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About Swaggies
Company Profile

Swaggies is a growing chain of gift stores retailing authentic Australiana products. The atmosphere of Swaggies stores is distinctive with outback themes and music creating a pleasant shopping and working environment.

The company commenced operations in 1996 with Head Office at Manly and one store at Darling Harbour. During 1997 a second store was opened in Newcastle. The success of these two stores was such that it was then decided to expand. There are now seven stores successfully operating throughout NSW. This year, plans for further expansion into Victoria, South Australia and Tasmania are underway.

Products

All products sold in Swaggies stores are Australian-made.  The Swaggies product range includes

	· Aboriginal Products

· Australian Art Prints

· Books and Maps

· Boxed Gifts

· Cards, Calendars, Diaries

· CD’s
	· Clothing

· Corporate Gifts

· Homewares

· Jewellery

· Leather Gifts

· Novelty Gifts
	· Sheepskin Products

· Timber Handcrafts

· Toys and Games

· Videos


The full product range is shown on the following page.

Mission Statement

Swaggies is committed to maintaining our position as the leading retailer of authentic Australiana gift products by providing our customers with a unique selection of quality products at competitive prices.

Key Strategies

· Maintain excellent customer and community relations

· Ensure staff are trained to provide a first class service

· Maintain unique in-store presentation

· Provide expert marketing for the promotion of stores

· Increase the range and depth of products offered.

Aboriginal Products

Art Prints
  Dot Painting - Series A

  Dot Painting - Series B

  Dot Painting - Series C

  Bark Paintings - Series A

  Bark Paintings - Series B

Original Paintings

Artefacts
  Bullroarers

  Clapsticks

  Nullas Nullas

Boomerangs – Black Wattle
  Handpainted, returning 25 cm

  Handpainted, returning 30 cm

  Handpainted, hunting 30 cm

Didgeridoos
  Series A – soft wood 90 cm

  Series B – soft wood 120 cm

  Series C – white ant eaten 120 cm

Handpainted Gifts

  Coasters

  Picture Frames

Jewellery
  Necklaces

  Bracelets

Australian Art Prints

Framed Colour Prints

  Series A-C

Framed B/W Photographic Prints
  Series D-F

Framed Panoramic Prints

  Series G-I

Books and Maps

  Australian Pictorials

  Australian Travel Guides

  Aust Pocket Travel Guides

  Australian Crafts & Hobbies

  Australian Literature

  Banjo Patterson

  Beaches of Australia

  Country Australia

  Images of Australia

  Maps of Australia

  Pocket Maps of Australia

  Australian Road Directories

Boxed Gifts

Aussie Tucker Packs

  Standard Pack

  Deluxe Pack

Aussie Cat Pack
Aussie Dog Pack
Cosmetic Gifts
  Baby Gift Basket

  Cosmetic Gift Basket - female

  Cosmetic Gift Basket - female

  Cosmetic Box – male

Food Baskets
  BBQ Basket

  Gourmet's Basket

  Swaggies Pack

  Sweet 'n Savoury Basket

  Anzac Biscuits and Tea
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Cards & Calendars

Calendars
  Pocket, Desk, Wall

Cards, assorted

Card Sets

  Series A-B

Desk Diaries
  A4, A5

CD's

  Alternative

  Ambient

  Children’s

  Country & Western

  Dance

  Rap/Hip Hop

Clothing

Belts

  Crocodile

  Kangaroo

Hats
  Akubra

  Buffalo, waterproof

  Kangaroo 

Shirts
  Bush Shirts

  T-Shirts 

  (Ozzie, Aboriginal, assorted)

Pants
Shorts

Corporate Gifts

Calendars
  Pocket, Desk, Wall

Diaries
  A4, A5

Document/Certificate Frames
Letter Openers
Pewter Figurines
Pewter Keyrings
Pewter Bowls

Presentation Ice Bucket

Homewares

Bath Towels

Candles - series 1-4

Candle Holders - wooden

Cleaning Products - 4 in 1

Cleaning Products - Bathroom

Cleaning Products - Kitchen

Drink Coasters - Plastic

Drink Coasters - Gift boxed

Fragrant Oils of Australia

Gift Boxes – small handpainted

Gift Boxes – large handpainted

Hand Towels - Australian themes

Soaps - handpainted

Soaps - gift boxed

Tea Towels - Australian themes

Tea Towels – comical

Jewellery

Handcrafted Jewellery

Opal Gifts
Pearl Gifts
Jewellery Boxes
Leather Gifts

Adult Boots - Long

Adult Boots - Long, laceup

Adult Boots - Short

Leather Bootlaces

Ladies Handbags

Ladies Purses

Mens Wallets

Novelty Gifts

Aussie Mozzie Zapper

Cane Toad Purse

Footrest

Fridge Magnets

Hotwater Bottle Cover

Key Rings - handcarved wooden

Stubbie Holders

Sheepskin Products

Ladies

Hats

Innersoles

Scuffs

Slippers

Product

Mens
  Hats

  Innersoles

  Scuffs

  Slippers

Babies and Children
  Babies Booties

  Slippers, 2-3 year olds

  Hats

  Baby Stroller Fleece

Rugs

  Bedding

    Baby Rug

    Therapeutic Rug

    Underlay

  Floor

    Single Floor Rug

    Double Floor Rug

Cars and Bikes

  Car Seat Cover - bucket seats

  Car Seat Cover - throwover

  Steering Wheel Cover

  Push Bike Seat Cover

Pets

  Pet Bed Rug

Timber Handcrafts

Banksia Serviette Rings

Banksia Vases

Burl Platter, small

Burl Platter, large

Huon Pine Bowls

Huon Pine Pepper Grinders

Paper Weights

Toys and Games

Canned Animals

  Emu

  Kangaroo

  Possum

Card Games

  Swaggies Snap Cards

  Gumnuts

Cuddly Toys

  Cat

  Dog

  Kangaroo

  Koala

  Lamb

  Platypus

  Wombat

Jigsaw Puzzles

  Australian animals, small/large

  Australian bush scenes, small

  Australian bush scenes, large

  Australian cities, small/large

  Puzzles - wooden, assorted

  Whistles - native bird sounds

Videos
Australian Flora and Fauna

Australian Travel

Swaggies – Store Locations
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Head Office

361 Sydney Road

MANLY  NSW  2095

Tel
02 997 7554

Fax
02 997 7553

Email
enquire@swaggies.com.au

ABN
12 331 002 441

Role of Head Office

The Head Office of Swaggies has a dual role -

1. Provide assistance to all their stores to ensure ultimate success. To this end the stores are actively promoted through both print and electronic media.


2. Quality and consistency within the stores is one of Swaggies major strengths. Stores are provided with the following

· business plan for operations

· comprehensive initial training in the business system

· marketing and management support

· ongoing training to ensure customer service standards are maintained

· printed advertising material

· stock for sale

· strategies for advertising campaigns.

Role of Head Office Departments

A summary of the role played by each department is shown below.

Accounts Department

The Accounts Department is responsible for the financial management of the company – this includes pricing, planning, business analysis, financial and management accounting, processing of accounts payable, accounts receivable and petty cash.

Administration Department

The Administration Department is responsible for providing reception and administrative support to all departments.

The Reception area provides the first point of contact for visitors, clients and suppliers and staff working in this area are expected to create a positive image for the company.  

Administrative support duties include – handling company mail, making and receiving telephone calls, sending fax messages, assisting with customer enquiries, photocopying, creating documents using word processing software, creating simple spreadsheets and charts, ordering and distributing stationery supplies, maintaining both paper and electronic filing systems.

Human Resources (HR) Department

The HR Department is responsible for recruitment of Head Office staff, payroll, occupational health and safety programs, as well as training programs that will enhance employee performance and development.

Sales and Marketing Department

The Sales and Marketing Department is responsible for developing marketing campaigns aimed at attracting new clients as well as managing the marketing needs of all stores.  Advertising material and brochures for Swaggies’ stores are prepared by the Sales and Marketing Department and forwarded to commercial printers for printing.

The Sales and Marketing Department continually sources new product suppliers as well as maintaining regular contact with the existing supplier base.

Purchasing Department

The Purchasing Department orders the products supplied in Swaggies stores together with all other goods or services required by the company

Warehouse

The Warehouse is responsible for receiving delivery of products, storage of products and other items, stock management and rotation, and shipment of products to Swaggies stores.

