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1. About Top Notch

Company Profile

Top Notch is a firm in the financial services industry providing tax, accounting and financial planning work to clients. The firm has expanded over the last several years.

The company commenced operations in 2005, North Sydney NSW. The business grew and moved to larger premises in Parramatta in 2008.  

There have been increasing requests from small to medium size clients for a one-stop Tax and Accounting package service.  The firm processes the transactions, prepares quarterly Business Activity Statements, year-end financial reports and tax returns. 


Mission Statement
Top Notch is committed to becoming a leading financial services organisation in NSW by providing our customers with top quality tax, accounting and financial planning services.


Core Values
· Integrity
· Accountability
· Excellence 
· Commitment 
· Professional and ethical practices


Locations

Head Office
361 Milton Street
Parramatta  NSW  2150

Tel	02 9977 7555
Fax	02 9977 7556
Email	enquire@Top Notch.com.au
ABN	12 331 002 441
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2. Professional conduct

[bookmark: _Toc532618950][bookmark: _Toc532622631]Policy

All Top Notch’ 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, clients and key stakeholders.


Procedures

All staff will

· 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 Company’s Health and Safety 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 Top Notch’ business, employee and client information.

· Report to work on time

· Notify their immediate superior of their absence within one hour of their starting time

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

· Comply with the Company’s policy regarding Workplace Harassment and Discrimination

· Act to promote co-operation and mutual respect among all employees of the Company

· Make suggestions that will increase the efficiency of the work they do or the overall effectiveness of the company.
[bookmark: _Toc532618952][bookmark: _Toc532622633]
Equal Employment Opportunity
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Top Notch is an equal employment opportunity employer and is committed to ensuring that job opportunities are available to all staff and advancement is based on merit.  The policy of the Company prohibits discrimination in the workplace due to gender, race, marital status, sexual preference, pregnancy, disability, race, place of origin, religion or political conviction.

[bookmark: _Toc532618954][bookmark: _Toc532622635]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 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.



[bookmark: _Toc532618958][bookmark: _Toc532622639]Dress Code

[bookmark: _Toc532618959][bookmark: _Toc532622640]Procedures

Professional business attire is expected. Refer to the Dress Code Policy document. 
3. Working Conditions
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It is the policy at Top Notch 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 formalized.

[bookmark: _Toc532618961][bookmark: _Toc532622642]Procedures

All staff will:

· Perform the tasks set out in their statement of duties to the best of their ability
· Abide by the Company’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 30 minutes. The latter is not part of the standard 37.5 hours of work
· Complete the Log In Sheet at the start and the end of a day’s work 
· Inform your Manager and the Receptionist if you need to leave the business premises
· Inform your Manager by 9.30 am if you are likely to be absent from work on a particular day or within half an hour 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 Manager 
· Give four weeks notice if you intend to resign from the Company.
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Top Notch is committed to the protection of all staff and visitors from injury and occupational disease and is committed to following all relevant state and federal legislation.  The Company’s commitment to Work, Health & Safety (WHS) include

· Preventing injury or illness to all staff members and visitors by providing a safe and healthy work environment
· Ensuring the work environment as well as work practices are safe and hazard free
· Providing staff with all necessary training and access to information to achieve a safe and healthy workplace
· Providing worker’s compensation insurance as required by law
· Providing a rehabilitation program to assist staff returning to work after a work injury
· Ensuring that all workstations are equipped with high-quality ergonomically designed furniture to minimise health risks to staff.

[bookmark: _Toc532618976][bookmark: _Toc532622657]
Procedures

All staff will

· Take reasonable care of the health and safety of themselves and others

· Co-operate with the Company in its efforts to comply with occupational health and safety requirements

· Make every reasonable effort to reduce the risk of injury by reporting faulty equipment and any unsafe work practices or potential health risks

· Complete an Accident Injury Report Form as soon as possible after an incident occurs 

· Attend training sessions in emergency procedures and familiarise themselves with the Company’s guidelines concerning manual lifting and handling, occupational overuse syndrome and stress management

· Use all equipment correctly and comply strictly with the manufacturer’s instructions.


[bookmark: _Toc532618977][bookmark: _Toc532622658]5. Emergency Procedures
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Top Notch has established a list of Fire and Emergency procedures to ensure the safety of all employees and visitors.

