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Preface

“Information flow will be more important than the hierarchy.™

Peter Drucker, Clarke Professor of Social Sciences and Management af the
Claremont Graduate School, California, and well-known author of business
management books, made this statement in reference fo the changing
structure of the electronic office.

In the same article Drucker wrote that he disliked the word aufomation be-
cause it emphasized machines, “whereas what we are really talking about
is organizing work around the flow of information” (emphasis added).

Electronic Office Procedures gives you a detailed view of how the informa-
tion processing cycle is being changed by today's technology. It shows you
how and why this change is taking place. It recognizes that today “knowl-
edge workers"—among whom are the office employees—make up more
than half of the work force. The text clearly describes the processing of in-
formation—inputting, processing, outputting, storing, and distributing—
contrasting procedures in traditional and electronic offices.

To help you put into perspective and comprehend the changes that are
occurring and to help you see how they have evolved, the text discusses
the three stages of the business office: the traditional office, the word pro-
cessing office, and the electronic office. This approach serves two pur-
poses:

O First, all three types of offices exist today, so this text prepares you for
work in any one of them.

O Second, by detdiling how the electronic office evolved out of the tradi-
tional office and the ways it changed procedures, the text makes it eas-
ier for you to understand the new procedures and your role.

The electronic office makes it possible to process great amounts of infor-
mation quickly and accurately. In the course of this text, you will learn
about the kinds of equipment available for processing information and how
you will use such procedures as electronic mail, electronic records
management, and teleconferencing in the electronic office. The text makes
it clear, however, that doing tasks faster is not the sole difference in the
electronic office. Functions themselves are changed. Office workers are
doing things differently.

'Peter Drucker, in On Human Factors—a source booklet of comments and observations by
experts in the field of human factors and office automation, Wang Laboratories, Inc., 1983.
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The traditional division of office work between managers on the one hand
and administrative support workers on the other is biurring. The text shows
how office functions are being rethought and redefined in the face of the
new technology. New job descriptions reflect new responsibilities and as-
signments. All of this, as the book shows, adds up to new opportunities and
challenges for the office worker.

The increasing use of sophisticated technology has tremendous implica-
tions for those entering the business office, especially those who see them-
selves moving into supervisory and even managerial roles in the years
ahead. As you will read, the new technology can open up avenues of
advancement that previously did not exist.

The successful office employee of the future wilt need to be familiar with
more than one function. Specialists will still be needed, of course, in areas
such as word processing and data processing. But increasingly, all office
workers will be expected to perform many different information processing
functions. The sophisticated computer systems described in Electronic Office
Procedures make this not only desirable but also possible.

Secretaries, administrative assistants, and future office managers being
trained today must acquire certain skills to be data processors, systems
analysts, information system managers, and utility managers, as well as
word processors or data processors. Those wishing to advance will need to
have knowledge of how systems work. One section of this book deals with
the issues and decisions a company faces when establishing an electronic
system. Having the ability to train others, both new personnel and
managers, in the use of a new system will be necessary.

To an increasing extent, data processing, systems analysis, and the man-
agement of information systems will be an integral part of the future office
worker’s job rather than separate functions, New job tittes reflect this broad-
ening scope of responsibilities: information processing specialist and infor-
mation processing supervisor are two examples, as you will read.

Machines by themselves are powerless. Information that is unused is
worthless. People continue to be the main element in the electronic office,
as this text makes clear. Human relations skills, important as ever, are inter-
woven with technical information in this text, which stresses those that are
important to your career. Ultimately, it is the integration of people and
machines that makes a system work.

You will learn about the traditional leadership skills still required and look at
how the decision to automate an office is made and then implemented.
You will read about job opportunities in the electronic office and the ways
to launch your successful career.

This text will prepare you for entering a business world in which you will find
traditional systems alongside electronic systems. It points out the significant
trends. By keeping informed of the new technology, making sense of it,



and, most important, grasping its implications—none of which is an easy
task—you can have an exciting and interesting career in the business of-
fice of the eighties and nineties.

