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" FOREWORD o

Dear Learners,

This book is intended to serve as a ready reference for learners of vocational
higher secondary schools. It offers suggested guidelines for the transaction of
the concepts highlighted in the course content. It is expected that the learners
achieve significant learning outcomes at the end of the course as envisaged in
the curriculum if it is followed properly.

In the context of the Right-based approach, quality education has to be ensured
for all learners. The learner community of Vocational Higher Secondary
Education in Kerala should be empowered by providing them with the best
education that strengthens their competences to become innovative
entrepreneurs who contribute to the knowledge society. The change of course
names, modular approach adopted for the organisation of course content, work-
based pedagogy and the outcome focused assessment approach paved the way
for achieving the vision of Vocational Higher Secondary Education in Kerala.
The revised curriculum helps to equip the learners with multiple skills matching
technological advancements and to produce skilled workforce for meeting the
demands of the emerging industries and service sectors with national and global
orientation. The revised curriculum attempts to enhance knowledge, skills and
attitudes by giving higher priority and space for the learners to make discussions
in small groups, and activities requiring hands-on experience.

The SCERT appreciates the hard work and sincere co-operation of the
contributors of this book that includes subject experts, industrialists and the
teachers of Vocational Higher Secondary Schools. The development of this
reference book has been a joint venture of the State Council of Educational
Research and Training (SCERT) and the Directorate of Vocational Higher
Secondary Education.

The SCERT welcomes constructive criticism and creative suggestions for the
improvement of the book.

With regards,

Dr. PA. Fathima
Director
SCERT, Kerala

O



Reference Book i

" CONTENTS .
ABOUT THE COURSE ...uvitintitineiteneeeneeeseneneeneneens aeeen S
MAJOR SKILLS (WITH SUB SKILLS) «.eveuenenennnnenenenennns 7
SYLLABUS « 1ttt tettteetenereeeannseeeeanseeeeeanssseeennsseeennns 8
OVERVIEW OF MODULE 3 ..iiiiiiiiiiiiiieieeiieeeeenaneen 13
OFFICE COMMUNICATION ..1.tennrreeeeinneeeeannneeeennnnees 13
COMMUNICATION THROUGH LETTERS ...cvvvivnviiinnnnnn. 33
CoMPUTERISED TYPING (ENGLISH & MALAYALAM) ..... 49
DESKTOP PUBLISHING ..vviiviiiriiiiiiiiiniiineenneeneenns. 56
CoOMMUNICATION AT WORK PLACE......cccvviiiiiinnnnnn, 63
EXTENDED ACTIVITIES .1vtenttenteeneenneenneeneenneenseeneens 65
LIST OF PRACTICALS .viitiiiiiiiii e 65
OVERVIEW OF MODULE 4 ...vviiiiiiiiiiiiieiiieeeeeeenns 66
ENTERPRISE RESOURCE PLANNING ...cccvvvvviiiiiiiennnn. 66
PAPERLESS OFFICE ..vviiiiiiiiiiiieeiiiiiieeeeiineeeennnnss 77
E-GOVERNANCE ..ttiiiiiiiiiiiiiiiieeeieeeeeinneenns 81
CoMPUTERISED TYPING (ENGLISH & MALAYALAM) ..... 88
IT ENABLED SERVICES ..uvvtinrteiineeenneeenneeennneennneens 91
WEB PAGE DESIGNING ..coviiiiiiiiiiiiiiieeieiieeeeannns 98
CYBERETHICS vt 105
EXTENDED ACTIVITIES .1uvveenrtieneerineeenneeeneeeenneens 110
LIST OF PRACTICALS .vttiiiiiiiiiiieiiieeeeieeeeans 111
LIST OF REFERENCES ..uuuuvtteeinneeeeainneeeeanneeeeannns 111




B COMPUTERISED OFFICE MANAGEMENT

ABOUT THE COURSE

Inthe present-day scenario Computerised Office M anagement (COM) professonds
areessentia for every business/service sector. Dueto thetechnol ogical advancement,
peopleliveinaculturegoverned by thedemandsof digital life. Thisdigital lifeblurs
and transforms old boundaries between work and home, public and private. It
requiresever-increasing level sof technology, literacy and competency. Computer
softwaretool sand devices constantly evolveand upgrade, aswell astheskillsneeded
to usethem areto be upgraded.

The Centrd and State Governmentsaswel | aspublic and private sectorsare shifting
from P-Governanceto E-Governance. The government officesare changing from
Paper officeto Paperlessofficeie., e-office. Inthisjuncture, our missonisto develop
"technol ogy-savvy adults" who possess|iteracy and competency in Management
and I T applications so that they are ableto carry out any type of work assigned to
them.

Thecourseamsto generateawarenessamong the students on theworking of modern
offices. The courseisintended to equip the students to assist the officers at the
management leve for administration. Through this course studentscan develop the
skill to perform officework in acomputerized environment and can dsotransform
paper officesto paperl essoffices. It dso bringsout chances of garting salf employment
venturesin Desk Top Publishing, digitizationin recordsmanagement and other I'T
rel ated establishmentsand wage empl oyment.

