Besides, he
also has to act as a liaison officer, and as an advisor to management. As an office executive the
secretary's functions include:

Supervision, co-ordination and control of clerical work.
Selection, appointment and assignment of office work to the staff.

Maintaining office discipline.

L b=

Supervising secretarial work relating to meetings, etc.

The secretary functions as aliaison officer involves :
1.  Handling staff matters, dealing personally with outside callers.

2. Acting as amouth piece of management for communicating their decisions to staff.

Fig. 6.2 - Secretary at work

3.  Maintaining public relations, i.e., keeping the public informed about the activities of the
organization.

4. Communicating to the management the grievances of the staff, if any, or reactions of the
staffto management policies.

A secretary is frequently called upon to perform the important role of an advisor to the
management, depending upon his status and abilities. Good secretaries are not only recipient of
the orders but are also valued advisors. A busy executive or manager is often dependent upon the
secretary to keep himself posted with all up to date information, and suggestions on various
matters. The secretary must prove to be worthy of his employer's trust and confidence.
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DO YOU KNOW

The term secretary is derived from the Latin word secernere, "to distinguish" or "to
set apart,” the passive participle (secrefum) meaning "having been set apart," with the
eventual connotation of something private or confidential. A secretarius was a person,
therefore, overseeing business confidentially, usually for a powerful individual (a king,
pope, etc).

2.1 Qualifications of a Secretary

Since secretaries may be required to perform a wide range of functions, they should possess

many qualities to discharge their duties properly which include:

1.

Sound general education : Every Secretary should have a sound general education of a
reasonable high standard. A University degree is considered to be a desirable academic
qualification and a High school certificate is the minimum education required.

Proficiency in Language : To be a successful secretary, a fairly high standard of general
education is required. He should have a good command over the English language and
should also possess sufficient skills in writing business letters, drafting reports, preparing
notes, agenda, minutes of meetings, etc.

Wide general knowledge : A secretary must be well read with a wide general knowledge.
He can be useful to his employer only by keeping himself ready to undertake all kind of
duties.

Knowledge of office organization and methods : The secretary should possess a practical
knowledge of the up to date method and the techniques of office management.

Knowledge of general procedure of meetings : As he has to make arrangements for
meetings, help the chairman in conducting meetings and record the proceedings of
meeting, the secretary must know the general procedure to be followed in connection with
meetings.

Personality : He must secure willing and harmonious co-operation from the office staff for
efficient performance of work in the office. A secretary must possess a good personality to
command respect and inspire confidence from his subordinates. He must display a
cheerful, energetic and responsible disposition. A good personality stands for an aggregate
of several qualities of head and heart, such as self discipline, self confidence, sincerity and
integrity, a sense of justice, honour of dignity, tact, discretion, good judgement, presence of
mind, sense of responsibility and loyalty.

3. OFFICE CORRESPONDENCE

An official letter is drafted on the basis of notes and orders. Drafting, i.e., writing of an

official letter, requires experience and special knowledge. An official letter, unlike a private letter
is quite formal and does not show any personal relationship. It is also different from a
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commercial letter in which there is no room for originality. The official letter is in a formal and
dignified manner strictly adhering to the prescribed format. The basic requirement for drafting of
business letters is sound knowledge of the English language.

3.1 Types of Correspondence
Communications take several forms according to the occasion, importance of message and
status of the correspondent. Various forms of Communications are listed below:

1.

1. Letters

i I AR -

Letters

Telegrams
Memoranda
Endorsement
Circulars
Demi-official Letters
Notification

Resolutions

Most of the official correspondence is carried on by means of letters. Letters are written in
three cases: (a) when the subject matter of communication is somewhat important; (b) when the

Fig. 6.3 - Letters

addressee is a man of reasonable status; (c) if the addressee is an official, his rank is superior, or
equal, to that of the writer. There are certain points which must be remembered in connection
with an official letter. These are discussed below:

I.  Name of department : On the top of an official letter is usually printed the name of the
department which issues the letter. E.g.

Government of Tamil Nadu
Minorities Welfare Department
Main Office
Letter No. A 007/6453 H.K.
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It is clear from the above example that the name of the department is usually printed in the

centre of the top.

il.

iii.

Number of the Letter : Every official letter bears a reference number. The importance of
this number is that when a reply to the letter is written and the number of the letter is stated,
the recipient can at once find out the letter to which itis areply.

Name and Designation of the Writer : The next feature stated in the letter is the name and
designation of the officer issuing the letter. The word 'From' is first mentioned and there is
no comma after it

Director of Commerce

Government of TamilNadu.

iv.  Designation and address of the addressee : The designation and address of the addressee
are next given. The word 'To' is placed before this without a comma following it. If the
addressee is a private gentleman without any office, his name has to be mentioned in the
address. E.g.