Staff and Stores Directory

Head Office
	Swaggies Pty Ltd

361 Manly Road

MANLY  NSW  2095

ABN   12 331 002 441
	Telephone (Reception)
997 7554

Fax
997 7553

Email
enquire@swaggies.com.au




Head Office Staff Directory
	Name
	Job Title
	Work Extension
	Email

	Adams, Kylie
	Sales & Marketing Manager
	578
	adams@swaggies.com.au

	Anderson, Mary
	Purchasing Assistant
	585
	anderson@swaggies.com.au

	Hill, Peter
	Warehouse Assistant 1
	587
	hill@swaggies.com.au

	Jones, Mark
	Purchasing Officer
	584
	jones@swaggies.com.au

	Lim, Ron
	Warehouse Assistant 2
	587
	lim@swaggies.com.au

	Little, John
	Warehouse Manager
	586
	little@swaggies.com.au

	Marconi, Robert
	Accounts Manager
	561
	marconi@swaggies.com.au

	McAllister, Mark
	Warehouse Assistant 3
	587
	mcallister@swaggies.com.au

	Parker, Janet
	Administration Manager
	566
	parker@swaggies.com.au

	Parsons, Steve
	Managing Director
	560
	parsons@swaggies.com.au

	Singh, Lyn
	Human Resources Manager
	572
	singh@swaggies.com.au

	
	Accounts Payable Clerk
	562
	

	
	Accounts Receivable Clerk
	563
	

	
	Accounts Assistant 1
	564
	

	
	Accounts Assistant 2
	565
	

	
	Receptionist
	567
	

	
	Administration Assistant 1
	568
	

	
	Administration Assistant 2
	569
	

	
	Administration Assistant 3
	570
	

	
	Administration Assistant 4
	571
	

	
	Human Resources Assistant 1
	573
	

	
	Human Resources Assistant 2
	574
	

	
	Human Resources Assistant 3
	575
	

	
	Human Resources Assistant 4
	576
	

	
	Human Resources Assistant 5
	577
	

	
	Sales & Marketing Assistant 1
	579
	

	
	Sales & Marketing Assistant 2
	580
	

	
	Sales & Marketing Assistant 3
	581
	

	
	Sales & Marketing Assistant 4
	582
	

	
	Sales & Marketing Assistant 5
	583
	


Stores Directory

Byron Bay

	Swaggies (Byron Bay) Pty Ltd

23 Main Street

BYRON BAY  NSW  2481

ABN   77 333 444 080
	Telephone
(02) 685 3435

Fax
(02) 680 0808

Email
scully@swaggies.com.au

Store Manager
Grant Scully

Sales Assistant
Julie Tanner


Darling Harbour
	Darling Harbour Duty Free Gift Shop

Shop 25, Darling Harbour, Darling Harbour  NSW  2000

ABN   34 888 436 010
	Telephone
(02) 977 1234

Fax
(02) 977 1200

Email
holloway@swaggies.com.au

Store Manager
Mick Holloway

Sales Assistant
Maria Nguyen


Merimbula

	Swaggies (Merimbula) Pty Ltd

108 Water Street

MERIMBULA  NSW  2548

ABN   62 787 000 341
	Telephone
(02) 649 5222

Fax
(02) 649 5333

Email
denman@swaggies.com.au

Store Manager
David Denman

Sales Assistant
Jacinta Liebermann


Newcastle

	Swaggies (Newcastle) Pty Ltd

249 King Street

NEWCASTLE  NSW  2300

ABN   99 383 383 000
	Telephone
(02) 492 9999

Fax
(02) 492 9001

Email
jones@swaggies.com.au

Store Manager
Janet Jones

Sales Assistant
Sophie McNamara


Orange

	Swaggies (Orange) Pty Ltd

88 Albert Road

ORANGE  NSW  2800

ABN   34 894 111 954
	Telephone
(02) 639 1391

Fax
(02) 639 1392

Email
peters@swaggies.com.au

Store Manager
Duncan Peters

Sales Assistant
Sylvia Morton


Tamworth

	Swaggies (Tamworth) Pty Ltd

44 Janison Mall

TAMWORTH  NSW  2340

ABN   11 989 346 563
	Telephone
(02) 676 8998

Fax
(02) 676 8997

Email
winters@swaggies.com.au

Store Manager
Ashley Winters

Sales Assistant
Bill Kirby


Wagga Wagga

	Swaggies (Wagga Wagga) Pty Ltd

305 Macleay Street

WAGGA WAGGA  NSW 2650

ABN   23 376 023 043
	Telephone
(02) 693 8202

Fax
(02) 693 8203

Email
abbott@swaggies.com.au

Store Manager
Lilly Abbot

Sales Assistant
Luke Peters


Human Resources

Code of conduct

Policy

All Swaggies’ employees are expected to perform their duties in accordance with the company’s standards relating to punctuality, attendance, safe work practices, honesty and courtesy in their interaction with co-workers, customers and suppliers.

A Code of Conduct is a guide for staff on the standards of behaviour they are required to use in their daily practice. It is a set of principles that a workplace defines as necessary for maintaining a safe and ethical work environment. This Code of Conduct specifies minimum standards of behaviour and applies to all employees. All staff members are still subject to criminal law and regulation.

Procedures

All staff members have a responsibility to:

· carry out their duties and behave according to the Swaggies Code of Conduct

· conduct all business with honesty and integrity

· act in a manner which is fair and reasonable with due skill, care and diligence

· comply with all industry rules and regulations that are applicable to their position

· perform duties in a safe manner in accordance with job descriptions and comply with the organisation’s Occupational Health and Safety (OH&S) policies including the safe use of equipment provided and report any faulty equipment or unsafe work practices to their immediate superior

· maintain confidentiality of all Swaggies’ business, employee and customer information

· abstain from the use of alcohol or non-prescribed drugs during working hours

· promote co-operation and mutual respect among all employees of the organisation

· make suggestions that may increase the efficiency of the work they do or the overall effectiveness and profitability of the company as a whole.

· report any inappropriate behaviour

· respect the dignity, rights and views of others

· comply with any lawful instruction given by your team leader, manager or a person who has the authority to make or give the request. Where an employee disagrees with a request they can discuss the matter with senior management.

· ensure that company resources are used effectively and economically. They should not be used for private purposes without permission.

· report for work on time, complete the time sheet on arrival and departure and complete core hours of work

Awards & Entitlements

Policy

Swaggies complies with all its legal obligations towards its employees.  These provisions include:

· equal opportunity and freedom from discrimination and harassment

· equitable and thorough recruitment procedures

· maintaining a safe and healthy workplace

· maintenance of appropriate employee records

· protection of employee privacy

· rates of pay, leave and other entitlements as set out in the relevant award.

Procedure

All Swaggies staff are employed under the terms of the Australian Workplace Agreement that has been lodged with the office of Employment Advocate. This agreement was lodged on 1 January 2007 and is due for renegotiation no later than 1 January 2012.

Position Evaluation and Recruitment

Policy

Swaggies is committed to adopting effective selection strategies so that the best available candidate is selected for employment. Our ability to provide excellent customer service and achieve our objectives in relations to sales and profitability depends upon attracting, developing and retaining the right people.

The decision to establish additional positions is to be based on an evaluation of the current needs and future strategic plans of the organisation.

The selection procedure is non-discriminatory and all candidates treated with courtesy and respect.  

The successful candidate is required to sign a Letter of Offer of Employment prior to commencement. The which boss will sign on behalf of Swaggies. This ensures both parties have a clear understanding and a written record of the agreed terms and conditions of employment.  

This policy and procedures guide includes current job descriptions for each position in the organisation. The job description clearly defines the roles and responsibilities of the position. Selection criteria that are used during the recruitment process must be based on the job description.  

Procedure

Each step of the recruitment process is described below.


	Process
	Description

	1. Position evaluation
	New positions may be created in response to internal and external influences on the business. New marketing opportunities, enhanced technologies, increased activities by competitors, and new products may stimulate the need to evaluate whether additional staff are required or whether the job specifications of existing staff can be redesigned to allow them to satisfy the needs of the business. Additional training and re-skilling may enhance the performance of existing staff.

Team leaders and managers should consult with current staff regarding the need for additional staff. Their input should be sought when developing job descriptions for new positions.



	2. Develop Job description
	Develop a job description for the position that describes the key responsibilities of the position. The job description should include remuneration, accountabilities, and the knowledge, skills, education, qualifications and personal attributes which are essential or desirable in the position holder.



	3. Advertise job vacancy
	Job vacancies may be advertised on the internet and in newspapers. The advertisement should include location, hours, duties, qualifications and application procedures.

	4. Select candidates for interview
	Written applications are to be evaluated against the selection criteria that have been developed based on the job description. Consideration may be given to applicants recommended by existing staff members. Applicants are not selected for interview are to be sent a letter within seven days advising that their application was not successful.

Applicants selected for interview should be asked to bring originals of their qualifications, banking details and proof of their right to work in Australia (if appropriate).

	5. Prepare to conduct interviews
	Convene panel to conduct interviews. Develop questions based on selection criteria. Ensure that all questions comply with the organisation’s EEO Policy – see section.

	6. Interviews
	Conduct interviews. 

	7. Perform reference checks
	Confirm information provided by preferred candidate by contacting their referees.

	8. Medical examination or other tests
	Consult with the Human Resources Manager regarding the need for the preferred candidate to undergo a pre-employment medical examination before being offered the position.

	9. Offer of Employment


	The successful applicant is to be sent a Letter of Offer which they are to sign and return before their commencement date. You may also contact them by telephone to advise that they have been successful in their application.

 

	10. Notification of unsuccessful applicants
	Unsuccessful applicants are to be sent a letter within seven days. You may choose to also advise them by telephone. You may wish to seek permission to keep their details on file if further positions become available within the next six months.

	11.  Prepare induction plan
	The induction plan may include provision of a security key for access to the premises, computer password, work station allocation and a written plan for induction training. You should also collate all relevant human resource forms that will need to be completed at commencement of employment.


Equal Employment Opportunity

Policy

Swaggies is committed to the principles of merit, fairness and respect for all people. Swaggies is an Equal Employment Opportunity employer and is committed to ensuring that recruitment, promotion and opportunities to participate in training are based on merit. The policy of the company prohibits discrimination in the workplace due to gender, race, marital status, sexual preference, pregnancy, disability, race, and place of origin, religion or political conviction. 

This company complies with our legal obligations and has a range of policies and procedures to promote Equal Employment Opportunity and prevent discrimination, bullying and harassment.  

Workplace discrimination, bullying and harassment can occur:

· at work-related functions

· between people working for different employers in the same building

· during employment procedures such as recruitment, performance review, promotion and termination of employment

· in the provision of goods and services – for example it is illegal to discriminate against a customer or supplier on the basis of gender, race, marital status, sexual preference, pregnancy, disability, race, place of origin, religion or political conviction or a supplier on the basis of an irrelevant characteristic

· in the way people are treated at work and the allocation of resources such as training, privileges and responsibilities.

· when telephoning a work colleague at home.

Procedures

In the event that an employee perceives there to be an equal employment opportunity issue, they will:

· Try to resolve the matter with their team leader or manager first, keeping dated and signed documentation of the discussion

· If within five working days the problem is not resolved to their satisfaction, they will then put the complaint in writing and discuss the matter with the Human Resources Manager who will refer it to senior management if deemed necessary.