[bookmark: _Toc532618979][bookmark: _Toc532622660]Procedures

In case of fire staff are directed to do the following

· Alert everyone in the immediate area 
· Phone security who will activate the alarm system if necessary
· Leave the fire area immediately, closing doors and windows if it is safe to do so
· Fight the fire only if you are confident it may be controlled with the fire fighting equipment available in your department or nearby corridor
· If you have to evacuate the area, use the nearest means of escape leading to the exterior of the building. Use the stairway and avoid using the lifts.

[bookmark: _Toc532618980][bookmark: _Toc532622661]Emergency Evacuation Procedures
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In the case of all other emergencies staff will:

· Assist anyone at risk of injury
· Phone security who will sound the alarm
· Dial 000 and alert emergency services of the danger to the building, giving details of the location and nature of the emergency
· Evacuate the area when instructed and proceed quickly to the nearest exit but do not run
· Use the stairways not the lifts
· Meet with your area leader in the main parking lot
· Do not re-enter the building until authorised to do so.
[bookmark: _Toc532622663][bookmark: _Toc532618982]

[bookmark: _Toc532622664]6. Communication
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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 efficiency, accuracy and total professionalism.

At Top Notch’ staff will be required to deal with both internal and external clients by telephone, mail, email or face to face, with a range of people including:

· Office personnel
· Staff
· Customers
· Corporate clients
· General suppliers


[bookmark: _Toc532618984][bookmark: _Toc532622666]Procedures

Top Notch depends on satisfying customers and keeping them satisfied.  Good communication will be achieved by

· Projecting a positive attitude of the Company at all times through verbal and non-verbal communication.
· Using the client’s name.  This helps to personalise the relationship with the customer.  However, address clients 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 
· Writing down important information and checking it for accuracy.
· Clarifying that all instructions given are understood.
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Verbal Communication

[bookmark: _Toc532618986][bookmark: _Toc532622668]The Telephone
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The telephone is a means of promoting a positive image of Top Notch.  It may be the first impression the customer forms of the Company so the service the customer receives must be of the highest standard.  All staff are to be trained in correct telephone etiquette.


[bookmark: _Toc532618988][bookmark: _Toc532622670]Procedures

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 Top Notch’ 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 Top Notch”
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 Top Notch is confidential and must not be disclosed to callers. 
· Information regarding the business affairs of the Company 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 Manager 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.
· 

[bookmark: _Toc532618989][bookmark: _Toc532622671]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 caller
· Company name of caller
· Phone number
· The name of the staff member to receive the message
· Date and time
· A brief message

· Confirm all details of the message before hanging up.


[bookmark: _Toc532618990][bookmark: _Toc532622672]Aggressive Callers

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

· Remain calm and don’t argue with them
· Use active listening skills
· Offer understanding and sympathy
· Do not take hostile comments personally
· Involve the caller with suggested solutions
· Promise to take action if appropriate
· Remain courteous and provide assurance
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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. 
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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
· The date and time of message
·  A concise message
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Written Correspondence
[bookmark: _Toc532618994]
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All written correspondence should reflect the attitude of excellence that Top Notch 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.


[bookmark: _Toc532618995][bookmark: _Toc532622677]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 franchisees 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
[bookmark: _Toc532618996][bookmark: _Toc532622678]
Style Guidelines

[bookmark: _Toc532618997][bookmark: _Toc532622679]Policy

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

[bookmark: _Toc532618998][bookmark: _Toc532622680]Procedures

All staff will:

· Use Top Notch’ letterhead on all outgoing business letters and faxes
· Use Top Notch’ memorandum forms for all internal memos
· Use the standard format where appropriate.  
· 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
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Business letters
· Top Notch’ letterhead to be used for all business correspondence
· Fully-block, open punctation
· Font – Arial
· Font size – 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 31
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Facsimiles
· Use Top Notch’ 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 32
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Memos
· Use Top Notch’ 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


[bookmark: _Toc532619002][bookmark: _Toc532622684]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

[bookmark: _Toc532622685]Promotional Material
· Top Notch’ logo must be incorporated into all promotional material
· Top Notch’ 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 Documents
· Use Top Notch’ Notice of Meeting form to advise staff of forthcoming meeting
· Use Top Notch’ Agenda form to record agenda items
· Use Top Notch’ 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.
[bookmark: _Toc532619003][bookmark: _Toc532622686]


 (
Top Notch Pty Ltd
Head Office
361 Miller Street
NORTH 
SYDNEY  NSW
  2060
Tel  02
 9977 7555
Fax  02
 9977 7556
Email  
enquire
@
Top
 Notch.com.au
ABN  12
 331 002 441
)




Date



Mr Barry Lister
Lister Galleries
671 Pacific Highway
NORTH SYDNEY NSW 2060

Dear Barry

Echo Pty Ltd

Thank you for your recent correspondence requesting information on the performance of your organisation for the last quarter.