Acknowledgments

We would like to acknowledge Neild Oldham for his assistance in preparing
and revising the manuscript for publication. For their reviews of the manu-
script thanks go to Brenda Breton, Director of Electronic Office
Management, Westbrook College, Portland, Maine; Ralene Kroenke, Instruc-
tor, Integrated Information Systems Specialist Program, Alexandria Technical
institute, Alexandria, Minnesota; Joan Lacombe, Chairman, Secretariail Stud-
ies Department, Bay Path Junior College, Somers, Connecticut; and Marilyn
Sarch, formerly Dean, Taylor Business Institute, Paramus, New Jersey.

For their input in the early stages of the project’s development, we wish to
recognize Patricia Garner, Instructor, Golden Gate University, Los Angeles,
California; Dr. Mary Margaret Hosler, Associate Professor, University of Wis-
consin, Madison; and Dr. Carmela Kingston, Professor of Business, Trenfon
State College, Trenton, New Jersey.

Many other people contributed their time and technical expettise o the
development of this project. To all of them we extend our grateful
acknowledgment.

Rosemary T. Fruehling
Constance K. Weaver

PREFACE XV






About the Authors v
Preface xiii

PART 4
Y AN OVERVIEW OF
s THE ELECTRONIC OFFICE 1

AR
Chapter 1
The Changing Office 2

What Is Information? 4

High Tech in the Office 4

QOffice Functions, Tasks, and Procedures 5
Information Processing Technology 6

Processing, Storage. and Communication 7

Technological Evolution 13
Administrative Support Functions 15
Managerial Functions 17

Changing Roles 17

Summary 19

Review Questions 20

Technical Vocabulary 20

Discussion and Skills Development 20

Chapter 2
Modern Office Technology 22

Word Processing—An Qverview 23
Those yping Machines 24
Electronic Typewriters 26
Word Processors 27

Contents

Computers—An QOverview 29
Computer Processing 30
Computer Storage 34
Computer Communication 35

Computer Hardware 36
Input Devices 37
Cenfral Processing Unit 38
Storage Devices 38
Output Devices 39
Communication Devices 39

Computer Software 39
Programming Software 40
Operating or Systems Software 40
Applications Software 40

Computer System Configurations 40
Shared Resource Systems 40
Shared Logic Systems 41

Summary 43

Review Questions 44

Technical Vocabulary 45

Discussion and Skills Development 45

Chapter 3
Office Systems and
the Flow of information 47

The Flow of Information 48
The Traditional Office 49
The Word Processing Office 50
The Electronic Office 50

Stages of Information Processing 54
Input 51

Processing 54

Storage 57

Output 58
Distribution/Communication 60

Three Office Models 63



Changing Responsibilities 63 Summary M2
summary 67 Review Questions 113

; : Vocabulary 114
9 ;
Eg;\i‘iﬂcgtile;zggzb?y 69 Discussion and Skills Development 114

Discussion and Skills Development 70

T—— Chapter 6
Chapter 4 Writing Business Communications 145
Working in Today’s Office 71 Wiiting Skills in Today’s Office 116
Automation and People 72 The Written Word 117

Mastering Change 73 . Time to Prepare 117

Basic and Traditional Office Skills 75 Permanent Records 118

Decision-Making Skills 76 ) The Act of Writing 119

Choosing the Technology for the Function 79 Reading the Written Communication 124

Human Relations Skills 80
Forms of Written

The Office Environment 83 Business Communication 125
Determining the Benefits of Change 84 Interoffice Memos 125
Changing Office Equipment 86 Letters 126
Ergonomics 87 Typical Business Letters 131
Creating Standards 92 Reports 138
Summory 92' Summary 144
Review Questions 94 Review Questions 142
Technical Vocabulary - 94 Technical Vocabulary 143
Discussion and $Skills Development 94 Discussion and Skills Development 143
. |
PART 2 Chapter 7 '
INFORMATION PROCESSING Data Creation and Input 145
TECHNOLOGY Data Collection 146
AND PROCEDURES 97 The Role of the Office Worker 147
input Media 147
— Dictation 148
Chapter 5 o Shorthand 148
Business Communication Skills 98 Taking Dictation 149

