Gateway Qualifications Level 2 Diploma in Business Administration
Principles of Providing Administrative Services – Lesson Plan
Tutor Guidance	
This session is designed to provide some of the knowledge and understanding to support the completion of this unit of the Level 2 Diploma in Business Administration. As you work through the session, activities are provided to support the collection of evidence for the knowledge unit with guidance as to the criteria they cover.
Although this lesson plan refers to ‘group’ the lesson may well be delivered to one learner at a time.
	Resources Required 	
	Handouts Required

	· Laptop and projector
· Pens and paper
· Copy of slides and procedures
· Highlighter pens and complaints
	· Activity 1 – Understand the organisation and administration of meetings
· Activity 2 – Understand the organisation of travel and accommodation
· Activity 3 – Understand how to manage diary systems
· Activity 4 – Understand how to use office equipment
· Activity 5 – Understand the use of mail services in a business context
· Activity 6 – Understand customer service in a business environment
· Copy of matrix
· Organising a meeting handout
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session.
Explain that every business organisation needs efficient administrative support and your role as an administrator will need to be a varied one to provide this support. 
Explain this session is designed to deliver a level of understanding on the different aspects of working in administrative support. Explain the students will complete activities throughout the session which will provide some evidence for the unit.
Hand out a copy of the slides and the unit matrix
	Laptop and projector
Pens and paper
Copy of slides
Unit matrix

	2
	Aims of the session
	Discuss the aims of the session and agree these with the group.
	

	3
	Agenda
	Read through the points of the agenda. Explain the session is designed to develop an understanding of the key points contained within the unit.
	

	4
	What sort of activities does an administrative assistant undertake?
	Icebreaker
Split the group into pairs. Explain that an administrative assistant has to undertake a number of different activities within their role, some of which they may not expect.
Ask the group to produce a list of all the different activities they think they may have to undertake within their role. Give 10 mins then feedback.
	

	5
	What are the different types of meetings you may attend?
	Explain that there are 2 types of meeting the students may attend within their role. Ask if the group know what these are before bringing up the two headings.
Go through the different meetings and provide an explanation as to what happens at each one.
	

	6
	Formal meetings
	Explain there is no set process for a formal meeting as this may have any number of purposes. Bring up the points and provide an overview of each:
Preparation – advance notices will be required and these will include information of any preparation the attendees may need to complete
Travel – a venue may need to be arranged and this may include the identification of refreshment arrangements. You may also need to organise travel arrangements including rail bookings
Meeting minutes – minutes of the meeting will be recorded and you may be asked to do this within your role. These need to be accurate and will be typed up following the meeting and distributed once agreed.
Action points – these will be agreed by all participants and will be included within the meeting minutes and distributed to all attendees.
Agenda – the agenda will be pre-determined and may have been sent out with the meeting invites
	

	7
	Informal meetings
	Explain that, again there is no fixed process for an informal meeting although each individual organisation may have its own process.
Bring up the points and provide a brief explanation:
Ad hoc – an informal meeting could be ad hoc to respond to a particular business need or to make use of an unexpected circumstance or opportunity
Agenda – If the meeting is ad hoc it is unlikely there will be a set agenda. If the meeting is a one to one there will be points to discuss but these may change from one month to the next.
Minutes – it is likely minutes will be recorded so there is a record of the conversation for reference at a later date. These will need to be typed up and distributed to all attendees.
Action points – again, there may be action points from the meeting. These will have been agreed and target dates set. These will be included within the meting minutes.
	

	8
	How do you provide support for meetings?
	Ask the group to work in pairs to identify the different ways they can provide administrative support for a meeting.
Give 10 mins then feedback.
Look for:
· Arrange facilities
· Provide documentation, including sending out agendas, printing resources
· Liaise with participants – sending invites, organising travel arrangements
· Set up the venue
· Take minutes
· Circulate minutes and action points
Ensure each student has their own record as this covers criteria 1.2
	