To

A. Anantharaman

119, Valmiki Nagar

Chennai.

v.  Place and Date : Place and date of the issue of letter are then written down. The word
“Dated” is first written down and after that the place of issue is mentioned and finally the
date of issue is stated. The reader should note that the place of issue is always given while
mentioning the date. The following is an example.

Dated, Thrichirapally, September 2, 1996.
vi.  Salutation : The usual salutation or mode of address is 'Dear Sir' or'Dear Madam'.
vil. Subject of the letter: After salutation the subject (highlight of the content) of the letter and

its references are stated.

From
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Dear Sir,

Sub: Reg. your advertisement in The Hindu
Ref: Communication dated 24 - 08-2010

viil. Body of the letter : The body of the letter, or its text, follows next. Ifthe textis lengthy, it is
divided into several paragraphs.

ix. Subscription : The subscription or complimentary close in an official letter is usually as
follows:
“Yours sincerely,”

X.  Signatures : After the subscription, the official signs. If the letter is signed on behalf of an
official the word “for” should be mentioned before the official designation.

The following are the examples:
@
Yours faithfully,
Vicky

Director of Information

(1D
Yours faithfully,
Ramesh
For Director of Information

Specimen Official Letters
Director of Tamil Nadu Govt.,
Letter No. G.2589/7710 ED

Education Department
Chennai, The 28" April, 2010.

From
Dr. G. Gopi
Under-Secretary to the Government of Tamil Nadu

To

Dr. Venu Thyagarajan
Associate Professor
Department of Commerce.
University of Madras.

Dear Sir,

I am directed to refer to your letter dated on 5° April, 2010. The Report on Education A ffairs
of Tamil Nadu deals with the working of the different departments of the Government and
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may be had from the officer in-charge, Government Book Depot, Chennai, on payment of
Rs. 500/- only.

Yours faithfully,

G. Gopi

Under Secretary

2. Telegram
When the message to be sent is very urgent and is to be communicated very soon a telegram
is sent. Charge is levied based on the number of letters sent. Salutation, subscriptions and other
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Fig. 6.4 - Telegram

useless words are dispensed with. Bare message comprising a few words is sent in most cases.
Rules of grammar are set aside. The only care taken is that the message sent is clear. Telegraph
address is also used. Copies of telegrams sent are received for future reference. Every telegram is
confirmed by means of letter so that the truth of communication may be verified.

Telegrams can be either express or ordinary. Ordinary telegrams are according to the order
in which they are received. A block in the telegraph line may cause delay, but if an express
telegram is sent it is given preference over the ordinary telegrams and its quick communication is
ensured. Express telegrams are more expensive than ordinary telegrams.

3. Memoranda
Memoranda or memos are written when (i) the communication is unimportant or (ii) when
the addressee is a junior officer or (iii) when the addressee is a private individual of low rank.

Reminders and replies to letter of application are generally sent in the form of memos.

There are four important features of memoranda (i) They are written to the third person (ii)
They do not have either salutations or subscriptions (iii) They are signed by head assistant or head
clerk or any other junior member of the staff (iv)The address of the addressee is in the left hand
bottom corner.

Office memorandum - Specimen
No.APENR/158532/16

Government of India
Publicity Department
Dated, New Delhi, 11® May,2010
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In reply to his application dated 1% April, 2011, for employment in this department, Mr.
R.Raghavan is informed that his application should be made in the usual way through the Public
Service Commission which makes all appointments of successful candidates to this office.

4. Endorsement

Sometimes a letter or document is transmitted or forwarded by one office to another office
or person for information, report or necessary action. In such a case, it is not necessary to write a
letter to accompany the original letter or document. Instead, an endorsement alone has to be made
at the end of the letter to be forwarded. The letter may be forwarded either in the original, or only a
copy of it may be sent. Endorsement is made in favour of third person and may also be dated and
numbered.

5. Circular

When a communication has to be sent to the several offices or individuals, a circular is
issued. Circular may take the shape of letters or memoranda or endorsement, according to the
nature of communication.

6. Demi-Official letters

Official letters written in the form of personal or private communication are known as
demi-official letters. A demi-official letter is written by one official to another official on a matter
of public interest for various reasons. The important one are (i) the maintenance of privacy; (ii)
the expediting of public business and (iii) the elucidation or supplementing of official
correspondence. Demi official letters are just like private letters, the salutation and subscription
there of depending upon the degree of personal intimacy between the writer and the addressee.

7. Notifications

Notifications are official announcements regarding such matters as appointment,
promotions, transfer, retirement, resignation, of officers and similar other matters. The
notifications are not addressed to a single person in particular but are meant for information to the
public. They are written in the third person and are published in the official gazettes. They bear the
signatures of the head of the office issuing them.