Transcribing Shorthand Dictation 150

The Communication Process 99 Machine Dictation 151

Elements in Business Communication 99 Transcribing Machine Dictation 153
Miscommunication 100 Shorthand Machines 154
Preparing Messages 102 Computer-Aided Transcription 155
Oral Communication Skills 405 Drafts 155
Listening Skills 108 Input Preparation Procedures 163
Nonverbal Skills 108 Microcomputers and Portable Computers 163

Minicomputers 164

Input Devices 4164

Keyboards and Templates 164
?;:gg;}% g;oc*éi’ 11‘?11 Optical Character Readers 169
Digital Facsimile Machines 170
Communication and IPSOD 142 Other Input Devices 170

Typical Business Communication Roles 109
Person to Person 109

Viii CONTENTS



Summary 175

Review Questions 176

Technical Vocabulary 476

Discussion and Skills Development 177

Chapter 8
Software and information Processing 4178

Information Processing 179
Data Processing 179
Word Processing 180
Integrated information Processing 181
Software and Processing 183
Systems Programs 184
Applications Programs 185
Integrated Applications 195
Evaluating and Selecting Software 198
Compadtibility 199
Comparing Products 199
Managing Your Software 203
Summary 204
Review Questions 205
Technical Vocabulary 205
Discussion and Skills Development 206

Chapter 9
Information Processing Procedures 207

Information Processing Equipment 208
Eguipment Characteristics 208

Information Processing Procedures 242
Getting Ready 212
Creating the Document 213
Formgfting the Document 214
Inputting and Editing the Document 244
Proofreading the Document 217
List Processing 219

Working With Floppy Diskettes 220
Preventing Damage and Loss 222
System Failures 222
Making Backup Disks 222
Security 223
Summary 224
Review Questions 225
Technical Vocabulary 225
Discussion and Skills Development 226

Chapter 10
Storage and
Information Management 227

Filing Systems and Procedures 228
Filing System Design 229
Filing Rules and Procedures 231
Filing Procedures 237
Manual Fling Supplies and Equipment 239
Electronic Storage and Refrieval 242 -
Memory, Storage, and Retrieval 242
Electronic Storage Systems 243
Electronic Storage Media 245
Micrographics 250
Use of Microforms 250
Types of Microforms 251
Advantages and Disadvantages 253
Refrieving and Reading Microforms 253
Information Management 254
Records Retention 255
Active Versus Inactive Records 257
Centralized Versus Decentralized Systems 258
Establishing an Information
Management System 258
Summary 259
Review Questions 260
Technical Vocabulary 261
Discussion and Skills Development 261

Chapter 11
Output and Reprographics 263

Reprographics Equipment
and Procedures 264

Printers 264

Impact Printers 265

Nonimpact Printers 268

Printer Accessories 271

Computer Output Microform 272
Reprographics Systems 274

Reprographics Cenfers 275

Decentralized Reprographics Systems 276
Photocopiers 278

Types of Photocopiers 279

Electronic Copier/Printers 280

Intelligent Copier/Printers 281
Dumb Copiet/Printers 284

Composition Systems 281

CONTENTS iX



Ssummary 283

Review Questions 284

Technical Vocabulary 285

Discussion and Skills Development 285

Chapter 12
Distribution/Communication 287

Manual Distribution Methods 288

U.S. Postal Service 288

Courier and Messenger Services 290
Mail Rooms and Interoffice Mail 291
Outgoing Mail Procedures 294

Electronic Communication Methods 292
Electronic Mail Systems 294

Computer-to-Computer Communications 295
Time-Sharing Systems 300
Computer-Based Mail Services 304
Telex and TWX 304
Easylink 306
Mailgrams 306
INTELPOST 307
Handling Incoming Mail 309
Receiving Traditional Mail 309
Receiving Electronic Mail 312
summary 346
Review Questions 317
Technical Vocabulary 318
Discussion and Skilis Development 318