Anti-discrimination

Policy

Swaggies promotes a working environment in which all employees are able to perform their duties without being subject to discrimination or inappropriate behaviour. Swaggies advocates a fair and friendly workplace which is free from discrimination and harassment according to Commonwealth and state legislation. The policy of the organisation is to prohibit discrimination in the workplace relating to gender, race, marital status, sexual preference, and pregnancy, disability and mental health issues, place of origin, religion, carer’s responsibilities or political conviction. 

This is promoted by:

· A policy preventing bullying and harassment of any kind, including sexual harassment, in this workplace.

· A procedure to deal with the personal threat of violence. 

· A grievance procedure for complaints arising from breaches of these policies.  For serious breaches the organisation’s disciplinary procedures may be used, including termination of employment.

It is unacceptable for employees to demonstrate any behaviour which is discriminatory. Discrimination includes making any sexist, ageist or racist remarks. Swaggies will implement disciplinary action for any infractions of this policy and may result in termination of employment. 

Procedures

All employees have the responsibility to:

· maintain confidentiality if they are involved in complaints

· participate in training to increase skill levels

· refrain from behaviour which could constitute harassment, bullying or discrimination

· report any incidents of harassment, bullying or discrimination to their team leader or manager

· to recognise the skills and talents of other staff members

· to respect cultural and social diversity among colleagues, customers and other external parties

· treat all people in their workplace fairly and with respect.

Additionally, team leaders and managers are expected to:

· ensure staff are aware of their obligations and the organisation’s policies and procedures relating to harassment, bullying or discrimination

· implement appropriate procedures when a complaint related to harassment, bullying or discrimination are reported to them, making sure they are taken seriously, properly investigated, treated confidentially and resolved in a timely manner.

· promote a work environment free from harassment, bullying or discrimination.

Workplace Harassment 

Policy

Swaggies is committed to providing a work environment that is free from harassment and where the dignity and self-esteem of all employees are respected.  The Company defines workplace harassment as “objectionable conduct which creates an intimidating or hostile work environment and interferes with an individual’s work performance”. Such harassment may include but is not limited to, comments, jokes, unwanted actions and the display of demeaning or derogatory materials.

There are a range of laws in Australia dealing with issues related to bullying and harassment including EEO legislation, OHS requirements, criminal law, defamation and common law provisions such as negligence.  These laws all require the employer to take all reasonable steps to stop bullying and harassment in the workplace, including:

1. implementing policies and procedures that seek to  prevent bullying and harassment

2. dealing with grievances in a timely, fair and appropriate manner.

Behaviour is inappropriate and may constitute harassment if it is offensive to another person, even if this was not the intention of the one initiating the behaviour. Bullying and harassment may be a once-off incident or a pattern of behaviour.  

Swaggies regards these actions and any similar behaviour as serious misconduct and any person who is found to be behaving in this manner may have their employment terminated (see the section on Summary Dismissal). 

Workplace bullying and harassment may include but is not limited to:

· interfering with the equipment, property or work of another employee in a way which is outside the normal course of your duties

· interfering with the personal property of any other employee

· name-calling and insults directed at another employee

· obscene telephone calls

· offensive jokes,

· psychological abuse, setting impossible deadlines, being overly critical and using aggressive language

· purposefully isolating a fellow colleague from participating in office functions

· suggestive remarks

· unsolicited letters, faxes or email messages

· unwanted physical contact of any kind

· unwelcome sexual advances, requests for sexual favours and other verbal or physical conduct of a sexual nature

· use of language not suitable in the workplace

· using a position of authority to intimidate.

Procedures

In the event that any staff member perceives that workplace bullying or harassment of any nature has occurred, the following procedures should apply:

1. Immediately advise the harasser that his/her behaviour is unacceptable and unwelcome. A written record of dates, times, nature of the behaviour and witnesses should be kept

2. If the staff member, for any reason, is unable to immediately advise the alleged perpetrator of perceived harassment they should immediately report the incident to their team leader or the Human Resources Manger.

3. All complaints of harassment will be promptly and confidentially investigated using the organisation’s grievance procedure. Any employee or manager who violates this policy will be subjected to disciplinary action, as described above.

4. If the behaviour persists, the incident will be reported to the immediate superior or the Human Resources Manager who will then meet with the employee within two working days of receiving the formal complaint.  The complaint will then be investigated and brought to the attention of senior management if not resolved immediately.

Staff Employment Records 

Policy

Swaggies maintains staff employment records which comply with all legal and statutory obligations.  These include:

· Employment records are kept confidential, as required by the Privacy Act (1998)

· Employment records are retained for 7 years

· Pay slips

· Personnel files are maintained for each employee. They may contain job applications, training records, professional development plans, transcripts of educational records, performance reviews and information related to counselling and discipline.

· Security and privacy of employees are maintained in accordance with the Privacy Act (1998)

Procedure

Employment records:

Documentation that may be included in the personnel file may include:

· employment arrangements (including hours of work, remuneration)

· letters/ customer comments forms related to this employee

· payroll and leave records

· performance review

· personal details (including emergency contact)

· qualifications

· relevant job description

· superannuation details

· supervisor notes related to counselling and discipline

· supervisor notes related to informal feedback

· tax declaration

· training (including Induction and OH&S)

· termination.

Pay Slips & Payroll Records:

Swaggies maintains information (in addition to that in the personnel file) on payroll, taxation and superannuation transactions, as required by the relevant legislation.

These records include:

· The hours worked by each employee including the daily starting & finishing time, the total hours worked per day and per week and any variation to the normal hours worked.
· The amount paid to each employee each week, including taxation and superannuation contributions.

· Record of leave including annual leave and sick leave.

Employees are mailed (either by post or email) a pay slip which includes the following information:

· name, position and classification of the employee.

· period to which the pay relates and the date it is paid.

· itemisation of hours worked (including normal hours, overtime, penalty rates, leave payments and loadings)

· hourly rate (or annual rate, if applicable)

· any additional allowances or deductions.

· gross amount of the pay, taxation deducted and net payment.

· details of superannuation contributions.

Confidentiality:  

Swaggies complies with the requirements of the Privacy Act (1998), by ensuring that:

· Only information directly relevant to the employment of staff member is maintained.

· Employee records and payroll information is kept in a locked filing cabinet. Electronic records have restricted access and are password protected.

· Employees are made aware that in most circumstances they are entitled to view their personal files.

Retention:  

Swaggies complies with the 2006 WorkChoices legislation and retains all payroll and employee records for 7 years.

Staff Induction
Policy

Swaggies ensures that all new staff are formally inducted into the organisation. Formal induction procedures are designed to make staff familiar with their role and responsibilities in the operation of the organisation, the relevant code of conduct and their responsibilities in relation to workplace health and safety.

Staff will be given information regarding accessing the Policy and Procedure Manual, clarifying information and ensuring they are using the latest version.

In-house training is provided to staff members whose role includes responsibility for inducting new employees. Induction training programs are developed to cover orientation to Swaggies, job specific tasks and responsibilities, occupational health and safety and human resource matters. Individuals delivering induction training should complete the Staff induction Checklist by signing off against each competency. 

Procedure

An individual will be assigned responsibility for inducting the new employee.

Prepare Staff Induction Checklist and have a copy of the Policy and Procedures Manual and job description available to refer to.  A sample Induction Checklist is provided at the end of this section.

Tick off each item on the Induction and Training Plan as it is completed.

Continue Induction and Training Plan until all items are completed.

Sign the Induction &Training Plan to show it has been completed. Give a copy to the employee and file the original in the employee’s personnel file.

Performance Review

Policy

Annual performance reviews are conducted for all employees to ensure continuing high levels of work performance and to assist in job enrichment. The performance review forms part of a continuous process of feedback to individual staff on their work performance.

The objectives of performance reviews include:

· clarifying with staff what is expected of them

· formal recognition and appreciation of the contribution of the staff member to the organisation

· the review of previously determined goals and setting objectives for the future

· identifying opportunities for professional development and training

· dealing with problems and resolving grievances.

The completed performance review document is signed by both the employee and the individual responsible for conducting the performance review, with a copy retained by the staff member.  The original is filed in the employee’s personnel file.

Swaggies does not directly link staff salaries to performance reviews.

Procedure

A review is conducted 3 months after commencement of the position and at least annually thereafter. 

A detailed description of each step and hints follows.

	Process
	Description

	Step 1: Prepare for performance review
	Schedule a meeting with the employee. At least one week’s notice should be given. The employee should complete a Self-appraisal Questionnaire. The supervisor or manager should complete the Performance Appraisal template after evaluation of the Self-appraisal questionnaire and previously completed performance reviews and collating diary notes, comments from informal customers and colleagues.

	Step 2:  Conduct the review
	Explain the purpose of the review.

Review job description and previous goals.

Identify strengths and weaknesses.

Discuss any specific issues affecting performance.

Negotiate new goals (aligned to professional development, business needs)

	
	Refine job description in collaboration with HRM where appropriate.

Document goals (both parties to sign). Identify resource and training needs.

Store in employee personnel file.



	Step 3:  Implement action items from performance review
	Implement training and professional development. Store new job description.


Disciplinary Process

Policy

Team leaders have the day to day responsibility for ensuring that employees meet the required standards for work performance and conduct. Swaggies are committed to resolving issues related to staff performance at the lowest possible level. Strategies to support this philosophy include:

· coaching staff

· communicating clearly to staff what has to be done

· consulting with staff when setting goals or targets

· ongoing informal feedback and counselling about poor performance

· resolving problems as they occur.