8. Resolutions

Resolutions are issued specially on those matters which have been the subject of discussion
or enquiry and are otherwise engaging the attention of the stakeholders. A resolution consists of
three parts:

(i) A Preamble stating important documents and papers on the subject,

(ii) A Resolution stating the conditions giving rise to the question, views of persons connected
with the matter and the decision taken; and

(iii) An Order stating the parties to whom copies of the resolution should be sent.

Resolutions are issued under the signatures of the secretary of the department. They are
written in third person singular.
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4. BUSINESS LETTERS

Every business, whether big or small, has to maintain contacts with its suppliers,

customers, government departments and the like. As and when the business expands, its activities
increase, as also the number of its suppliers and prospects. It is difficult to maintain personal
contact with all these parties, particularly if the geographical distance between the firm and these
parties widen. The best method for all these persons and parties to contact each other is through
written communication in the form of Business Letters.

4.1. QUALITIES OF A GOOD BUSINESS LETTER

A business letter is an important form of written communication which should possess the

qualities mentioned below:

1.

10.

11.

Promptness: Response to business letters should be promptly made on the day it is
received.

Knowledge of the subject: This includes the knowledge of the past correspondence, and the
requirements of the sender.

Appropriateness: Vary the tone and language of your letter according to the need of the
occasion as well as the psychology of the reader.

Accuracy, completeness and clarity: All facts, figures, statements, quotations, etc, must be
accurately mentioned. It should be absolutely clear and unambiguous so that it
accomplishes the purpose for which it has been sent.

Courtesy: Courtesy implies that we seek favour politely and express our gratitude for the
same.

Tact: A quality that goes hand in hand with courtesy is tact which is necessary in handling
complaints and adjustments, and the letter seeking credit. The essence of tactfulness lies in
retaining the goodwill of someone even though his request has been turned down.

Persuasion: It means winning people to your point of view not by coercing them but
making positive suggestion and explaining that what you say is to their advantage.

Conciseness: Irrelevant details and unnecessary 'ifs' and 'buts' must be avoided. The more
concise the letter, more effective will be the clarity.

Salesmanship: Every letter going from the desk should be the ambassador for the firm. It
must carry a message. It must enhance the reputation of the firm.

The 'you' attitude: Write your letter constantly keeping before you the reader's point of
view. Avoid ' I's' and 'we's' and include as many 'you's' as possible.

The positive and pleasant approach: Avoid no's and sorry's. They are unwelcome words.
Instead emphasise pleasant and positive thinking. Even 'no' can be written as 'another time'
and 'sorry' can be reworded as 'I'l try'.
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4.2. STRUCTURE OF A BUSINESS LETTER
Parts or components of a business letter

An effective business letter must be written in a proper form and style. The structure for

writing business letters has evolved over the years from customs, experiences and exigencies. It
contains the following essential parts:

1. Heading

2.  Inside Name and Address

3. Opening Salutation

4.  Subject

5.  Bodyofthe Letter

6.  Complimentary Close or Subscription

7.  Signatures

8.  Enclosures

9.  PostScripts

10. Identification Mark.
1.Heading

Most of the firms use printed letter heads these days. The heading consists of the following
information:
a) Thename ofthe sender
b) Theaddressof the sender
¢)  Thenature of the business of the sender (i.e., exporters, manufacturers, travel agents etc.)
d)  Thename of the department writing the letter
e) Thetelephone number, the cellular phone number, E-mail address. etc.
f)  Thereference number of the letter. It will give clues of the identity of the writer of the letter
g)  Thedate of writing the letter.

Date: The method in which the date should be put down is regarded by some writers as a

controversial matter. But there is, in fact, not much of controversy to talk about. There are three
ways of writing the date:

@
(i)
(iii)

English style: Englishmen generally write the date as “23™ January,1993.”
American style: Americans invariably mention the date as “January 23,1993,

Oxford University Press style: The English style is objected on the ground that it is needless
to write 'rd' or 'st' after the date. Oxford University Press style suggests that date should be
written in the following order: day, month and year; for instance “23 January, 1993.”

Reference number : A reference number is also sometimes given in a letter. The word

“Reference Number” or “Ref”, with blank space for writing is sometimes printed and in the blank
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space is written the number of the letter. When the addressee writes a reply to it, he sometimes
begins the letter as follows: “With reference to your letter no...... ”” so that the recipient can at
once find out to which letter the reply is sent. This reference is very useful in a big firm, handling a
large volume of correspondence where previous correspondence cannot be easily found out
without reference number.

2.Inside Address

This part of the letter shows the name and address of the person or party to whom the letter
has been addressed. If the letter has been addressed to an individual courtesy titles should be
prefixed before his/her name. Mr., Mrs., Miss., Shri., Shrimati., Kumari., etc. are the ordinary
courtesy titles used for addressing individuals. While corresponding to a firm the word 'Messrs"
(M/S) should be used. In case of a company, the letter should be addressed to some executive of
the company such as the Sales Manager or the Secretary.