Chapter 13

Telephone Technology and Techniques 320

Telephone Companies Today 321

Telephone Equipment Today 322
Key Systems 322
Private Branch Exchanges 323
Computerized Telephones 323
Voice/Data Networks 326
Other Equipment and Accessories 326
Voice Mail 327

Telephone Techniques 328

Answering Calls 328
Placing Calls 330
Communications Skills 332

leleconferences 334

X CONTENTS

Audlio Teleconferences 334
Video Teleconferences 335
Arranging a Teleconference 335

Telecommuting 337

summary 338

Review Questions 339

Technical Vocabulary 340

Discussion and Skills Development 340

PART 3
ADMINISTRATIVE
SUPPORT FUNCTIONS 343

L]

Chapter 14

Time Management

and Work Organization 344

Time Management 345

Electronic Time-Management Systems 345
Electronic Calendar/Scheduler 346
Electronic Reminders and

“Things-to-Do” Facilities 351

Manuai Time-Management Systems 353
Keeping Desk Calendars 354
Tickler Files 355

Maintaining Daily Schedules 356
Aveiding Time-Wasters 358

Organizing Individual Tasks 359
Scheduling Big Projects 359
Establishing Deadlines 360
Analyzing Daily Tasks 361

Managing Your Workstation 361
Organizing Your Desk 362
Shelves 364
Supply Cabinets 365

Summary 365

Review Questions 366

Technical Vocabulary 367

Discussion and Skills Development 367

Chapter 15
Meetings and Conferences 368

Types of Meetings 370



Informal Meetings 370 Managing the Office

Formal Meetings 370 While Your Boss Is Away 409
Planning and Scheduling Meetings 373 Expense Accounts 412

Gathering Information 373 Expenge Records 412

Reserving Meefing Places and Equipment 373 Reporfing Expenses 412

Notifying Participants 374 Reconciling Expense Accounts 414

Compos.ing a Meeting Notice 375 Expense Account Software 414

Developing an Agenda 377

Preparing for the Meeting 378 Summary 4415

Support Duties During Meetings 379 Review Questions 416

Taking Notes 380 Technical Vocabulary 416
Special Meeting Considerations 380 Discussion and Skills Development 4416

Small Mealtime Meetings 380

Large Meciiime Mesetings 384 S——ra—

Conventions and Conferences 382 Chapter 47

Teleconferences and

Computer Conferences 384 Financial and Legal Functions 418

Follow-Up on Meetings 385 General Accounting 419
Processing the Minutes 385 Types of Business Entities 419
. Accounting and IPSOD 420
Tying Up the Loose Ends 388 Accounting Procedures 421
Summary 388 Accounting Software 424
Review Questions 389 Banking 425
Technical Vocabulary 390 Making Deposits 426
Discussion and Skills Development 390 Making Payments 428
Reconciling an Account Balance 431
N— Handling Dishonored Checks 433
Chapter 16 Electronic Funds Transfer 433
Arranging Business Trips 392 Credit Transactions 435
Making Travel Arrangements 393 Credit Agreements 435

fravel Agencies 393 Using Credit Cards 435

Corporate Travel Departments 395 Budgeting 436
Arranging Trips Yourself 395 Preparing a Budget 437
Transportation 395 Monitoring the Budget 438
Airlines 396 Petty Cash 439
Selecting an Airline 397 Recording Withdrawals 439
Making Resfrvcﬁons 398 Replenishing the Fund 439
Railroads 400
Traveling by Car 400 Payroll - 439
. Payroll Deductions 440
international Travel 402 Payroll Records 441
Research and Planning 403 Processing the Payroll 441
Travel Documents 403 L IE t a4
Local Transportation 404 egal Funclions 442
. Legal Documents 442
Booking Hotel Rooms 405 Processing Legal Documents 445
Costs and Location 405 Notary Publics 446
Preparing for the Trip 406 Summary 447
Preparing an ltinerary 406 Review Questions 448
Travel Funds 408 Technical Vocabulary 448
Organizing the Traveler 409 Discussion and Skills Development 449

