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[bookmark: _Toc459075126]1 Understand the management of an office facility 
1.1 [bookmark: _Toc459075127]Explain the requirements of establishing and implementing office management procedures 

Identify Problems
Making lasting improvements to office procedures is a process that begins by examining the present procedures. First, identify what office procedures are not effective and why. You may be required to change your company’s procedures because of external factors, such as a new, large customer contract, a substantial increase in office personnel, or a change in regulations. Working with an employee task group, list the necessary changes in priority order, from most difficult to easiest to implement.
Plan Changes
Establish a plan that fixes the identified procedure shortcomings and is sensitive to your company’s culture. Each change must be consistent with the entire body of changes. For example, if all incoming calls must be routed through the central operator, you must have a system for promptly notifying the personnel member who is being called. This process must account for calls that cannot be completed or that must be referred to a specific department, or person. If all personnel have authority to order supplies, a centralized ordering system must include the purchase order forms and other required documents.
Implement Changes
Implement the changes once a plan is established and approved. You can make the changes in a variety of ways. Conduct a training program that covers all the changes and moves immediately after the training is completed to the new procedures. Train the supervisors in the changed procedures and teach them how to train their personnel. Make one or a few changes on a regular schedule over a predetermined period of time until all the new procedures have been implemented.


Monitor the Procedures
Assessing and monitoring the procedures after implementation is critical to their success. Old ways of doing things can easily return if you do not monitor regularly. Assessing the procedures also enables you and the task group to determine if some modifications or new materials are needed, or if additional training is required. Soliciting comments from supervisors and personnel operating under the new procedures helps you to determine how effectively the procedures work and how they might be made more efficient.
[bookmark: _Toc459075128]1.2 Explain how to manage the effectiveness of work and systems 
1. Discover what is Important
The most important thing to understand when leading a team or a department is to figure out exactly what needs to be done in order to be considered “successful.”�This information, unfortunately, often isn’t made clear to department managers (see reference to negative management examples above). You may have to figure it out for yourself.
Once you understand your organization’s stated and unstated goals, then you can start creating effective management systems to fulfill them. Rarely do good things just happen by chance, and lack of a plan usually results in wasted efforts and poor results. Involve your team members:
· Communicate and clarify the goals of the department with them
· Be honest about what is stated and unstated in the organization. You can gain respect with an honest approach.
· A plan based on a consensus as a starting point gives the department direction.
2. Plan to Fulfill Important Elements
Planning should include aspects like:
· What documentation is needed (policies, procedures, forms, and records)
· Necessary meetings
· Who should attend and the typical agenda
· Considerations of timing and responsibilities are all key elements of planning
Most importantly, what aspects of performance should be measured and reviewed regularly.
The next step is to develop action models:
· Flesh out the plan with more specific details
· Highly specific elements of processes and tasks should be documented in procedures, work instructions, and training materials
· They should include key elements for success and accepted best practices.
Part of this phase is to regularly audit and review documentation so that it reflects the actual practices and preferred methods. Developing procedures and other documents that that only reflect blue sky thinking means, in the end, there is a good chance they will be ignored and soon grow outdated and useless. Avoid this pitfall by being realistic to start, but plan to continually improve. Then follow up the creating of documentation with training and auditing. Ensure that team members are aware of what documents and forms/records apply to them, and they know where to find them and how to use them.
Another key element in this phase is to ensure the team members have the resources they need. Do they have the needed skills and training? A plan that ensures everyone receives periodic training encourages a learning environment. This is especially true with technology and software applications. People become complacent and comfortable with the way they are doing things, when some simple changes could allow a more automated approach that would actually make their job easier. Training and education can foster innovation.
3. Regularly Review Process Performance
Finally, regularly review what is going on with every process:
· Is the plan working and does it aligns with overall organization goals?
· Are your process activities fulfilling the plan?
· Do internal audits show that procedures are being followed and that they are kept up to date?
· Do your performance measurements really give insight into how your department is doing?
This type of management review puts you right back at the discovery phase (do you really understand what is going on?) and the cycle starts all over again. And each time you move though the cycle you should be able make at least small improvements.
Now you are managing by objectives, measuring what is important, reflecting on it, and then trying to find ways to be better (while understanding that no one will ever be perfect). That sounds like the formula for an effective management system, and success overall. So now let’s look at building the management system.