In those cases where this approach has not resolved the issue, or when a serious breach of policy occurs, the disciplinary process will be followed. The objectives of the disciplinary process are to:

· avoid repetition of mistakes or unacceptable behaviour

· ensure that all employees are treated fairly and equitably

· identify opportunities to provide training to assist in improvement

· promote improvements in work performance and behaviour 

· advise of the consequences of failure to comply with expectations, including written warnings and termination of employment.

Procedure

The disciplinary process involves four steps:

1. Counselling (where appropriate)

2. First written warning

3. Second (and final) written warning

4. Termination

It will not always be necessary to escalate issues through all four steps. In some cases issues will be resolved by counselling. In those cases where a serious breach of company policy occurs it may be necessary to immediately dismiss the employee.

Counselling

Counselling should be conducted in private. The team leader or manager should prepare for the counselling sessions by collecting any evidence that may be available to demonstrate the extent of the problem. During the counselling session, the team leader or manager outlines for the employee those areas of job performance, attitude or behaviour, which are not up to the required standard.  The employee is given an opportunity to respond.   

Then both team leader or manager and employee should work together to prepare a written list of specific performance objectives that will satisfy the team leader or manager and which the employee agrees are achievable. The employee is asked to commit themself to achieving these objectives.  The team leader or manager should assist in identifying any support, training or coaching that will be required to assist the employee achieve their goals. 

Both parties sign a record of the discussion and a copy is given to the employee. A copy should be retained in the employee’s personnel file. A time frame is set for the employee to meet with the team leader or manager and review whether the employee is achieving the agreed aims and whether the agreed assistance and support has been provided.

For serious dishonesty or misconduct it may be necessary to remove an employee from the workplace for a time while investigations are conducted into the incident or situation.  In this case an employee will usually be stood down on full pay while the supervisor fully investigates the matter.  If serious misconduct is found to have taken place then the employee may be dismissed without further warning.  

For more serious incidents or breaches of policy a written waring may be issued at the same time as counselling.

First written warning

If the behaviour continues it will be necessary to move on to a written warning. The team leader or manager should consult with the Human Resources Manager when preparing the written warning.

The written warning should be given to the employee during an interview that is conducted away from the employee’s normal workstation.

The written warning should include:

· A clear description of the problem with the employee’s performance

· The evidence arising from any investigation that has been conducted. This may include statements from any witnesses. 

· The employee’s response for the problem given during counselling.

· The agreed plan for improvement.

· Any assistance, support or training that it has been agreed will be provided.

· The timeframe for improvement and the next review date. This should allow sufficient time for the employee to improve. This would usually no less than 2 weeks and no more than one month.

· The consequences of failure to improve (usually one more warning and then termination).

· A copy of the written warning is to be retained in the employee’s personnel file.

The content and outcome of the interview must be documented with a copy each for the employee and employer. The team leader or manager is responsible for ensuring that any support or assistance that has been agreed to is provided.

The Second and Final Written Warning is issued when there has been no improvement or change following the first written warning.  The format for this interview is the same as the first warning. The team leader or manager should refer to the first warning and the objectives that were set to improve performance. The team leader or manager should outline the support, assistance or training that may have been provided as part of this agreement. The employee must be made aware of the likelihood of termination, and this should be documented. The employee is to be given the written second warning and a record of the interview. A copy should be retained in the employee’s personnel file.

Termination as a result of the disciplinary process: If the unsatisfactory behaviour continues after two written warnings, termination may be necessary.  

Summary Dismissal:  Employees may be summarily dismissed without any warnings for serious breaches of policies, misconduct or illegal activity. Employees will be advised during their Induction programme of which behaviours would justify summary dismissal. Employees should be referred to this policies and procedures manual for additional information regarding their terms and conditions of employment. Some examples of behaviour that could result in summary dismissal include:

· actual or threatened assault, serious abuse or harassment 

· attendance at work in a condition which may pose a risk to the health or safety of colleagues, customers, visitors or the employee concerned

· fraud or theft, including falsification of financial records and unauthorised possession of property belonging to Swaggies or another employee.

· negligence or carelessness which could workplace health and safety

· serious and wilful disobedience

· unauthorised use or possession of alcohol or drugs at work

· attends work under the influence of alcohol or drugs.

Swaggies may choose to stand an employee down on full pay while undertaking an investigation that could ultimately result in summary dismissal.

The Human Resources Manager must be involved in any action to summarily dismiss an employee.

Termination of employment:
Swaggies may terminate employment by providing employees with 4 weeks notice or payment made in lieu thereof. Employees may terminate their employment by providing 4 weeks notice. You should refer to the section Disciplinary process for information regarding Summary Dismissal.

Abandonment of employment:  Abandonment of employment occurs when an employee fails to attend their place of employment for three days or more without having prior authorisation for the absence and has not contacted the employer to explain the reason for the absence.

The team leader or manager is responsible for attempting to contact the employee by telephone during this period. In those cases where the employee is unable to be contacted by telephone, or at the end of the 3 days the following steps should be followed:

A registered letter should be sent to the postal address recorded in the personnel file. The letter should advise that the absence is unacceptable and that the employee is required to contact the company and provide a reason for the absence. The employee should be advised that should they fail to return by a set time and date it will be determined that they have abandoned their employment

If there is no response after 4 days a second notice is to be sent.

If there is no response after 3 days a third letter is to be sent advising that as a result of their failure to return to their employment, Swaggies has determined that they have abandoned their employment. Any personal effects of the employee that are on the premises should be forwarded with the final letter.

Human Resources should be advised to terminate employment and forward any entitlements owing.

Procedure for termination:

The following will need to be considered as part of the termination of any employee:

Notice period:  Swaggies expects an employee to work out their notice. If an employee refuses to work out their notice they may lose some of their entitlements. The Human Resources Manager has responsibility for negotiating any requests from an employee not to work out their notice. The required notice period and entitlements upon termination will be determined by the relevant award or workplace agreement.  

Termination pay:  Amounts payable on termination include:

· accrued pay in lieu of notice (if applicable)

· annual leave

· outstanding wages

· long service leave entitlements.

It should be noted that in some cases, such as summary dismissal, failure to give notice on resignation or abandonment of employment, employees may forgo some of their entitlements. 
Grievances

Policy

Grievances undermine morale and affect teamwork and need to be dealt with promptly. Swaggies is committed to promoting a workplace culture where investigations related to grievances are conducted properly by maintaining confidentiality, being impartial, ensuring that the person lodged the grievance is not victimised and does not experience any adverse repercussions and by concluding the investigation as quickly as possible.

Procedure

1. Inform the offender that the behaviour is offensive and unacceptable.

2. Employees may seek assistance in having the behaviour stopped by reporting the incident to their team leader or manager.

3. The team leader or manager will conduct a detailed investigation of the incident(s) to assist in the resolution of the grievance. They will inform the Human Resources that a grievance has been lodged. Witness statements and evidence may be collected.  

4. Actions taken to resolve the grievance will depend on the circumstances and the results of the investigation.  Generally the objective will be to ensure the incident does not occur again. A range of possible solutions include:

· an apology

· an undertaking that the behaviour will cease

· counselling of the alleged harasser

· disciplinary action, including termination for serious misconduct

· training for individuals or teams to promote a culture of non-discrimination, harassment or bullying

· assistance with costs incurred by the employee as a result of the harassment such as medical or psychology expenses.

· report to the police.

In those cases where the complaint cannot be substantiated it will be necessary for the team leader or supervisor (with the assistance of the Human Resources Manager, if necessary) to negotiate an outcome that the complainant is satisfied with.

In those cases where the grievance cannot be resolved, the matter will be referred to the Human Resources Manager. The Human Resources Manager will provide advice to the claimant about their right to refer the matter to an external party.

The Human Resources Manager should be consulted in those cases where the outcome of the investigations indicates that a serious allegation was made against a colleague that was frivolous, false or malicious. It is possible disciplinary action could be taken against the complainant.

All documents related to the grievance and ensuing investigation should be stored in the complainant’s personnel file and copied (where appropriate) to the personnel file of the employee about whom the complaint was lodged.

After action has been taken there is a need for occasional monitoring and follow-up to ensure that those involved are satisfied with the outcome, and the problem has not reoccurred.

Dress Code

Policy

Swaggies requires staff to present a professional image of the organisation by giving careful attention to their personal presentation.

Procedures

Staff may wear less formal corporate attire as long as they present a smart business appearance at all times. Where possible, staff should incorporate clothing items from the Swaggies range of products in their wardrobe.

Personal presentation will project a professional image of the firm at all times. Employees should give careful attention to personal grooming, body hygiene, body language and gestures. Clothes should be clean, neat and well pressed 

Retail staff are required to wear the provided uniform without altering it or accessorising with items not from the Swaggies product range.

As a guide avoid:

· footwear that might impede balance and offer limited support, be uncomfortable and tight to stand in for long periods or obstruct the requirements of quick mobility

· clothes that are tight, reveal cleavage, midriff or excessive amount of upper leg

· excessive colour combinations including loud ties

· bright or chipped finger nail polish, heavy makeup, sheer fabrics, chunky or excessive jewellery

· stains, loose buttons or holes in clothes

· loose or unwashed hair hanging over your eyes or that constantly needs rearranging

· heavy colognes, bad breath and the smell of tobacco.

Release Statement

Policy

Swaggies staff may occasionally be photographed while performing their duties. These photographs may be included in communications with customers, internal newsletter, published on the company intranet site and displayed in public areas of the company.

Procedure

Employees are requested to complete a release statement. The signed form is to be stored in the Employee’s personnel record.

Release Statement

[image: image4.emf]
You may be photographed or filmed during the performance of your duties at Swaggies. These images may be used in company media releases, communications with customers, internal communications, displayed in public areas and the company intranet site. Your signature below authorises Swaggies and any person authorised by it, to reproduce, publish or broadcast images in which you may appear.