	9
	How do you organise a meeting?
	Ask the group what they think is involved in organising a meeting. Bring up each point and provide more detail for each point.
Identify attendees – You firstly need to know who will be required to attend the meeting. This could be a full organisation event or could be for a select group of people. The number of attendees will enable you when completing the next steps
Agree and arrange a date – If the meeting is for a select group of people you will need to send them a list of dates and identify a mutually convenient one; if the meeting is for the whole organisation you will have to select a date but remember to give enough notice as people will have pre-arranged work commitments.
Identify a venue – once you know the number of people attending, you can locate an appropriate venue. This could be an internal meeting room or may need to be an off-site conference suite, if this is the case, you will need to identify the budget for room hire and factor this in. You will also need to identify a location that is suitable for all attendees to reduce travel/hotel costs.
Send out the invites – Once you have your date and accommodation you need to send out an invite to all proposed attendees. You will need to record responses so you know who has confirmed their attendance. The invite needs to include the full details of the meeting including the purpose, date, time and location.
Make travel arrangements – if people require transport or hotel accommodation, you will need to arrange this once they have confirmed their attendance. You will need to identify the most cost effective options to reduce the cost to the organisation.
Refreshments – You will need to organise refreshments; this could include just arranging tea and coffee or could be a full lunch menu. Either way you will need to identify if anyone has any allergies or specific requirements so special arrangements can be made.
Agenda – You will need to identify the agenda items for the meeting and the order these need to be in. Once this has been agreed you will need to distribute to all attendees, along with the identification of any pre-preparation that is required by attendees.
Resources – prior to the meeting you will need to arrange all resources. This could mean printing documents, organising print runs of leaflets, arranging name badges for attendees or ensuring the equipment is organised. You will need to work with a number of other departments to ensure everything has been arranged.
Layout – you will need to identify the appropriate layout based on the meeting. This could be around a conference table for a small meeting or in cinema style for a full organisation meeting.
Handout – Organising a meeting
	Organising a meeting handout

	10
	Understand the organisation and administration of meetings
	Hand out Activity 1 – Understand the organisation and administration of meetings
Give 15 mins to complete then feedback.
	Activity 1 – Understand the organisation and administration of meetings

	11
	Organising travel
	Explain that the students may need to make travel arrangements for colleagues for a number of reasons. Explain that there are many different forms of travel that may need to be arranged and ask the group to name these before bringing up each point.
Provide an explanation of each:
· Air – type of booking e.g. economy or business class, airports, any special arrangements including leg space etc.
· Train – type of seat, direction of travel, stations and times, open or fixed return ticked, tube tickets to be included
· Sea – Foot passenger or car booking will need to be identified.
· Car – could be a personal car but you may have to hire a car for someone to use.
Explain that there are a number of variables that could influence which method of travel that is selected.
	

	12
	What could affect the choice of travel method?
	Split the group into pairs and ask them to consider the variables that could affect the travel method decision. 
Give 10 mins then feedback.
Look for:
· Cost
· Time taken/speed
· Location – proximity to train stations/airports
· Necessity – it may be the only possible method
	

	13
	Types of accommodation
	Explain that, as with the choice of travel method, there are also different options for accommodation.
Hotel – This is the most common as it is quick and easy to organise. There will be a wide range of facilities and you can select the board basis (e.g. full board, half board, B&B) to meet the needs of the stay. Hotel stays are most appropriate when the stay is for one or two nights.
Apartment – When you are looking for a longer term stay it might be more appropriate to consider an apartment stay. This will be self-catering so the colleague can choose whether to eat in or out.
	

	14
	What information do you need to confirm for business travel?
	Explain that, when making arrangements for travel and accommodation bookings, you will need to confirm a certain amount of information.
Ask the group to work in pairs to identify the information that needs to be confirmed.
Give 10 mins then feedback.
Look for:
· Dates
· Times- for travel including arrival requirements and return journeys
· Car park facilities
· Method of transport
· Passport requirements
· Payment arrangements
· Location of any accommodation
· Special access arrangements for all bookings
· Type of accommodation
	

	15
	Why is it important to check travel arrangements?
	Ask the question then bring up the points.
	

	16
	Why should records of travel be kept?
	Ask the question then bring up the points and provide the additional information.
Cross reference – you may need to check expenses claims against booking records for reconciliation purposes
Taxation – hotel stays and travel expenses will need to be declared against tax claims so records will need to be made available
Future decisions – you may need to make bookings again in the future and may have identified good/poor places to stay or appropriate websites to use to make bookings.
	