CONTENTS  Xi



PART 4
| Y MANAGEMENT AND
M CAREER DEVELOPMENT 451

Chapter 18
Managing Human Resources 452

The Function of

Managers and Supervisors 453
Long- and Short-Term Planning 453
Implementing the Plan 455
Evaluating the Operation 456
Decision Making 457
Brainstorming 458
Modeling 459

The Role of Supervisors 460
Hiring 460
Training 460
Job Descriptions 462
Assigning Work 464
Motivating Employees 464
Evaluating Performance 464

Handling Stress 467

Leadership Styles 467
Workers and Machines 468
The Hawthorne Effect 468
Theory X and Theory Y 469
Maslow’s Hierarchy of Needs 469
Herzberg's Motivation Hygiene Theory 470
Management by Objectives 470
Management by Walking Around 471

A Style for You 472

Makeup of a Successful Manager 473
Summary 475
Review Questions 476
Technical Vocabulary 476
Discussion and Skills Development 476

L]
Chapter 19
Managing Automated Office Systems 478

The Benefits of Automation 479

Planning an Automated Office 481

How Changing Technology
Affects Planning 481
Major Challenges Today 483

Xii CconTents

Automating the Business Office 483

Preliminary Survey 484

Office Automation Study 484

System Design 484
Programming/Applications Design 487
Implementation 488

Maintenance 489

Review and Modification 490

Managing Automated Office Systems 490

Summary 491

Review Questions 492

Technical Vocabulary 492

Discussion and Skills Development 493

Chapter 20
Your Career. Growing and Advancing 494

Sefting Career Goals 495
Developing a Personal Profile 495
Office Job Opportunities 497

Careers in Today's Office 497

Administrative Support—Traditional Office 497
Administrative Support—Electronic Office 498
Word Processing 499

Data Processing 500

Telecommunications 501

Records/Information Management 502

Job Hunting 503

Locating Prospective Employers 503
Preparing a Résumé 505

Applying for a Position 508

The Employment Inferview 509

The Job Offer 515

Advancing on the Job 516

Potential Growth 517

Growing Professionally 517
Ongoing Education 520
Reassessing Career Goals 521
Making a Change 522

Aftitudes for Success 523

Summary 524

Review Questions 525

Technical Vocabulary 525

Discussion and Skills Development 526

Glossary 527
Index 539



part 1

An
Overview
of the
Electronic
Office

The business office is rapidly changing
from a manual-based system to an
electronic computer-based system. Au-
tomation of manual tasks is a concept
that sums up this change. But the
change is more than working faster
with computers. The change is altering
the relationship between office workers
and managers.

Using sophisticated equipment in the
electronic office, office workers will
make decisions, analyze data, organize
information, create graphics, and set
up conferences.

Individuals who have well-rounded tra-
ditional office skills and who also can
use the new technology will be in
great demand. Office automation will
not diminish the secretary’s role but
enhance it.

In the transition period, businesses will
continue to use traditional equipment,
such as the electric typewriter, the U.S.
Postal Service, and telephones, along
with computer systems. Obviously, there
will always be a need for some tradi-
tional equipment, but electronic sys-
tems will increasingly dominate.

The chapters in Part 1 tell you how au-
tomation is affecting the basic office
function of information processing and
describe the electronic office of today.
You will see why these are exciting
times to start a business office career
and why additional skills are important
for advancement.

Automation notwithstanding, we will
certainly never reach a “peopleless”
office. In your work you will always
deal with people. That being the case,
Part 1 includes a discussion of human
relations skills as well.



We live in what is presently known as the
Information Age. For the first time in history,
cha pter 4 more Americans are employed in jobs that
involve processing information than are

The employed in jobs that produce goods. This

. makes it an exciting time to be in business

Chdnglng because information is the lifeblood of the
Off business world. Business organizations
iIce need information in order to function.