[bookmark: _Toc459075129]1.3 Explain how to manage any constraints attached to office facilities and related budgets 
Given insufficient capacity at a firm's existing office facility to accommodate all organizations, a decision is required of which organizations to be relocated to one or more new sites, or to divest the existing facility and relocate all organizations to one or more new sites. Under these circumstances, consideration should be given not only to new construction cost, but also annual facility operating costs, organizational fragmentation and dependencies, potential rental income, and the market value of the existing facility. This paper presents a nonlinear mixed-integer programming model to optimize site selection, facility size, and organizational assignment to minimize total annual discounted costs. An example problem is formulated and solved using a transformed linear model with conventional software. Further extensions of the model are also discussed for application.
[bookmark: _Toc459075130]1.4 Explain the factors to be taken into account in the design of office systems, procedures and guidance documents 
the influential factors that space planners and design professionals must consider during the planning and design of office space in corporate facilities, so as to enable staff to perform their tasks as efficiently as possible. Published literature has been analyzed for the purpose of investigating the role of office space as an enabling resource and addressing the concepts of space planning and management in corporate organizations. The analysis was extended to synthesize the factors that influence the provision of office workplace. These factors were classified under three distinct groups. The article addresses the need for sustainable planning of the office workplace and the importance of reviewing the performance of the office workplace during the operation phase. A survey was administered to qualitatively assess the perceived level of importance for each of the identified factors by a sample group of space planners and design professionals. The findings of the survey were analyzed and reported to conclude on the significance of the identified factors. This article provides a practical value to space planners, design professionals and facility managers involved in the development, design and operation of office workplaces.
[bookmark: _Toc459075131]1.5 Explain how to create an environment that is conducive to productive work 
A supportive and conducive work environment is a key success factor for any organization. This is because results are achieved through people. There is a direct relationship between high morale and productivity. To attain maximum productivity, a business must address the following issues:
Ambience
The working environment need not be drab unless this is completely unavoidable such as some manufacturing settings. An invigorating environment should be maintained at all times. 
Equipment, supplies and facilities	
The equipment and facilities that workers use to perform their tasks should be in good working order and regularly maintained. In addition to this, the entrepreneur can invest in equipment that increases output by reducing the amount of time it takes for the worker to get fatigued, 
Conflict Resolution Mechanisms
Conflict in the workplace can seriously reduce productivity. Failure to properly resolve conflict is even worse than the conflict itself because it portends the possibility of much worse conflict in future.
[bookmark: _Toc459075132]2 Be able to manage and maintain an office facility 
[bookmark: _Toc459075133]2.1 Maintain equipment and consumables to agreed levels 
Depending on the size and complexity of new equipment it may initially be installed by a technician. For example, a technician will usually set up a telephone system or a photocopier. However, you may be required to do some set up work with the new equipment after the technician has finished and before your work colleagues begin to use the equipment. For example, you may be required to program some direct dial numbers into a new phone system or you may have to program some fax numbers into a fax machine for group dialing. Also, where a technician does not set up a new piece of equipment you will have to ensure that you set the equipment up correctly. For example, in a small firm you may have to set up a new desktop computer.
When you are required to install a new piece of equipment or you need to do some set up work after the technician has finished ensure that you follow the instructions outlined in the User Manual which should be supplied with the equipment. The procedures documented in the User Manual will indicate the appropriate way that the equipment should be set up. It is important that the instructions contained in the User Manual are followed as the incorrect installation of equipment can cause damage to the equipment and may adversely affect the warranty period that is supplied with new equipment. If you are unsure as to how to install equipment or carry out a set up procedure, call the customer help number that is usually supplied with new equipment. Alternatively, you can ask your supervisor.
[bookmark: _Toc459075134]2.2 Establish systems to evaluate the effectiveness of office systems and procedures 
1. Important things to know about efficient offices
To run an efficient office you need systems to manage the following;
Visitors to your office
Members of your organisation or the public may visit your office to get information or assistance from you. It is important to receive them properly, find out how you can help them, assist them and capture any information they give you.
Information that comes in to or goes out from your office
People will phone, fax, eMail or write to your organisation. You may receive correspondence and other documents relevant to your work. You may also write reports, speeches and articles or develop programmes and materials for your work. You need a system for storing and passing on all this information in a way that everyone who needs it can use it easily.
Deployment of workers and volunteers
The work of your organisation is usually done by leaders, members, staff or volunteers. It is very important to know what work has to be done and who will do it. You should also have systems for managing volunteers to make the best use of their skills and time. When staff leave the office you should know where they are and when they will be back. You should also have a system to keep track of the days and hours that staff work or take off for holidays and sick leave.
Resources
All organisations have some resources that cost money - for example phones, fax, computer, printer, copier and overhead projector or sound system. If many people use your resources, you should have systems to make sure there is no wastage and that people use them for good reasons. You also have to keep track of any resources that people borrow and make sure they get returned.
Money
Money is your most important resource and must be very carefully controlled. See the guide on Accounting for much more detail on how to do this.
2. [bookmark: how]How to deal with visitors to your office
All visitors to your office should be properly received and assisted. Most organisations do not see only visitors with appointments and this means that people can come at any time. Someone should immediately greet a visitor and find out how they can be helped. Visitors should feel welcome and should be treated with respect. For much more detail on how to run an office that treats the public properly see the Guide on Public Relations and Your Office.
Here are some simple things you should do:
· Have a space where visitors can wait - a small room or just seats in the front office.
· Make sure the reception area is always clean and tidy.
· All volunteers or workers who work in the reception area should be friendly and polite, even if they are busy.
· Put reading material on current affairs, brochures from government departments and from community organisations in the reception area.
· Provide water and cups for visitors.
· If it will take a long time before someone can be attended to, tell them how long they will have to wait.
· If they cannot wait, take a message for the person they wanted to see.
[bookmark: how2]If you provide a service like advice or counselling, you should make sure you set up a proper case file system for visitors. It would also be useful to record each visit in a diary so that you can count how many cases you see each day. See the Guide on Giving Advice for more details.
3. How to set up information systems
There are many parts to a good information system. Here are some of the most important ones:
Messages
A duplicate book can be used to take messages for people. You can also just use scrap paper. The important thing is to get the right information on the message and then to make sure that the message gets to the right person as soon as possible. If you can afford a duplicate message book, staff and volunteers should check it for messages and take out the top copy of their messages. At the end of each day you will easily see who has not received their messages and can then make a plan to get it to them. If you use scrap paper, put the messages on spikes or in pigeonholes with different people's names on them.
At the end of each day someone should check which messages have not been passed on. If the message seems important, make sure the message gets to the right person or phone the one who left the message back and try to help them.