Some examples of Inside address are as follows:

Mr. R. K. Krishnan M/s.Raja Brothers
27, Engineer's Enclave 117, MGRoad
Chennai - 600 034 Chennai - 600 001
Mrs.Veena The Secretary
101,Vanadana Apartments, Usha Rectifiers Ltd.
Chennai - 600 008 3, Parliament Street

New Delhi- 110001

Inside address is written on the left-hand side of the page just after the printed portion of the
letter head. The inside address should be exactly the same as the address on the envelope.
Generally, it is written in three lines, the first line containing the name of the person or firm, the
second, the number of the building and the name of the street and the third, the name of the State
with Pincode. If the addressee resides in a foreign country, the name of the country is written
within brackets in the fourth line. Similarly, if the addressee resides in a village / district the name
of the village is written within brackets in the fourth line.

3. Opening Salutation

Salutation is a way of greeting the addressee. It is written just below the inside address,
leaving a little space and ending with comma. The words to be used for the opening salutation
will depend upon the writer's relations with the correspondent. The oldest form of salutation is Sir.
This is mostly used in official correspondence and not in business correspondence. The common
form of salutation in the case of an individual is Dear Sir, and if she be a woman, Dear Madam. If
a firm is being addressed, Dear Sirs, or Gentlemen should be used but should it be composed of
ladies, Mesdames is the right salutation.
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The proper methods of salutations are illustrated below:

Sir, For official correspondence with Government Departments,

Letters addressed to superiors.

Madam, For letter addressed to a lady, whether married or not.

Ladies should never be addressed as Dear Miss or Dear Mrs.

Dear Sir, This is the most commonly used salutation for business
Letter addressed to a businessman.

Dear Madam, This is the most commonly used salutation for letters

addressed to alady entrepreneur

Dear Sirs/ This is used for addressing two or more men or ladies

Mesdames, respectively, like addressing letters to firms.

Dear Mr. Gupta, = The name of the correspondent is written after Dear
My DearRakesh  Mr. ifthe writer is familiar with the correspondent.

4. Subject

It is customary to mention the subject of the letter between the salutation and the body ofthe
letter. The purpose of writing subject heading is to briefly inform the message to the reader.
Subject heading is prefixed with the word 'Sub’ and Ref or Re. which is underlined to make it
prominent. Subject heading helps the receiver to connect the letter with the previous
correspondence andt also to pass it quickly to the concerned person for necessary action.

A few illustrations of subject-heading are as follows:

Subject : Return of empties

Sub : Complaint against the defective goods

Ref: Our letter No. sales/117/90

Re : Payment of Bill.
5. Body ofletter

This is the most important part of the letter and most difficult to write. This part is divided
into several paragraphs, the first being known as the introductory para, the last as concluding para

and the middle ones constitute the main body and contain the rest of the letter. It is conventional to
close the last paragraph with complementary words like, 'Thope to hear from you soon' etc.

The introductory para should be carefully written. It should begin with such good-natured
and friendly expressions as “We are happy too.....”, “We are glad” and “We regret”.

The next para or paras should deal with the main subject matter of the letter. Proper
paragraphs should be made to deal with the whole matter systematically.
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The concluding paragraph should be written in good spirit and should be forceful and
polite. Stereo type phrases must be avoided. This is grammatically wrong "We remain', or 'Tam'
etc, mustbe used after the participle phrases to complete the sentence.

6. Complimentary Close or Subscription

It refers to the regards or respect which the writer wants to convey to the reader. It must
agree with the salutation. The common form of salutation is 'Dear Sir' or 'Gentleman' with which
"Yours faithfully' should be used. 'Yours truly' is also used with the above salutation but it shows
intimacy and is not very common. When the salutation is 'Dear Mr...." etc, "Yours truly' is the
usual subscription. 'Yours sincerely' may be used for this, when personal relations are intimate.
"Yours very sincerely' and 'Yours affectionately’ are not used in business letters at all. In letters of
application, "Yours respectfully' should be used if the post applied for is junior, when 'Sir' is the
salutation adopted. Butifthe postis a responsible and superior one, "Yours faithfully' is used, and
then the salutationis 'Dear Sir".

Some persons have got the habit of abbreviating the subscription like "Yours ffly', or 'yrs
ffly'. This should be avoided. Again complimentary closes in the cases of Member of

Parliament, Mayor, Knight, etc., are special ones, as is also the case with salutations, which
should be used.

7. Signatures

The signatures is written in hand writing below the complimentary close. As the signatures
are mostly illegible, it is customary to type the name of the signatory below his signature. The
signature must be accompanied with : (a) the name of the concern for whom the letter is being
written, and (b) the designation of the person signing the letter. The status of the signatory has a
great bearing on the importance of the letter. The signature is an authentic proof as to by whom
the letter is written.