	17
	Understand the organisation of travel and accommodation
	Hand out Activity 2 – Understand the organisation of travel and accommodation
Give 20 mins to complete.
	Activity 2 – Understand the organisation of travel and accommodation

	18
	What are the features of different types of diary?
	Ask the group if they know what types of diary systems are available then bring up the two headings. Then ask if they understand the features of each one before bringing up the points.
	

	19
	Why do you use a diary system to plan and co-ordinate activities?
	Ask the group to consider why they would use a diary system to support the co-ordination of an event.
Give 10 mins then feedback.
Look for:
· Can set deadlines for actions
· Can check for and arrange mutually agreed dates
· Can include special requirements
· Can include different people easily
· Can update times and locations easily
Ensure each student has their own copy as this covers criteria 3.2
	

	20
	What information do you need to manage  diary system?
	Ask the group to now consider what sort of information they need to be able to manage the diary system. 
Give 10 mins then feedback.
Look for:
· People involved
· Dates, times and locations of activities
· Methods of travel for events
· Types of activities to be scheduled
Ensure every student has their own copy as this covers criteria 3.3
	

	21
	Why is accurate information important when making diary entries?
	Explain that it is important to ensure information is accurate for a number of reasons. Ask the question and allow 5 mins for answers to be provided. Then bring up the points on the slide.
Prevent conflicting appointments – If the diary entry is accurate you can prevent the booking of conflicting appointments which will mean you do not have to let any client/colleague down.
Identifies deadlines – if you have deadlines in your diary you can allocate enough time to ensure activities are completed correctly
Travel time – if you have accurate information about locations and timings you can ensure enough time is allocated for travel meaning you are unlikely to let your clients/colleagues down.
Distribution of information – if the information is accurate this will ensure others receiving the entry will also have the correct and accurate information to support their planning.
	

	22
	Understand how to manage diary systems
	Hand out Activity 3 – Understand how to manage diary systems.
Give 15 mins to complete.
	Activity 3 – Understand how to manage diary systems

	23
	What types of office equipment do you use?
	Ask the group to identify the different office equipment they use and if there are any variations of these (e.g. colour/black and white printer)
Give 10 mins then feedback.
Look for:
· Printer – colour, black and white, laser
· Computer – desktop, laptop, tablet
· Photocopier – black and white, colour,
· Telephone
· Shredders
· Laminators
· Franking machines
If there is any equipment the group doesn’t understand/use provide an explanation as to what it is used for.
Make sure each student has a full list as this covers criteria 4.1 and is required for the next activity.
	

	24
	What is the purpose of different types of office equipment?
	Handout Activity 4 – Understand the use of office equipment.
Ask the group to use their answers from the last activity to complete question 1.
Give 10 mins and feedback
	Activity 4 – Understand the use of office equipment

	25
	How do you select which equipment to use?
	Ask the group the question. Explain it might sometimes seem obvious what you need to use, however there may be times when you need to make a choice between a number of different pieces of equipment; for example, if you are printing should this be colour or black and white and what quality print do you need?
Explain there are a number of different things to consider, then bring up the list and provide an explanation.
Appropriateness for the task – as discussed in the example, you need to consider which piece of equipment is the most appropriate for your needs
Cost – You need to consider the cost of using the different equipment, postage using a franking machine may be more cost effective than using stamps for a large volume of postage but not for an individual letter.
Time – the time it takes to complete a task may affect your decision; consider if something is time sensitive you may need to send an email, but, if you need a signature, you may have to send a letter or a scanned copy.
Volume of work – If you have a large volume of printing you may choose to use a photocopier rather than a printer, or you may need to send to a specialist printer.
Confidentiality – You need to ensure your use of equipment maintains the confidentiality of the information. If you are sending to a public printer, you may not be able to maintain confidentiality so you may decide to use email or a local printer.
Safety – You need to check the equipment is safe before using it.
	