[bookmark: _Toc459075135]2.3 Review the effectiveness of office systems and procedures to meet users’ needs, adapting them to meet changing demands 
It's easy to focus only on the day-to-day running of your business, especially in the early stages. But once you're up and running, it can pay dividends to think about longer-term and more strategic planning. This is especially true as you take on more staff, create departments within the business, appoint managers or directors and become distanced from the everyday running of the business.
Reviewing your progress will be particularly useful if you feel:
· uncertain about how well the business is performing
· unsure if you're getting the most out of the business or making the most of market opportunities
· your business plan may be out of date, e.g. you haven't updated it since you started trading
· your business is moving in a direction different to the one you had planned
· the business may be becoming unwieldy or unresponsive to market demands
It is also useful if you have decided that your company is ready to move on to another level.
Setting the direction
A clear business strategy will help to answer any concerns and show practical ways forward.
Questions you might want to ask include:
· What's my direction? To answer this you need to look at where you are now, where you want to go over the next three to five years and how you intend to get there.
· What are my markets - now and in the future? Which markets should I compete in, how will they change and what does the business need in order to be involved in these sectors?
· How do I gain market advantage? How can the business perform better than the competition in my chosen markets?
· What resources do I require to succeed? What skills, assets, finance, relationships, technical competence and facilities do I need to compete? Have these changed since I started?
· What business environment am I competing in? What external factors may affect the business' ability to compete?
· How am I measuring success? Remember, measures of performance may change as your business matures.
It's doubtful whether you will be able to answer these questions on your own - involving your professional advisers, your fellow directors and your senior staff will all help to make your review more effective