The rules regarding signatures are as follows:
(i) Ifaletteris written by anindividual, he himself should sign the letter.

(i) Ifthe letter is written by a partnership firm, any partner is entitled to sign the name of the
firm in his own handwriting as:

Ram Bihari Lal Shyam Bihari Lal
Partner

(iii) Anemployee of the firm e.g. manager, cannot sign the name of the firm himself unless he is
authorized to do so. In case he is legally authorized, by Power of Attorney to sign for or on
behalf of the firm, he should sign as follows:

Per Pro.Shyam Bihari Lal Ram Bihari Lal
K.C.Gupta
Manager.
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8. Enclosures

Very often some documents are sent along with a letter. In such a case the fact that some
documents are enclosed with the letter should be indicated on the left hand bottom corner of the
letter paper by writing the word 'Enclosures', 'Encl' and giving after that the number of
enclosures. Ifthe enclosures are important their nature is also briefly mentioned, as for instance,
'Encl. 1 Cheque'. The despatch clerk must carefully see that the enclosures have been enclosed
along with the letter.

9. Post-Script (P.S.)

If the writer wants to write something after the completion of the letter, he puts down P.S.
(Post Script), and after that writes down whatever he likes. P.S. must have the initials of the writer
in the end. Post Scripts should generally be avoided but in certain cases Post Scripts are
effectively used for declaring the most important announcement contained in the letter in bold
letters. Forexample:

Offer will be received till January 4, 1999

10.Identification Mark
At the bottom of the letter the clerk who types it initials the same. This is done to hold the
typist responsible for typographical errors.

4.3. Kinds of Business Letters
Business letters are non personal in nature and are classified as follows:

A. Enquiry and Replies
Orders and their execution
Creditand Status enquiry

Complaints and Adjustments

S

Collection Letters

Circular Letters

N =

Sales Letters

Bank correspondence
Insurance correspondence
Import export correspondence

b=

Agency correspondence

D. 1. Applicationletters

2. Interview letters, reference, testimonials, letters of appointment, confirmation,
promotion, retrenchment, resignation.

E. 1. Thecorrespondence of a Company Secretary
2. Correspondence with the State and Central government.

F. 1. Letterstothepress.
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5. PROCEDURE FORHANDLING INWARD MAIL

5.

The procedure for handling inward mail is mentioned below:

Receiving the mail: Mail s delivered to the office either by postman or by the company
representative who calls for it at the post office. Mostly in all large cities letters are
delivered twice or thrice a day. But large enterprises generally make arrangements with
postal authorities, where they may take post boxes or post bags on hire for the purpose of
receiving inward mails.

Opening the mail: A fter the mail has been received, it should be sorted before it is opened.
All mails are classified as private, confidential and general. Letters marked confidential or
addressed to individuals should be sent immediately and unopened to the concerned
departments or officials. The general mail is then opened and sorted, department wise for
distribution. When the volume of letters is large, the letter opening machine can be used

Removing the contents: It is necessary to remove all contents from the envelopes. A
physical check of the empty envelope is necessary at this stage. If necessary the contents
should be stapled or attached with the envelopes, to authenticate the time and date of receipt
etc.

Date stamping: After opening the mail, the next step is to stamp each letter and its
enclosures with the date and time of its receipts. Sometimes, a serial number is stamped for
numerical reference. In most offices specially designed rubber stamps are used for this

purpose.

RADDISON & CO
Date.....cccceceeveevennnen. Time.....cccceceeenennne. NO. ettt
Department Received .........c.cccecveveenecvuenucnens
Acknowledge .......cocceveeeeiriniienenececee e
Replied......ccceeiieiiiiieceieiecceecteeee e
Filed ..o

Fig. 6 : 5 - Date stamped

Scrutiny of the contents: After date stamping, the mail shouldbe scrutinized to ascertain
the department to which it is concerned and send the mail to it.
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Preparation of the circulation slip :

VIGNESH AND COMPANY LTD.,
CIRCULATION SLIP

Please read the enclosed letter / correspondence and pass on to the next
department mentioned in the list

Name of the Initial of the head of the Remarks if any
department department

Sales

Production

Adpvertising

Accounts

Legal

Management

Chairman

Received by the mailing department and circulation on initial of the Record Clerk.

Fig. 6 : 6 - Circulation slip

Mails common for certain departments should be brought to the notice of each interested
department. Large organizations can furnish a cyclostyled copy or a photo copy of the
documentto all interested departments.

Recording the mail: In many organizations, an inward mail register or letter received book
is maintained. In this register, all the particulars relating to all inward mails are generally
entered.

The particulars usually entered in the register are as follows:
a. Serial number

The date of receipt

The name of the sender

The nature of contents and

o oo o

The department to which it is sent, remarks, the time factor and the cost
involved.