R~ o

Users of business information include an
organization’s customers, clients, or em-
ployees; outside suppliers; government
regulatory agencies; and other people
and organizations. A corporation’s annual
- report to its shareholders is an example of
business information, and so is a memo-
randum from an administrative assistant
to an executive regarding a vacation
schedule. Every time a company
makes a sale, purchases supplies,
acquires new customers, expands its
staff, infroduces a product, or explores
a new market, it generates information. We
have more information at our disposal
today than at any other time in history.
Whenever scientists uncover facts, authors
write books, creative thinkers come up with
new theories, or inventors develop new
devices, more information is generated.

In the 1970s computerization hit the Ameri-
can business office. Along with computers
came an “information explosion” that has
vastly increased the amount of information
office workers have to deal with. Today
more than 60 percent of all workers have
occupations that are involved in the ex-
change of information. Compare this with
the situation in 1950, when most people
worked in manufacturing jobs and only 17
percent worked in offices, and you will see
the impact of the “information explosion.”

To cope with this explosion, businesses
have to find more efficient ways to process
information. Office workers find that they
have to learn to operate new, complex
machines, and they have to learn a whole



new vocabulary of technological terms.
New information processing technology is
also changing the way office workers per-
form their jobs. Computers now handle
many of the repetitive, tedious tasks that
used to take up so much time. This leaves
more time for office workers and their man-
agers to devote to responsibilities that re-
quire creativity, judgment, and the ability
to make decisions.

In this chapter you will learn how Informa-
tion Age technology is changing the very
nature of office work. You will also learn
some of the new computer-related termi-
nology that you will need to know to prog-
ress through this course and to work in a
modern business office. And you will learn
about the changing role of office workers
in the new Information Age.



BRI o define information, we must also define data. The terms data
and information both mean fucts. The difference is that data usu-
What Is ally refers to a group of facts, usually in the form of words or figures—
Information? for example, alist of names and addresses or a sheet of sale§ figures.
Often these facts are unorganized. Information refers to facts that
have been processed or organized in some fashion. When you type a
list of names and addresses in alphabetic order, or when you pre-
pare a chart showing average monthly sales receipts, you are creat-
ing information. You are taking the data and organizing it into use-
ful information, which can then be communicated to others.

An example that illustrates the difference between data and infor-
mation is the U.S. census. Conducted every ten years, the census
involves the collection of data: the number of people in each house-
hold and their ages, incomes, occupations, and so on. The data is
then converted into information, such as the average household
income in a particular city or a list of the fastest-growing cities.
People can use such information to figure out future housing needs
or to plan sales or marketing campaigns. Other examples of orga-
nized or processed facts are letters, inventories, reports, memos,
expense accounts, schedules, and purchase orders.

S The need to find more efficient ways of handling the rapidly grow-
. ing mountain of business information has been the driving force
ngh Tech behind the development of office technology. When people talk
in the Office about office technology or office automation, what they are really
talking about is creating a workplace where sophisticated com-
puters and other electronic equipment carry out as many of the
office’s routine jobs as possible. The basic reason for bringing elec-
tronic technology, or high tech as it is often called, into the office is
to increase productivity. In a narrow sense, increased productiv-
ity means that more work can be done by employees in the same
period of time or that employees can do the same amount of work in
a shorter period of time. It can also mean that fewer employees can
perform the same amount of work. In a broader sense, increased
productivity can mean that workers have greater flexibility in ac-
complishing their tasks. Thus, the quality of their work can be im-
proved, as well as the efficiency.

Until the 1980s the major application of technology to improve
productivity was in the shop or factory, not the office. One reason
for this is that the need for efficiency in the factory is greater than in
the office. But another important factor is that in the shop and fac-
tory it is easier to find and identify those jobs which are repetitive
and can be broken down into algorithms, that is, repetitive, step-
by-step procedures that can more easily be computerized. As-
sembly-line jobs such as filling bottles with catsup and welding auto
bodies are examples of factory jobs that lend themselves easily to
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