________________________________
___________________

Signature of employee
Date

Probationary Period

Policy

It is the policy at Swaggies to abide by the employment conditions as described in the relevant industrial awards and legislation. All staff are issued with a statement of duties outlining the responsibilities and tasks related to their position on commencement.

It is the Policy to include a probationary period for each new appointment. The probationary period is for three months from the date of starting.  At the end of this period there will be a performance appraisal and if successful the status of the probationer will be formalised.

Procedure

The work of new or newly reclassified employees will be monitored during a probationary period. This period allows both the new employee and their team leader to determine the employee's suitability for, and interest in, the assigned job duties.

During the probationary period the team leader evaluates the employee's ability to fulfil the requirements of the job. In addition to assessing the employee's skills, the team leader or manager will observe how well the new employee contributes to making the office a provider of high quality service to customers.

Upon completion of the probationary period, the team leader or manager will furnish the employee with a written appraisal and verbal review. During the review, the employee is encouraged to discuss the appraisal and any other employment-related concerns.

Sometimes an employee recognises that his or her new job is clearly not suitable or appropriate. If an employee thinks that continued long-term employment is not a possibility, they should speak with their team leader or manager.

Hours of work

Procedures

All staff will:

· Perform the tasks set out in their statement of duties to the best of their ability

· Abide by the organisation’s Code of Conduct

· Be at for work for 37.5 hours each week between the hours of 7.30 am and 6.00 pm and take a lunch break of at least 30 minutes. The latter is not part of the standard 37.5 hours of work

· Complete the Time Sheet provided in Reception on arrival and departure from work (refer page 12)

· Seek permission from your team leader to use flexi-time

· Inform your team leader and the Receptionist if you need to leave the business premises

· Inform your team leader by 9.30 am if you are likely to be absent from work on a particular day or within thirty minutes of your usual starting time

· Produce a doctor’s certificate for sick leave if you are away from work for more than two consecutive days

· Make arrangements with your Manager before taking Leave (recreational, maternity, long service or other).  This must be done in writing at least one month before leave is planned.

· Complete a Leave Form and return it to your team leader (refer page 13)

· Give at least four weeks notice if you intend to resign from the organisation.
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Time Sheet
Week commencing ………………………………………………

	Date 2001
	Time – In

(24-hour clock)
	Time – Out

(24-hour clock)
	Employee’s Signature
	Employee’s Department
	Comments

(if any)
	Daily Hours Worked

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


	Return this sheet to Human Resources Department at end of week

	For HR use only

Date Time Sheet received  

Date attendance data recorded  



Recorded by  
  (HR Assistant)


File Location\Filename:   HR Department\Stationery\timesheet.doc

[image: image6.emf]Leave Form
Surname  

First Name  


Job Title  

Department  


Extension  


First Day of Leave  

Last Day of Leave  


Type of Leave


Recreation
(

Sick (with Doctor’s Certificate)
(

Sick (without Doctor’s Certificate)
(

Other – please specify
(
Employee Signature  

Date  


Manager Signature  

Date  



For HR use only

Leave recommended
Yes  (
No (

Employee Record updated 
Yes  (
No (

Recorded by  
  (HR Assistant)
File Location\Filename:   HR Department\Stationery\leave.doc 

Communication

Policy

Swaggies believes that good communication is the key to creating a successful Company.  All written and verbal communication must be of the highest standard to project an image of friendliness, efficiency, accuracy and total professionalism.

At Swaggies’ staff will be required to deal with both internal and external clients by telephone, mail, email or face to face.  All staff will need to communicate effectively with a range of people including:

· corporate clients

· customers

· stores and their staff

· office and warehouse personnel

· product suppliers

· suppliers.

Procedures

Good communication will be achieved by:

· Projecting a positive attitude of the Company at all times through verbal and non-verbal communication.

· Using the customer’s name.  This helps to personalise the relationship with the customer.  However, address customers correctly.  Use Mr or Sir when addressing a male and Miss or Mrs when addressing a female.  Use first names only when given permission to do so.

· Handling all incoming and outgoing telephone calls by competently using the features of the telephone system, for example, placing a call on hold, transferring a call and retrieving voicemail.  Remember to refer to the operating manual if in doubt, or seek help from a more experienced colleague.

· Practising active listening skills and good questioning techniques.  All staff should be familiar with the use of open and closed questions, paraphrasing, summarising and using attentive body language.

· Promptly documenting customer complaints and referring to relevant manager for action (refer Customer Complaint Form, page 25)

· Writing down important information and checking it for accuracy.

· Clarifying that all instructions given are understood.

Customer Complaints

Policy

Customer complaints are an important source of customer feedback.

Swaggies aims to resolve complaints as they are reported. We try to understand customer specific dissatisfactions and take action to rectify or limit deficiencies.

Most complaints can be responded to and resolved at the time the customer makes the complaint by relevant team leader or manager. All staff should be prepared to address complaints as they arise.

Procedure

Customers and others have the opportunity to register their complaints either verbally or in writing (letter or email) or by completion of a Customer Complaint Form.

Staff are required to:

· handle all complaints seriously

· customers who wish to make a verbal complaint should be directed to an area away from other customers

· respond to all complaints promptly

· send an Acknowledgement of Complaint letter on receipt of a written complaints

· keep customer informed of the progress of their complaint if it is not resolved within 2 days

· don’t blame other staff when talking to the customer

· address the customer’s expectations regarding our ability to resolve the problem

· advise the customer of the  outcome of their complaint

· record outcomes on the customer complaint form

· undertake any necessary actions to implement the decision

· follow up with the customer within two weeks to confirm whether they are satisfied that the complaint has been resolved.

Customer Complaint Form
[image: image7.emf]
Name



Address






State


Postcode



Contact Person



Telephone No



Date of Complaint



Details of Complaint

Complaint Managed by

……
Department

Product Name



Product Code



Action Taken


Signed


Date



Customer Service

Customers can expect the following service standards in their dealings with Swaggies.
Our customers can expect our service to be professional with each member of staff taking pride in the delivery of our services.

· The staff of Swaggies is trained to deliver a high standard of service.

· Each staff member will state their name when dealing with each customer to establish clear points of contact for a coordinated and effective service.

· All staff will act ethically and legally with the utmost integrity, and treat people with impartiality, fairness and respect.

· All staff are to treat feedback from customers as extremely important information which should be captured and passed on to management.

· Swaggies management values feedback from customers on how services can be improved.

· Swaggies management is committed to using technology to improve standard of services provided to our customers.

· Swaggies management undertakes to consider all suggestions and provide feedback to customers on the outcomes of their suggestions.

· Swaggies products are guaranteed free of faulty workmanship for a period of 30 days of receipt. The Guarantee does not apply to faults caused by misuse, excessive wear or accidents.

The Telephone

Policy

The telephone is a means of promoting a positive first impression of Swaggies.  It may be the first impression the customer forms of the organisation so the service the customer receives must be of the highest standard.  All staff are to be trained in correct telephone etiquette.

Our aim is to facilitate optimal communication opportunities with our customers, suppliers, stores and staff, are of alternative modes of communication used by callers with a disability or a language barrier.

Procedures

The following procedures should be followed when answering the phone:

· Be familiar with the functions of the telephone system.

· Answer the telephone in as few rings as possible.  A maximum of three rings is Swaggies’ standard.

· Hold the mouthpiece of the telephone directly in front of the mouth so that speech can be clearly understood.

· Use the three answering courtesies:

· Greet the caller – “Welcome to Swaggies”
Introduce yourself – “This is <your name>”
Offer assistance – “How may I help you?”

· Give full attention to the speaker and avoid side conversations while talking on the telephone.  

· Never eat or drink while talking on the telephone.

· If a caller needs to be placed on hold, first ask permission to do so.  Say, “Would you mind holding please?”

· Do not leave a caller holding on a line for an extended period of time.  Check back to see if they still wish to hold – offer to take a message or take details for the person they are calling.

· Always speak courteously with a warm and enthusiastic tone.

· Personal information concerning any employees of Swaggies is confidential and must not be disclosed to callers. 

· Information regarding the business affairs of Swaggies is confidential and must not be disclosed to any one outside of the Organisation.

· Have pen and paper ready so that messages can be written down.

· Get permission from your team leader before making interstate or overseas calls.

· Be aware of the time differences before placing interstate or international calls.

· Keep in mind that the telephone is there for the use of the business.  Please keep all private calls to a minimum and as short as possible.

Taking phone messages

All telephone messages should be written down as soon as a caller leaves a message.  Message Slips can be accessed from the General Stationery folder. When taking a message record the following information:

· the name of the staff member to receive the message

· the name of the caller

· firm or company name of caller

· phone number

· date 

· date and time of the call

· a brief message.

Confirm all details of the message before hanging up.

Aggressive Callers

Difficult callers can be a good test of customer service skills.  Use the following techniques when dealing with aggressive callers:

· do not take hostile comments personally

· involve the caller with suggested solutions

· offer understanding and sympathy

· promise to take action if appropriate

· remain calm and don’t argue with them

· remain courteous and provide assurance

· use active listening skills.

Making outgoing calls

Before placing an external call make sure that the following details have been checked:

· The name and number of the organisation 

· The name of the person you are calling

· The content of the call so that all information is clear and accurate

· All files and documents required are at hand so that you can access them easily. 

Voice mail 

When leaving a message speak clearly and briefly giving the following information:

· your name, the company’s name and your telephone number.  It helps to repeat your telephone number

· date and time of message

·  a concise message

Use voice mail to maintain communication with customers by:

· returning all voicemail messages as soon as possible

· always answering the phone when it rings rather than letting messages be recorded.  Voice mail should only be used when you are not at your desk.

Written Correspondence

Policy

All written correspondence should reflect the attitude of excellence that Swaggies wishes to convey to all its customers.  The Company wishes all staff to adopt plain English principles, use correct spelling, grammar and punctuation in all documents and refer to the Company’s Style Guidelines with regard to format.