As you will see from the enclosed results, your portfolio is performing well with an overall financial improvement of 4.5%. Peter Hill, your Account Manager, will be contacting you regarding a formal review of the last quarter and a revision of the current strategy.

I have enclosed a copy of the range of services offered. Peter will be discussing these options with you.

Yours sincerely



Rebecca Little
Client Liaison Manager

enc




Footer [filename field]-operator initials

7. Office Equipment

[bookmark: _Toc532619004][bookmark: _Toc532622687]Policy

It is the policy at Top Notch 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 Top Notch’ customers, staff, suppliers and franchisees will be shredded before removing to recycling bins.

[bookmark: _Toc532619005][bookmark: _Toc532622688]Procedures

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

[bookmark: _Toc532619006][bookmark: _Toc532622689]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 
· Implement the Company’s policy on paper conservation wherever possible.

[bookmark: _Toc532619007]



[bookmark: _Toc532619008][bookmark: _Toc532622691]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 Top Notch’ 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 
[bookmark: _Toc532619009][bookmark: _Toc532622692]
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 franchisees
· 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 
· Turn the shredder off after use.


[bookmark: _Toc532619010][bookmark: _Toc532622693]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
[bookmark: _Toc532619011][bookmark: _Toc532622694]

8. Stationery Supplies

[bookmark: _Toc532619012][bookmark: _Toc532622695]Policy

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

[bookmark: _Toc532619013][bookmark: _Toc532622696]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. 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.



[bookmark: _Toc532619014][bookmark: _Toc532622698]
9. Mail

[bookmark: _Toc532619015][bookmark: _Toc532622699]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.

The preferred courier service used by Top Notch is Complete Couriers.

[bookmark: _Toc532619016][bookmark: _Toc532622700]Procedures

[bookmark: _Toc532622701]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.


[bookmark: _Toc532619017][bookmark: _Toc532622702]Procedures

[bookmark: _Toc532622703]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
· 

[bookmark: _Toc532619018][bookmark: _Toc532622704]Email

[bookmark: _Toc532619019][bookmark: _Toc532622705]Procedures

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


[bookmark: _Toc532622706]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
[bookmark: _Toc532619020][bookmark: _Toc532622707]
10. Office Records

[bookmark: _Toc532619027][bookmark: _Toc532622714]Policy
Top Notch 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.

[bookmark: _Toc532619028][bookmark: _Toc532622715]Procedures
· Top Notch will keep a centralised database with details of all products, suppliers, customers and franchisees 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.


[bookmark: _Toc532619029][bookmark: _Toc532622716]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 Top Notch 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.
· 


Petty Cash

[bookmark: _Toc532619021][bookmark: _Toc532622708]Policy 
Small purchases of less than $50.00 can be claimed through Petty Cash.

Top Notch 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 Top Notch’ policy to reimburse all legitimate expenses incurred by staff on behalf of the Company.


[bookmark: _Toc532619022][bookmark: _Toc532622709]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.

[bookmark: _Toc532619023][bookmark: _Toc532622710]11. Conservation and Recycling

[bookmark: _Toc532619024][bookmark: _Toc532622711]Policy

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

[bookmark: _Toc532619025][bookmark: _Toc532622712]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 
· 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.
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12. Time Management

[bookmark: _Toc532619031][bookmark: _Toc532622718]Policy

Each department at Top Notch 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.

[bookmark: _Toc532619032][bookmark: _Toc532622719]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. 

[bookmark: _Toc532619036][bookmark: _Toc532622723]
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14. Computer Operations

[bookmark: _Toc532619037][bookmark: _Toc532622724]Policy
Top Notch 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 Windows7
· Anti-virus software – VET AntiVirus
· Office suite – Microsoft Office 2010
· 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

· 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

· Staff should not open email attachments that are from an unknown source

· Staff should 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
· Staff should not consume food 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

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


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.

· 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 
· 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.


. 
(Acknowledgment -This manual is based on the Policy and Procedure Manual of Swaggies Gifts)
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