	26
	How do you keep waste to a minimum?
	When using equipment, it is important to remember there is a cost impact of everything you do, this includes printing and copying as much as postage and booking hotels. If the copier is on a lease, there will be a cost per sheet as well as the cost of ink, toner and paper.
Ask the group how they would keep cost to a minimum then bring up the points on the slide and talk through.
	

	27
	Understand how to use office equipment
	Go back to Activity 4 and ask the group to continue with the additional activities.
Give 15 mins to complete.
	Activity 4 – Understand the use of office equipment

	28
	What are the different mail delivery services?
	Explain that mail is distributed within a business environment in a number of ways. Ask the group to identify some different delivery methods.
Explain that the way mail is delivered is different if it is internal and external. Bring up the headings then discuss the different delivery methods.
Give additional information for each type of delivery to clarify the difference (particularly between special delivery and signed for) including the need for signatures, the ability to track and insurance.
	

	29
	Why do you need different types of mail service?
	Explain that you discussed the different types of mail service on the previous slide. Ask the group why they think there are different types of mail service. Give time for the group to shout out answer then bring up the points on the slide.
Speed – the different methods of service have varied speed of delivery. Email is the quickest with post having a varying speed dependant on the method used. A courier service will guarantee delivery within a set timeframe.
Security – some methods of delivery offer insurance packages and a tracking facility to guarantee the security of the mail.
Weight – the weight and size of the mail may determine the most efficient way to send it.
Convenience – the different methods of delivery have varying levels of convenience. Posting in a post box is easier than arranging a courier for small mail and if you are local to a mail box.
Destination – mail for certain destinations requires specific delivery methods
	

	30
	What is meant by ‘postage method’?
	Ask the group if they understand what is meant by postage method. Explain this is the use of the postal service via the post office and is different to using a courier service such as TNT, Hermes or DHL.
Explain there are a number of different postage methods and bring them up.
Special delivery – next day by a set time, guaranteed money back, tracking, signature on delivery, compensation cover.
Signed for – signature on delivery, confirmation on delivery, compensation cover
Post – delivered by post person, no confirmation, no compensation
International tracked and signed – ability to track progress, signed for on delivery, compensation
International tracked – ability to track progress
International signed – signature on delivery
Explain you can get more information on the types of postage and costs by looking at the Post Office website.
	

	31
	How do you select mail services or postage methods?
	Ask the group the question and bring up the points on the slide. 
Provide an explanation of the points and check everyone understands.
	

	32
	Understand the use of mail services in a business context
	Hand out Activity 5 – Understand the use of mail services in a business context.
Give 15 mins to complete the feedback.
	Activity 5 – Understand the use of mail services in a business context

	33
	What is a customer?
	Split the group into pairs
Ask the group what their understanding of a customer is and to come up with a brief statement to demonstrate this.
Give 10 mins then feedback.
	

	34
	What is a customer?
	Read the definition and check the students understand.
	

	35
	Internal and external customer
	Ask the group what they understand by the term internal and external customers and what the main differences are between to two.
Read through the points on the slide and give further explanation if required
	

	36
	How do you identify different behaviour with customers?
	Ask the group how they should behave around customers and if they understand what is identified as positive or negative behaviour.
Bring up the points and read through them, check everyone understands and agrees.
	

	37
	How does your behaviour impact on a customer?
	Ask the group to consider the behaviours discussed on the previous slide and identify how their behaviour could impact on their customers.
Give 10 mins to identify the impact of positive and negative behaviour then feedback.
Look for:
· Positive – Customer returns, positive impression of the company
· Negative – Customer goes elsewhere; customer feels they are not valued
Ensure each student has their own explanation as this covers criteria 6.2.
	

	38
	What is the impact of poor customer service?
	Ask the group to consider the wider impact of poor customer service on the organisation. Allow the group time to give their answers then bring up the points on the slide.
	

	39
	Understand customer service in a business environment.
	Hand out Activity 6 – Understand customer service in a business environment.
Give 10 mins to complete the feedback.
	Activity 6 – Understand customer service in a business environment

	40
	Aims of the session
	Review the session aims and agree if these have been met.
Explain that the activities completed can be referenced into the student portfolio and complete the unit.
	

	41
	Any questions
	Check if anyone has any additional questions.
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