Procedures

Ensure that all written correspondence reflects the 5C’s of business etiquette:

Clear - the message is understandable to the reader.  The ideas are presented logically and the language is appropriate

Concise - use short paragraphs, get quickly to the point and convey a positive attitude

Correct – make sure that all information is confirmed, spelling and punctuation checked and any errors are corrected 

Courteous – Use a polite tone throughout

Complete – Give the document a final check prior to signing

Both an electronic and hard copy are required for all outgoing correspondence and filed according to departmental procedures

Print all drafts on recycled paper whenever possible 

Use email and fax facilities where appropriate

Use email for internal correspondence where possible to conserve paper and to achieve rapid delivery

Use the correct form of address for all correspondence.  All staff have access to the client lists, names of suppliers and stores which lists the preferred titles and correct spelling of names.  

Refer to the section, Style Guidelines, for producing the following business documents:

Business letters

Memos

Facsimiles

Short Reports

Notice of Meeting

Meeting Agenda

Minutes of Meeting

Style Guidelines

Policy

Swaggies is committed to producing professional quality business documents.  In order to maintain a professional and consistent image, staff must ensure Swaggies’ Style Guidelines are applied to all correspondence and promotional material.

Procedures

All staff will:

· Use Swaggies’ letterhead on all outgoing business letters and faxes

· Use Swaggies’ memorandum forms for all internal memos

· Use the standard format where appropriate.  (See sample layouts provided)

· Use the closing notation of ‘Yours sincerely’ in all letters

· Spell-check each document before printing

· Ensure that all documents are electronically saved in the appropriate folder

· Print all draft copies on recycled paper

· Return draft copies to writer for checking

· Edit the checked documents, save and print

· Return final draft to writer for checking and signing

· Ensure that longer reports are bound

Use Swaggies’ Notice of Meeting, Agenda and Minutes of Meeting forms for all meetings
General guidelines

Bullets

Indent at 1.27, left aligned

Footer

Arial 8 pt left aligned; border top (single solid line, 0.5 pt line width); tabs:  7.32 cm centred, 14.65 cm right

Header

Arial 10 pt; border bottom (single solid line, 0.5 pt line width); tabs:  7.32 cm centred, 14.65 cm right
Heading 1

Arial 16 pt left aligned bold, space before 12 pt, space after 3 pt

Heading 2

Arial 14 pt left aligned bold, space before 6 pt, space after 3 pt

Heading 3

Arial 12 pt left aligned bold

Heading 4

Arial 11 pt left aligned italics

Heading 5

Arial 14 pt centred
Normal

Arial 12 pt left aligned

Numbering

Arial 12 pt right aligned at 0.63, indent at 1.27, number style 1,2,3…, number format 1.

Outline numbered

Level 1 - Arial 12 pt right aligned at 0.63, number style 1,2,3…., number format 1.

Level 2 – Arial 12 pt right aligned at 1.27, number style i,ii,iii…., number format i.

Level 3 – bullet indent at 1.27 left aligned

Business letters

· Swaggies’ letterhead to be used for all business correspondence

· Fully-block, open punctuation
· Font – Arial

· Font size – 10, 11 or 12 pt

· Footer – filename, 8 pts, at left margin

· Multi-page letters to contain a footer - page number 8 pts, at right margin, on all pages except the first page

· Layout – refer to example on page 28

Facsimiles

· Use Swaggies’ fax form

· Font – Arial

· Font Size – 10, 11 or 12 pts

· Table at the top of fax form – complete all sections.  Use the <Tab> key to move around the table.

· ‘Our Ref’ – use the file name/operator initials

· Message – keep simple

· Additional pages

· Header – header to contain addressee’s name and contact number, 8 pts, at left margin, and page number, 8 pts, at right margin

· If additional pages to fax are photocopies, make sure photocopy is clear and free of smudges

· Layout – refer to example on page 29

Memos

· Use Swaggies’ memo form for all internal correspondence

· Top part of memo - use the <Tab> key to move around the table

· Reference number – the file name/operator initials

· Font – Arial

· Font size – 10, 11 or 12 pts

· Footer – filename, 8 pts, at left margin

· Multi-page documents – page numbers of all pages except the first page

Short Reports

· A4 paper

· Title page – vertically centred

· Main Heading – Font – Arial 14 pt, bold, Title Case

· Subheading(s) – Font – Arial 12 pt, bold, Sentence case

· Line Spacing – single, 1½, double spacing – depending on size of report

· Footer – filename, 8 pts, at left margin

Promotional Material

· Swaggies’ logo must be incorporated into all promotional material

· Swaggies’ full contact details must be included in all promotional material

· No more than two (2) font types should be applied within one document

· All promotional material must be visually appealing with appropriate formatting features applied

· Documents should be vertically and horizontally centred where appropriate

Meeting Forms

· Use Swaggies’ Notice of Meeting form to advise staff of forthcoming meeting

· Use Swaggies’ Agenda form to record agenda items

· Use Swaggies’ Minutes of Meeting form to record the minutes of the meeting.

· Use the <Tab> key to move around tables within the above documents

· All meeting documents can be accessed from the General Stationery folder

· Please also refer to the section ‘Meetings’ in this manual.
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Date

Mr Barry Lister

Lister Galleries

671 Pacific Highway

NORTH SYDNEY NSW 2060

Dear Barry

Australian Art Prints

Thank you for the information you sent regarding the new series of Australian Art Prints to be released later this year.  I am very interested in the new range.

I am also interested in the series of smaller Australian Water Colours that come packaged with biographical details of the artists.  I think that these will be very popular with tourists.  I would like to look at more samples of these with a view to offering these prints next year.  Please call my office to arrange a meeting at a time that is convenient for you.

I have enclosed a copy of our new catalogue as requested. 

Yours sincerely

Kylie Adams

Sales and Marketing Manager

enc

Footer [filename field]-operator initials

	Facsimile
	[image: image10.emf] 

              

 




	To
	Ashley Winters
	From
	Janet Parker

	Company
	Swaggies Tamworth Pty Ltd
	Date
	[date field ]

	Fax No
	(02) 676 8997
	Fax No
	(02) 997 7553

	Phone No
	(02) 676 8998
	Phone No
	(02) 997 7554

	
	
	Our Ref
	[filename field]-operator initials

	Total number of pages including this one
	2


Message

Due to the recent storm damage, we have had to change the venue for next Tuesday’s product launch.  It will now be held at the Manly Store, 595 The Corso, Manly.  The launch will begin at 10.00 am and conclude at 4.00 pm.

I am forwarding a copy of Tuesday’s program for you and hope to see you at the launch.

Janet Parker

Office Equipment

Policy

It is the policy at Swaggies to produce work documents of the highest possible standard.  To achieve this the Company has invested in high quality office equipment including photocopiers, facsimile machines, telephones, binders and laminators.

The Company is also committed to maintaining the confidentiality of its customers and employees. All documents relating to Swaggies’ customers, staff, suppliers and stores will be shredded before removing to recycling bins.

Procedures

All staff will to use the following procedures in the use of office equipment.

Photocopiers

All staff will:

· Attend a training session in the correct use and basic maintenance of the photocopier

· Operate the photocopier in accordance with the manufacturer’s guidelines and the operating manual available in each department

· Comply with all copyright legislation

· Check that the machine is working properly and clear any paper jams

· Check that there is adequate toner and paper available and inform the authorised staff member if stocks are low

· Note that authorised staff will complete a Request for Stationery and Supplies form if stocks are low and forward this to the Administration Assistant (refer page 40)

· Report any faults that are not easily rectified to your manager and if directed complete a Request for Servicing form and forward to the Administration Department (refer page 38)

· Note that high volume printing will be referred to the Company’s preferred printing supplier Perfect Prints
· Implement the Company’s policy on paper conservation wherever possible.

Fax Machine 

All staff will:

· Operate the fax machine in accordance with the manufacturer’s guidelines and the operating manual available in each department

· Complete a fax transmittal sheet (refer page 34) for all fax transmissions and attach to all documents sent.

· Ensure that there is an adequate supply of fax transmittal sheets for all outgoing faxes and plain paper available for all incoming faxes

· Check the fax machine for incoming faxes and distribute these immediately

· Load the fax machine with paper and leave on at night to receive any incoming out of hours transmissions

· Keep the area around the fax machine uncluttered

· Report any faults that are not easily rectified to your manager and if directed complete a Request for Servicing form and forward to the Administration Department (refer page 38)

Binders and Laminators

All staff will:

· Attend a training session in the correct use of the binding and laminating machine

· Use the binding and laminating machines only for the formal presentation of Swaggies’ documents or as directed by your manager

· Check that the contents of documents are in the correct order and meet professional standards before binding

· Operate the binder and laminator in accordance with the manufacturer’s guidelines and the operating manual available in each department

· Ensure binding and laminating machines are turned off after use

· Report any faults that are not easily rectified to your manager and if directed complete a Request for Servicing form and forward to the Administration Department (refer page 38)

Shredders

All staff will:

· Use the shredder for the destruction of confidential documents only.

· Operate the shredder in accordance with the manufacturer’s guidelines and the operating manual available in each department

· Ensure the confidentiality of all documents relating to the Company’s customers, employees, suppliers and stores
· Ensure that confidential documents approved for shredding are shredded before removing to recycling bins

· Remove all paper clips and staples before shredding documents

· Empty shredded material into recycling bins as necessary

· Report any faults that are not easily rectified to your manager and if directed complete a Request for Servicing form and forward to the Administration Department (refer page 38)

· Turn the shredder off after use.