Letter with cheques etc : Particular attention is essential in case of letters received with
cheques or drafts. The cheque should be kept in a separate file. A list giving the names of the
firms from whom cheques have been received and the amount etc should be prepared. All
the cheques should then be forwarded to the cash department on the same day without any
delay. After delivering all the cheques to the chief cashier, his signature should be obtained
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in a separate book known as “Remittance book” to ensure that the cheques are not lost in
transit or misused.

9. Distribution of the mails: This is the final step in the handling of inward mail. Separate
trays are used to sort out the mails for different sections. If inward mail register is not
maintained a mail receipt slip is used. Under this system necessary details of the mail meant
for a particular department is recorded on a slip, date wise. The concerned department will
enter the date and nature of action taken on different letters and return it back to the mailing
department. It will be a record of receipt of the inward mails by the concerned department
and action taken by them.

6. PROCEDURE FOR HANDLING OUTWARD MAIL:
The handling of outgoing mail involves the following steps.

1. Collection of letters from various departments.

2. Sorting and recording in the outward mail register
3. Foldingthem and inserting inside the envelopes.
4. Sealing

5. Stamping

6. Posting the mail.

Now we shall discuss these steps briefly.

1.  Collection of letters: Letters prepared in various departments should be sent to the
despatch section at the earliest. In many business houses, different departmental letters
should be typed, duly signed by the executive along with the address envelopes sent to the
mailing department. The letters should be put in a tray labeled “Outgoing mail”. A
messenger should go to each department at regular intervals and collect all the outgoing
mails from there. Normally, mails should be collected 3 or 4times a day.

2.  Sorting and recording in the outward mail register: After the mail reaches the mailing
room, they are sorted as to whether they are intended for internal or local delivery or to be
sent outside.

After sorting the letters to be sent to post office alone are entered in the outgoing mail
register. Letters to be sent through the office peon or messenger are recorded in the
messenger book. Outward mail register serves as a record of postage expenses. Each letter
is given a serial number as per the despatch book or messenger book.

3. Folding and Inserting: After sorting, the letters are folded and inserted into envelopes.
Generally, the addresses are typed on the envelope in the department itself and the
envelopes are sent along with the letter. The despatching clerk before inserting the letter
into the cover should verify whether the address given on the letter agrees with the address
typed on the envelope, and the number of enclosures are in agreement with the number
specified in the letter. For ensuring quick and prompt delivery, complete address along with
the pin code should be specified.
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4.

5.

6.

Sealing: The envelopes must be folded carefully and sealed with paste or gum. When
window envelopes are used, it should be checked if the address is fully visible through the
window. After pasting different categories of mail like Book Post, Registered Post,
Registered Parcel etc should be sealed as per the regulations of the post office. Ready-made
rubber stamps are available now-a-days and they can be used for this purpose.

Stamping: The mailing clerk should have a thorough knowledge of the postage rates so
that no more value or less value stamps can be affixed. In big business concern franking
machines are used for stamping.

Fig. 6.7 - Franking Machine

Posting or Delivering the mail: Posting and delivery of mail is a major step in outward
correspondence. Ordinary mail addressed to local areas are delivered by office messengers
or sent by ordinary post. Ordinary postal articles are posted in the nearest letter box. Other
important letters and documents must be sent by register post with acknowledgement.
Courier services are also used to send urgent letters.

7. POSTALSERVICES

Post Office plays a vital role in incoming and outgoing correspondence. Some of the

important services rendered by a post office are:

1.

Money Order : All post offices provide remittance facilities to the public by means of
money order. The money order form should be filled in with the name and address of the
addressee, remitter and is to be presented to a post office along with the money and money
order commission. The post office issues a receipt for the same.

Postal Orders : Postal orders are issued by post office as a part of their remittance service.
These orders are issued in all denominations from fifty paise to rupees hundred. A
commission is charged by the post office where they are issued. Payment can be made and
received by the holder on presentation of the order at the mentioned post office in India. The
postal order is valid for a period of six months from the last day of the month of the issue.
During this period it can be presented for payment.

Insured Post : The currency note or valuable documents can be sent through post office by
using insured cover. The insured cover comprising documents/ currency notes must be
sealed with an indicator for the amount for which the article is insured, both in words and
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figures must be mentioned. An acknowledgement of delivery form is filled and submitted.
The prescribed fee for insurance is required to be paid according to the value insured for.

Mail and Telegraphic Transfer: Mail transfer is an order to make payment, drawn by one
branch of a bank upon its another branch and the order is sent by airmail post. If the order is
sent by telegraph it is called telegraphic transfer.

Letter Correspondence Service: The most economical service rendered by the post office
is that of a mail and parcel services. Ensuring prompt, regular and speedy postal services
are vital functions to industry and commerce. Regular postal services comprise delivering
of letters, post cards, printed matter and parcels.