[bookmark: _Toc459075136]2.4 Manage the maintenance of office equipment to meet users’ needs and expectations 
Management of the office facilities can be very time consuming for agents, especially with offices that are owned by the Extension District Boards. Prior to the decision to obtain better offices, agents and the County Extension Council need to discuss maintenance, use of the meeting room(s), security, cleaning, and setting up of equipment.
The more time agents spend managing the facility, the less time is available for programming. Determining the best system for managing the facility is influenced by the following:
· Size of the facility
· Volume of community use
· County budget
Some options that can be considered by the staff and the County Extension Council are:
· Hire part-time custodians or contract for custodians to be available during evening hours. Job descriptions can include setting up tables and chairs, setting up audio visual equipment, clean up after meetings, and providing security after office hours.
· Employ a facilities manager with duties to include some maintenance as well as the jobs listed above.
· An office manager/head secretary can be employed to provide overall management of the facility. The job description could include: 
· Supervising secretaries
· Coordinating custodial work
· Office financial management
· Arrange for equipment repair and maintenance
· Ordering supplies
· Assisting users of the meeting room
If the county decides to hire a janitor or additional office help, the following are considerations to make:
· Develop a list of jobs that need to be done. All agents discuss what is needed to do a better job.
· Anyone employed must be on the University of Kentucky payroll unless they are contract labor.
· If the work is contracted, then the agency or individual doing the work must provide own supplies and provide own social security and other taxes.
· A written agreement should be made with any work that is contracted.
· Anyone employed, regardless of source of funds, must comply with U. K. employment policies and procedures.
· Besides janitorial work, additional office help may do specialized jobs such as running office machines, setting up for meetings, stuffing envelopes, collating materials, assembling handouts for meetings, kitchen clean-up, making coffee, delivery of materials, or handling secretary duties when secretary is on leave.
If county budgets do not permit hiring additional staff, other options can be considered:
· Charging fees for use of the meeting room will help offset expenses.
· Each group using the facility can be responsible for setup, arrangement, and clean up.
· Shared employment of staff with other agencies.
· Regular users of the facility might financially support a position.

[bookmark: _Toc459075137]2.5 Manage effective relationships with suppliers 
1. Invest in supplier relationship management software.
When shopping for SCM software, look for a program that has SRM features or apps, or consider buying a separate SRM program. This type of software contains invaluable features and performs tasks for you, such as providing all your suppliers’ updated profiles, managing and monitoring supplier performance, and identifying and accommodating new suppliers. The more vendors you acquire, the harder it is to keep track of all of them, which is why software makes it easier by containing all of your supplier information in one centralized location. 
2. Demonstrate to your suppliers that you’re a good customer.
Remember that both you and the supplier have a business to run, so just as you are measuring their performance, they will also be measuring yours. There are two important steps you can take to prove you’re a good customer and earn respect from your suppliers. The first is to always pay your bills on time: Figure out what the payment terms are as soon as you place the order, and then abide by those rules. If for any reason you can’t make the payment, let the supplier know as soon as possible when they can expect payment. The second step you can take is to give your vendors as much lead time as possible, and being honest in your projections. 
3. Consider reducing your number of vendors.
According to a recent Entrepreneur article, having too many vendors can be overwhelming, inefficient, and lead to higher administrative costs. Having closer relationships with a few choice vendors allows for both parties to work together to control costs, and eliminating “troublesome vendors can quickly increase the efficiency of your purchasing and administrative staffs.” If you feel as though you have too many vendors but aren’t sure which ones to eliminate, start by evaluating the performance of each. Take into account factors such as unreliability and lateness of delivery, higher costs, and insularity or unwillingness to communicate. Your SRM and SCM software can also help you evaluate supplier performance and make your decision. 
4. Keep lines of communication open.
This simple and most basic rule is also perhaps the most important. Invite your suppliers to your strategy meetings, let them tour your office, include them in business events and parties, and share information about new products and personnel. Likewise, you should be able to visit your suppliers’ offices and know the ins and outs of their business. Personalizing the relationship like this and getting to know one another creates a solid partnership. It’s also important to be honest and upfront with your suppliers about your needs so they can perform better and know what areas to improve in to keep you happy. 
Effective supplier relationship management is the best way to ensure optimal supplier performance and help you run your small business more efficiently. Investing in high-quality software is a start, but actively taking the above steps will build even better relationships. 



[bookmark: _Toc459075138]2.6 Take action to ensure that administrative services are provided to agreed standards
Administrative services managers typically do the following:
· Buy, store, and distribute supplies 
· Supervise clerical and administrative personnel 
· Recommend changes to policies or procedures to improve operations, such as changing what supplies the organization keeps and improving how the organization handles records 
· Plan budgets for contracts, equipment, and supplies 
· Monitor the facility to ensure that it remains safe, secure, and well maintained 
· Oversee the maintenance and repair of machinery, equipment, and electrical and mechanical systems 
· Ensure that facilities meet environmental, health, and security standards and comply with government regulations 
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