Telephones

All staff will:

· Attend a training session in the correct use and functions of the telephone system

· Follow the protocol for Verbal Communication

· Use the options provided by the system efficiently

· Refer to the User Guide Manual supplied by the Service Provider

[image: image11.emf]
	Request for Servicing


	Date:
	

	Priority:
	


To:
Administration Manager

Please request service for the following item of equipment

	Equipment
	

	Department
	

	Brand
	

	Serial Number
	


Description of Fault

	Signature of Manager
	
	Service No


General Stationery\ServiceRequest.doc
Stationery Supplies

Policy

Only staff who have been approved by the departmental manager may order stationery supplies.  

Procedures

· A nominated person in each department will check paper supplies and other general stationery weekly, to ensure stock levels are adequate

· Authorised staff must use the Stationery and Supplies Request Form to request stationery (refer page 40).  This form is to be forwarded to the Administration Assistant in the Administration Department

· All staff are to implement the Company’s policy on conservation and use paper efficiently.
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Stationery and Supplies

Request Form
	Date:
	

	Priority:
	


	From:
	
	
	To:
	Administration Assistant

	
	
	
	
	Administration Department


	Please order the following items of stationery and supplies for the
	
	Department


	Cat No
	Description
	Quantity

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Mail

Policy 

All incoming mail must be sorted, processed and delivered promptly.  Mail is to be collected from departmental pigeon holes in the Reception Area and delivered to each department.  Staff should respond to incoming correspondence within five (5) working days.

At all times, confidentiality of the mail is to be respected.  The Addressee should open all letters marked PERSONAL AND CONFIDENTIAL.  The Addressee must give permission for any other person to open private and confidential mail.

The preferred courier service used by Swaggies is Complete Couriers.

Procedures

Incoming Mail

· Collect Mail from the Reception area by 9.45 am daily

· Record mail in the department’s Inwards Mail Register.  This form can be accessed from the General Stationery folder.

· Give priority to the distribution of any mail marked “urgent, certified post or express post”

· Sort and distribute mail to departmental in-trays

· Check fax machine regularly and distribute incoming faxes to staff members

· Report any suspicious mail to your manager.

Outgoing mail

· Record mail in the Outwards Mail Register.  This form can be accessed from the General Stationery folder.

· Use only Company envelopes and check that all envelopes are correctly addressed

· Bundle all Express and Certified Mail together

· Place all outgoing mail in the “Outwards Mail “ pigeon hole in the Reception area

· Notify the Receptionist when the courier service is required

· Complete the booking sheet for Complete Couriers held at Reception.  (This booking sheet can be accessed from the General Stationery folder.)

· Ensure that all couriered delivery items are correctly addressed and placed in the “Courier Service” pigeon hole

· Sort items for bulk items according to Australia Post requirements

[image: image13.emf]Email

A general information e-mail address exists for the head office. The Receptionist in main administration will monitor this address, record in the Incoming Mail Register and distribute to the relevant departments.  The e-mail address is enquire@rrh.com.au.

Procedures

Staff are encouraged to use email as a growing form of communication, however should be aware that when an email message is sent or received in the course of person’s duties, that message is a business communication and therefore constitutes a record belonging to the business. 

Employees should aware that electronic communications could be forwarded, intercepted, printed and stored by others. Staff are accountable for emails sent in their names or held in their mailbox, and are expected to use electronic communications in an acceptable manner.

All staff are requested to:

· Use email for most internal communication

· Reply to emails as soon as possible

· Be precise when addressing email and verify the details before mailing the message

· Include the topic of your message in the subject area and keep messages concise

· Use normal text case and check your spelling

· Use proper salutations and maintain a polite tone

· Clearly identify if your message is urgent

· Limit the size of attachments as problems may arise with large files

· Be alert to the problems of importing viruses and take all possible precautions including updating the virus scan on your computer regularly

· Delete messages no longer required or file in an appropriate folder

· Remember that email is admissible in a court of law

· file email in appropriate folders

· limit the exchange of personal emails

· refrain from responding to unsolicited or unwanted emails

· delete hoax or chain emails

· reply to all emails

· only forward emails with permission of previous senders

· particular attention should be taken to ensure that only the correct addressee received the intended email

· ensure that the privacy and confidentiality message is on all outgoing 
e-mails.  This message is as follows: -


This message is intended for the addressee named and may contain privileged information or confidential information or both. If you are not the intended recipient please delete it and notify the sender.
Don’ts

· Don’t broadcast junk messages

· Don’t send messages (or jokes) likely to promote feelings of sexual, racial or other harassment in the mind of the recipient

· Don’t assume your message is private.  It may be held on the system for some time or re-transmitted

· Don’t send an email message if a face-to- face discussion would be more efficient

NOTE:  The organisation regularly monitors e-mail messages.
Accessing the Internet

Policy

The internet can be accessed by all Swaggies staff. Staff are encouraged to utilise the internet where doing so will enhance the performance of their duties. Staff may use the Internet on a limited basis for their personal use.

Staff are accountable for Internet sites accessed on their workplace computer, and are expected to utilise this tool in an appropriate manner. 

Staff are expected to:

· implement copyright restrictions for information accessed on the internet

· limit their personal use of the internet

· not accessing any site that may contain inappropriate material such as pornography or images and texts that may offend others

· not disclose any confidential or commercially-sensitive information about Swaggies on the Internet

· not download unnecessary or suspect information

· remain vigilant of any potential security risks including viruses.

Petty Cash

Policy 

Small purchases of less than $50.00 can be claimed through Petty Cash.

Swaggies is committed to ensuring accountability and security in all cash transactions and to minimise any risk of theft or fraud.  All requests for petty cash are to be referred to the Accounts Department.  It is Swaggies’ policy to reimburse all legitimate expenses incurred by staff on behalf of the Company.

Procedures

All staff will:

· Make arrangements with the departmental manager before incurring expenses

· Complete a petty cash voucher, giving all details of the expense including the amount and have this signed by the manager.  Petty cash vouchers can be accessed from the General Stationery folder.

· Attach any invoices or receipts to the petty cash voucher and submit to the Accounts Assistant for reimbursement.

Conservation and Recycling

Policy

Swaggies is committed to the conservation of the environment.  Staff are requested to recycle materials especially paper and to avoid any unnecessary wastage.

Procedures

All staff will:

· Use the blue recycling bins provided for white paper only

· Remove paper clips and staples from paper before placing in the recycling bin

· Sort waste materials into the appropriate bins provided

· Use shredded paper for packaging material

· Use scribble pads supplied from recycled paper for notes

· Do not copy- wherever possible use emails and email attachments, intranets and network file sharing, electronic conferencing as alternatives 

· Paper should be stored in its sealed packet to avoid exposure to the air. Paper that has been exposed to the air may absorb water, which can adversely affect the paper’s performance in the copier. 

· Keep unwanted single-sided copies in a tray beside the copier or in a designated paper cartridge for printed drafts

· Print draft copies on recycled paper whenever possible

· Use email for internal messages whenever possible

· Read email messages from the screen rather than printing a copy

· Use the automatic double-siding function on photocopiers whenever possible. Consider doing double-sided copying manually if the automatic function is not available

· Copy in black and white instead of colour whenever possible

· Print double-sided: the duplex option should be set as default under printer settings 

· Remanufactured cartridge assemblies are to be used on laser printers

· At the end of the day turn off those office machines not needed overnight.

Office Records

Policy

Swaggies is committed to maintaining an accurate records management system for the easy retrieval of essential information. All financial records are to be kept in accordance with the Australian Taxation Office regulations.  All staff are required to keep accurate and up to date records and to be aware of the importance of security and confidentiality. Staff should follow their departmental guidelines for storing inactive or archived files and for records disposal.

Procedures

· Swaggies will keep a centralised database with details of all products, suppliers, customers and stores which is available to all staff

· Each department will keep specialised electronic files which are available only to departmental staff

· All staff records will be kept strictly confidential 

· Each department will manage its own paper based filing systems

· Back up copies of all electronic files will be made twice weekly and tapes will be couriered to the Disaster Recovery Site in North Sydney.  A booking sheet for the courier service will be completed and left at Reception with any items to be couriered.

· All departments will recycle back-up tapes

· All staff will implement the Company’s policy of paper conservation and recycling wherever possible.

Records Retention and Disposal of Paper Based Files

· Records that are no longer active must be removed from the current filing system and either stored as inactive files, archived, or destroyed

· Records will be destroyed by shredding only after strict adherence to the retention schedule 

· All records concerning the establishment and ownership of Swaggies must be archived indefinitely to satisfy legal requirements

· Staff records kept in the Human Resources Department will be kept as active files for seven years and then archived indefinitely

· Financial records kept in the Accounts Department will be placed in inactive files after two years and destroyed after a further three years

· Records kept in the Sales and Marketing Department will be placed in inactive files after two years and destroyed after a further three years

· Records kept in the Administration Department will be placed in inactive files after two years and destroyed after a further three years

· Records kept in the Purchasing Department will be placed in inactive files after two years and destroyed after a further three years.

Time Management

Policy

Each department at Swaggies is responsible for the implementation of time management procedures to ensure that department goals are met.  Staff members are expected to organise their own work schedule and to be productive members of the work team.

Procedures 

All staff will:

· Develop skills in the efficient use of time

· Keep a daily action plan ‘To Do List’ to keep them focused on prioritised tasks.  This form can be accessed from the General Stationery folder.

· Clarify instructions so that all tasks are understood

· Use the Policy and Procedures Manual as the preferred reference

· Organise materials and resources required for the efficient completion of tasks

· Adopt a proactive approach to work schedules in order to minimise reactive responses

· Participate as an effective member of the work team. 

Meetings

Policy

Staff are required to attend all meetings organised by the Management.  A Notice of Meeting and Agenda will be distributed to staff at least three working days before the meeting is scheduled.  A member of staff nominated by the Chairperson will take the Minutes of the Meeting and circulate the Minutes to all staff who attended the meeting within five working days.

Team leaders need to inform their department managers of the purpose of any proposed meetings and the number of staff that will be attending.