Message Sending Facilities (telegram, telex, etc.): Post offices also provide facilities
such as telephone, telex, telegram, etc. through which messages are sent throughout the
world.

Value Payable Post (VPP) : Business firms can avail this facility to send articles to their
customers and recover the value of the same. Only registered articles can be sent under VPP
including letters, parcels, books, newspapers, etc. Post office collects the amount together
with VPP commission from the addressee and remits the same to the sender

Speed Post : Any urgent communication can be sent through speed post. This is one of the
special service rendered by the post office. Important letters, valuable medicines, Demand
Draft (DD) are some of the items sent through speed post.

Post Box : The post boxes are available for rent in all big post office with two keys. One
remains with post master and other is handed over to the hirer. A number is allotted for each

Fig. 6.8 - Post box
box. All letters which bear the box number shall be placed into the box. The hirer or the

authorized person can go to the post office at any time during working hours and open the
box and clearit.

the British Penny Black stamp was released on the Penny Black stamp was engraved the
profile of Queen Victoria's head, who remained on all British stamps for the next sixty
years. Rowland Hill created the first stamp.

DO YOU KNOW?
FIRST MODERN POSTAGE STAMP
The first issued postage stamp began with Great Britain's Penny Post. On May 6, 1840,
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10. Post bags : Post bag are safer than post boxes. Under this arrangement, the post office
supplies a bag with lock and duplicate key. The original key will be kept with the post
master. All the postal articles addressed to the firm or the person will be placed inside the
bag by the postal workers and locked. The messenger of the hirer can get the bag across the
counter of the post office.

PIN CODE

Postal Index Number is the abbreviation of PIN. The pin code contains six numbers, first
three numbers refer to the state and district of the post office and the last three numbers refer to the
area code number. If the address is not clear the pin code is very useful to identify the area and
deliver the letters. For example, 600 008 is the pin code. The first three digits 600 refer to the state
and district of the post office and the last three digits 008 is the area code number of the post office.

11. ISD (International Subscribers Dialing)

The International Subscribers Dialing (ISD) is the overseas equivalent of Subscribers
Trunk Dialing (STD). The charges are very heavy according to time and nation. Communication
is possible throughout the world. A code number is given to each country. The country number,
the area code number and the customer number are dialed to get the connection. Currently mobile
phones have made International calls much easier and cheaper due to competition among service
providers.

12. PCO (Public Call Office)
It is also termed as Local calls. Local calls are useful to contact people through telephone
residing within the limit specified by telephone department.

13. Private Branch Exchange (P.B.X)

The Postal and Telegraph department provides a PBX system which is helpful both for
internal and external communication. Under this system the internal telephones extensions are
brought together and connected to a switch board and controlled for inter-communication. The
switch board is operated manually and controlled by the telephone operator employed by the
office. The extensions of the different department of the organization are connected with the
PBX. Whenever the receiver is lifted in any of the extension, a light in the switch board will
indicate it. The operator asks for the number which is required, then he or she dials it and connects
the line to the persons of that particular extension. Similarly, a call from outside is also received
by the switch board operator and connects the same to the different department. The P.B.X is very
popular in government offices, hospital, hotels, and commercial organisations.

14. Private Automatic Branch Exchange (P.A.B.X)

It is installed with the help of Postal and Telegraph department. They provide for a
combined exchange and private automatic telephone service. It is manually operated. Up to 50
extensions of line can be provided in P.A.B.X system. P.A.B.X system having 25 or more lines
requires an operator for receiving incoming calls. When the incoming calls are received in a
cabinet, the operator connects it to the required extensions by dialing their extension numbers
with the help of digit keys or push button. This also has the call back facility and transfer facility
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from one extension to another. The P.A.B.X system eliminates the disadvantages of manually
operated P.B. X system.

POINTS TOREMEMBER :
Secretary : means a notary, scribe or confidential officer.

Classification of secretaries: Private secretary, secretary of an association or a club, secretary of
a co-operative society, secretary of a government department, secretary of an embassy or
diplomatic mission, secretary of a local body and company secretary.

Functions of a secretary
As an office executive

° Supervision, co-ordination and control of clerical work.
. Selection, appointment and assignment of office work to staff.
° Maintaining office discipline.

° Supervising secretarial work relating to meetings, etc.

Asaliaison officer

° Handling staff matters, dealing personally with outside callers.
° Acting as amouthpiece of management.

. Maintaining public relations.

° Communicating with the management the grievances of the staff.

Qualifications of a secretary

Sound general education, proficiency in language, wide general knowledge, knowledge of
office organisation and methods, knowledge of general procedure of meetings and personality.

Office correspondence
An official letter is drafted on the basis of notes and orders.