Procedures

All staff will:

· Inform their Manager of any meeting arrangements

· Book the meeting room and any equipment required with the Receptionist 

· Arrange catering with Reception if the meeting will take half a day or a full day

· Ensure that a Notice of Meeting and Agenda are distributed to staff

· Make certain that the minutes of the meeting are recorded on the Minutes of Meeting form.

· Ensure that the meeting keeps within the time allocated

· Tidy the meeting room at the conclusion of the meeting

Travel Procedures

Swaggies’ policies and procedures for booking travel and accommodation for their staff include:
· Completion of a Travel and Accommodation Confirmation form.

· Approval to travel confirmed in writing from the Finance Department, using the above Confirmation form

· Preparation of a comprehensive Travel Itinerary--copies for the traveller and her/his personal assistant

· All confirmations, e-ticketing documents, travel insurance and associated business and meeting documents checked against requested travel arrangements, collated and presented to the traveller in a corporate folder at least two days prior to departure

· Copies of all documentation filed, according to Swaggies records management guidelines.
Air bookings

All airline bookings are to be made with Qantas Airlines using the individual employee’s Qantas Frequent Flyer membership.  To avoid unnecessary expense to the company do not enter into reservations that have cancellation or alteration restrictions attached.

Domestic travel should be booked as Economy Class for trips of less than two (2) hours duration.  All other trips can be upgraded to Business Class where available.

International travel should be booked at Business Class.

Airline bookings can only be made by administrative assistants who have been given suitable delegation.  

Credit Card use

A company-funded Mastercard is available for payment of appropriate charges during authorised travel.  Only those employees with suitable delegation are able to make use of this credit facility.  Pre-travel application must be made to the Financial Controller at least three weeks prior to travel date to ensure the required card is available in time.  Individual expenditure limits will be set based on travel requirements and estimated budget.

Credit cards will be issued to senior management with suitable delegation level for their use in relation to legitimate company expenditure.  Credit limits will be reviewed bi-annually by the Financial Controller.

Motor vehicle hire

All motor vehicle hire should be effected with the most cost-effective supplier at the time of booking.  Reference to Frequent Flyer and NRMA membership should be used if applicable.

Passenger vehicle hire for general employees should not exceed Class C vehicle unless complimentary upgrade is being provided.  Employees at senior management level are entitled to luxury vehicle. 

Commercial vehicle hire will be effected to obtain the vehicle most suited for the purpose.  It is the responsibility of the manager involved to designate the class of vehicle.

Motor vehicle hire bookings can only be made by administrative assistants who have been given suitable delegation.  It is their responsibility to ensure the employees designated to drive the hire vehicle have a necessary current  driver’s licence.

Private vehicle use

Employees who need to use their private motor vehicle to effect company business are entitled to be reimbursed at the statutory rate.  They should complete a Travel Allowance Claim Form and submit to Accounting for payment.

Accommodation

Accommodation will be booked for standard non-smoking room at minimum 4-star level with the most cost-effective hotel available.  For extended stays (one week or more) higher level accommodation is acceptable. 

All bookings should be with Qantas Frequent Flyer partners if possible.  Meals should not be included with room bookings, with the exception of breakfast.  All other meals should be charged separately to the room booking.
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	Travel and Accommodation Confirmation


Final draft of itinerary must not be distributed prior to receipt of Finance Department’s approval.

	Traveller’s Name
	

	Designation/Department
	

	Purpose of Travel
	

	Destination/s
	

	Departure Date
	

	Return Date
	

	Travel Item
	Cost 

Including Tax
	Confirmation

Received
	Method of Payment

	Air fares
	$
	
	

	Cab charge vouchers
	$
	
	

	Hire car
	$
	
	

	Accommodation
	$
	
	

	Meals
	$
	Not applicable
	

	Travel Insurance
	$
	
	

	Other (specify)
	$
	
	

	TOTAL
	$
	
	

	
	
	
	

	Finance Approval No:
	

	Finance Approved by:


Name


Designation


Signature


Date
	


Completed copies to:

Finance Department

Travelling Officer

File
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	Notice of Meeting


	Department
	

	Type of Meeting
	

	Date
	

	Location
	

	Start/Finish Time
	

	Chairperson
	

	Notetaker
	


	Notice of Meeting issued by
	
	on
	


Folder Name\Filename:  General Stationery\notice.doc
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	Agenda
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	Department
	

	Type of Meeting
	

	Date of Meeting
	

	Time
	

	Location
	


Items for Discussion

	1 
	

	2 
	

	3 
	


	Agenda issued by
	
	on
	


Folder Name\Filename:  General Stationery\agenda.doc
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	Minutes of Meeting


	Department
	

	Type of Meeting
	

	Date
	

	Location
	

	Start/Finish Time
	


	Chairperson
	

	Notetaker
	

	Attendees
	

	Apologies
	


	Item No
	Item Description
	Action
	Date to be completed
	Responsibility of

	1 
	
	
	
	

	2 
	
	
	
	

	3 
	
	
	
	


	Minutes approved by
	
	on
	


Folder Name\Filename:  General Stationery\minutes.doc 

Computer Operations

Policy

Swaggies is committed to ensuring staff use computer technology in a way which promotes a safe work environment.  Individual workspaces, furniture and equipment must be adjusted to suit the ergonomic requirements of the user.

All staff are expected to be able to use a variety of software programs in the course of their daily duties, manage computer data proficiently, and maintain computer equipment in good order and condition.

Procedures

Software programs

· Only registered software programs may be used.  No staff member is permitted to load or upgrade any software program unless authorised by management


· Registered programs installed are


· Operating system – Microsoft Windows
· Anti-virus software – VET AntiVirus
· Office suite – Microsoft Office Professional
· MYOB Accounting
· Internet browser – Microsoft Internet Explorer
· Internet email – Microsoft Outlook Express
· WinZip – to zip and unzip compressed files

· Adobe Acrobat Reader – to read .pdf format documents


· Remember to access the software’s online Help files if you require assistance with the program


· Report any software problems immediately to the Administration Manager

Virus Protection

· The Administration Department is responsible for ensuring that the anti‑virus program installed on the network is updated at least twice per week.  However, this does not guarantee that all workstations will be virus-free, and staff are requested to exercise caution at all times
Virus Protection  (cont’d)

· Do not open email attachments that are from an unknown source


· Do not copy/open files from another source until they have been scanned with the anti-virus software


· Keep up to date with information about viruses and their prevention – search the Internet for appropriate sites, read computer magazines/textbooks


· Report any suspected virus immediately to the Administration Manager

Hardware

· Do not eat or drink at your computer


· Develop a routine to maintain your computer equipment.  The keyboard, monitor and mouse should be cleaned regularly.  Before cleaning, make sure the computer is turned off and disconnected from the wall plug


· Store the User Manuals for your computer system in a place where they can easily be accessed for reference


· For shared computer equipment, eg printers and scanners, keep User Manuals next to the equipment so that they can be quickly referred to if required.


· Report any suspected hardware problems to your Manager


· Complete a Request for Servicing form if a service call has to be placed - refer page 38


· Complete a Stationery and Supplies Request Form when consumables have to be ordered or replaced - refer page 40

Electronic Files

Much of the organisation’s information is electronically stored. For consistency in filing the following guidelines for correct filing should be in place in administration areas.

· If someone wants to talk to you at your desk close the file you are working on

· If you have to share a computer terminal always ensure you log out before the other person commences work

· Never reveal your password to anyone

· All forms of electronic information contained in electronic form should be treated with confidentiality including e-mails, audio cassettes, faxes and voice mail.

· There should be limited access to medical reports and correspondence relating to patient histories.

Passwords

Each staff member should have their own password at their computer terminal, and if leaving your workstation, files should be closed, a screensaver and password restrictions will be activated after 10 minutes. 

Each person should determine a password for the application software, write it down on a piece of paper, put the paper in a sealed envelope, and deliver this to a supervisor. Never reveal your password to anyone.

Guidelines for Protecting Passwords for Confidentiality

· Never reveal your the password to others particularly over the phone or via e-mail

· Never write the password down but rather commit your password to memory

· You will be prompted through computer programming to change your password regularly 

Other Security Awareness Matters

The two major threats to computer systems are natural events (such as the weather) and electrical power shortages or blackouts. All workstations should be protected with at least a power strip surge protector. If your computer does not have this protector, contact the Human Resource Manager immediately. As well as a good backup system the power string surge protector minimises the chances of a disaster occurring and loss of important information.

Recovering From Database Corruption

Like files of any other type, database files can become corrupted (damaged). The cause of the damage can range from hardware or media failure to errant software programs, malicious viruses, power outages, or other factors.

By far, the most common cause of file damage is an unexpected application termination. Staff should always exit the application software properly by using the facilities in the application software for this purpose. Never shut off the power to the computer while still running an application.

File Management

· Create a personal subfolder (using your name as the subfolder name) to hold your day-to-day working files


· ‘Move’ completed files to the appropriate folder in your department.


File Management  (cont’d)

· File Log Sheets -


· Record all files on a File Log Sheet form – refer page 53.   This form can be accessed from the General Stationery folder and can be maintained online or by hand. 


· File a ‘hard’ copy of all completed File Log Sheets.

· Filenames -

· Speak to your Manager regarding the filenaming conventions used in your Department 


· For ease of operator identification, add your initials to the end of each filename.  For example, JulyConf-mq.doc (document about July Conference-keyed in by Mary Quinlan)
· Backups -

· Backup copies of all electronic files are made twice weekly.  Refer to the Office Records section on page 45


· Speak to your Manager regarding the backup procedures carried out within your Department


· At the end of each day, make a backup of the files in your personal folder and store in a safe place.
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	Employee Name
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	File Name/File Location

(include path)
	Description of File
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General Stationery\filelog.doc
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iv
(iii)

Swaggies Pty Ltd is a simulated company used for training purposes only
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