Kinds of official communications
° Letters

. Telegram

° Memoranda

° Endorsement

. Circular

° Demi-Official letters

° Notifications

. Resolutions

Business Letters
An important form of written communication.
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Qualities of a good business letters

Promptness, knowledge of the subject, appropriateness, accuracy and clarity, courtesy,
tact, persuasion, conciseness, salesmanship, the 'you' attitude and the positive and pleasant
approach.

Structure of a business letter

An effective business letter must be written in a proper form and style. It contains the
following essential parts- heading, inside name and address, opening salutation, subject, body of
the letter, complimentary close or subscription, signatures, enclosures, postscripts and
identification mark.

Kinds of business letters
Business letters are non- personal in nature and are classified as follows-

a.  Enquiry and replies, orders and their execution, credit and status enquiry, complaints and
adjustments, collection letters.

b.  Circular letters and sales letters.

c¢. Bank correspondence, insurance correspondence, import- export correspondence and
agency correspondence.

d.  Application letters and interview letters, letters of appointment and resignation.

e.  Thecorrespondence of acompany secretary with the state and central government.

f.  Letterstothe press.

Procedure for handling inward mail

Receiving the mail, opening the mail, removing the contents, date stamping, scrutiny of the
contents preparation of the circulation slip, recording the mail, letter with cheques etc, and
distribution of the mails.

Procedure for handling outward mail
Collection of letters from various departments, sorting and recording in the outward mail
register, folding them and inserting them inside envelops, sealing, stamping and posting the mail.

- Postal services

Important services rendered by a post office are- money order, postal order, insured post,
mail and telegraphic transfer, letter correspondence service, message sending facilities, value
payable post, speed post, post box and post bags.

Fig. 6.9 - Collecting post cards from post box
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QUESTIONS

OBJECTIVETYPE:
I.  Choose the correct answer: (10 marks)
1 e or writing of an official letter requires experience and knowledge.

(a) Communicating
(b) Drafting

(c) Editing

(d) None of the above

Most of the official communication is carried on by means of ----------- .
(a) Letters

(b) Telegrams

(c) Notifications

(d) Circulars

The subscription of a letter is also called the
(a) Designation

(b) Reference number

(c) Complimentary close

(d) Salutation

------------ is sent when the message is unimportant or addressed to a junior officer.
(a) Telegram

(b) Resolutions

(c) Memoranda or memos

(d) Endorsement

is a way of greeting the addressee.
(a) Complimentary close

(b) Heading

(c) Signature

(d) Salutation

The postscript must have the ------------ of the writer in the end.
(a) Name

(b) Initials

(c) Designation

(d) Age

The currency notes or valuable documents can be sent by
(a) Insured post

(b) Money order

(c) Postal orders

(d) Value Payable Post
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Private Branch Exchange is useful for
(a) External communication

(b) Horizontal communication

(c) Internal communication

(d) Internal and external communication

The International Subscribers Dialling is an overseas equivalent of ------ .
(a) PCO

(b) PBX

(c) STD

(d) PABX

A secretary's duties include ------------ .
(a) Supervision

(b) Mediator

(c) Appointment and selection

(d) All of the above

Answers
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(b) Drafting

(a) Letters

(c¢) Complimentary close

(c) Memoranda or memos

(d) Salutation

(b) Initials

(a) Insured post

(d) Internal and external communication
(c) STD

(d) All of the above

Briefly answer the following questions one or two words.

What is the other name for inward mail register?

To avoid cheques getting lost in transit or being misused, the chief cashier should affix his
signature in this book. Which book is it?

Expand P.A.B.X.

What is the other name for P.C.0O.?

What is the minimum education required to become a secretary?

What does the number of the letter signify?

Whatis the generally accepted style when addressing people?

What should always be mentioned along with the date, when writing a business letter?
What are the official announcements regarding appointment, transfer and promotion
called?

What are demi official letters?
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Letter received book

Remittance book

Private Automatic Branch Exchange

Local calls

High school certificate

Reference to a previous letter

“Dear Sir” or “Dear Madam”.

Place of issue

Notifications

Official letters written in form of personal or private communication.

PART B

III. VERY SHORT ANSWER
Answer in five lines.
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What is a resolution?

When is a circular issued?

Define the term secretary.

What are the main functions of the secretary as a liaison officer?

List any 4 ways by which communication may take place in an office.
When are memos written?

Where is the signature in a business letter affixed. What is it accompanied by?
What is endorsement?

What does the heading of an official letter usually contain?

List the three styles by which date may be written, by convention.
What are enclosures?

What do you understand by “Post Script”?

What are the rules regarding signatures?

When are letters usually written?

What are the important features of memoranda?

What does ISD and PIN CODE refer to? Explain briefly.

PART C

IV. SHORT ANSWER
Answer in one page.

1

2
3
4

What is the procedure for handling outward mail?

Explain the concept of PBX and PABX in detail. How are they different from each other?
What are the qualifications required to become a secretary?

List the different kinds of official com