Almost all organizations need an office. The nature of officework differsfrom
organi zation to organization and from one officer to another. There are lots of
employment opportunitiesrel ated to officemanagement. Inmodern dayscomputers
and other digital equipmentsare used in every sphereof officeactivity. A student
who acquires COMPUTERISED OFFICE MANAGEMENT skill can find out
plenty of chancesinthisarea. Thecourseisrelevant in the present day employment
scenario.

Thiscourseisdesigned toimpart office management, officeautomationand I'T skills
together to alearner. Asaresult, such passed outs can be used as Multi-skilled/
Multi-tasking workforce.

Theskillslikedataentry in English and Maaya am, desk top publishing, effective
communication, handling officeroutineworks, digitized recordsmanagement, routine
office accounting, front office management, tel ephone eti quette, basi ¢ presentation

O
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skills, Reports/ minutes preparation using Dictaphone, etc. will beacquired by the
learner on completion of thiscourse.

Thejobrolesidentified for the passed outsare Computer Assistant, I T Desk Ass stant,
Confidential Assistant/ Secretariesto Officers, Data Entry Operator (English and
Malayalam), A ccountsA ssi stant, Recepti onist, Records management, Front Assistant
(for paper office aswell as paperless office), self employment opportunitieslike
Internet café entrepreneur, I TES entrepreneurs, Photo editorsand designers, etc.

Theabovejobsareavailablein plenty in Government and Private sectors, BPO
Companies, etc. Besidesthese opportunities, there are lots of self employment
avenues.
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Major skills
Sl. [ Module/ Name of Major skills Sub skills
No. Code Module
1. | MODULE 3| Communication [¢ Communication|* Handle DTP
and Publishing work in English
Art and Malayalam
* Documents
designing
* Letter drafting
and Typing
* Presentation
*  Speedtyping
2. | MODULE 4| Enterprise 1. Operate * Workinan ERP
Resource Enterprise environment
Planning Resource * Webpagedesigning
Planning * Blogcreation
Software
2. Computerised
Typing
(English &
Malayalam) -

Higher
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SyYLLABUS
MODULE III
COMMUNICATION AND PUBLISHING ART (340 PERIODS)
3.1 OFFICE COMMUNICATION (40 Periods)
3.1.1 Introduction to communication

3.1.2
3.1.3
314
3.15
3.1.6

3.1.7

3.1.8
3.19

Meaning, definition and features of communication
Importance of communication

Communication process

Barriers to communication and measures to overcome it

Types of communication and its advantages and disadvantages
- On the basis of source of origin, direction, way of expression
and organisational structure

Communication methods, devices, their use, merits and
demerits/limitations - Internet, e-mail, Video conferencing,
Inmarsat, Telephone, Mobile phones, Voice Over Internet
Protocol (VoIP), Interactive Voice Response System (IVRS),
EPABX, Fax, eFax, Social Media

Telephone and e-mail etiquettes

Postal services - Ordinary letters, Registered letters, Speed post,
Value Payable Parcel, Reply-PaidService, Postage Prepaid
Service, Insured Cover

3.1.10 Courier Service

3.2

321
322
3.23
324

COMMUNICATION THROUGH LETTERS (60 Periods)
Meaning and importance of correspondence

Structure of a business letter

Layout of a letter

Types of business letters - Circular letter, Sales letter, enquiry
letter, offers and quotations, Order letter, collection letter, form
letters, application letters and bio-data




B COMPUTERISED OFFICE MANAGEMENT

3.2.5 Types of Government letters - Official letter, Demi Official (D.O)
letters

3.2.5 Inter Office Communications - Memo, Notice
3.2.6 Mail service - Inward and outward mail handling procedures
3.3 COMPUTERISED TYPING (English and Malayalam)

(100 periods)

3.3.1 Typing practice to achieve a speed of 35 w.p.m in English and
25 w.p.m in Malayalam.

3.3.2 Typing hand written/manuscript of letters, circular, etc.

34 DESKTOP PUBLISHING (ENGLISH & MALAYALAM)
(110 Periods)

3.4.1 Pagemaker/Scribus - Application of Pagemaker/Scribus -
Introducing Pagemaker/Scribus ‘Tools” - Constructing a
publication - Importing pictures and graphics - Editing text -
Formatting text - Creating and importing styles - Creating master
pages - Working with images, graphics and objects - Managing
and printing a publication

3.4.2 Photoshop/GIMP - Components of Photoshop/GIMP window
- Familiar with Photoshop/GIMP tool box - Familiar w i t h
palettes - understand image resolution - Formatting image -
Understand file formats PSD, TIFF, JPEG and PDF - Working
with selection tools - Drawing, painting and retouching tools -
Explore colour picker dialog box - Familiar with retouching tools
- Working with layers - Apply blend models - Use type masking
and shape masking.

3.4.3 CoralDraw/Inkscape - Introduction - Tools - CoralDraw/
Inkscape essentials - Working with text, object - Editing -
Calendar Designing - Card Designing - Importing images -
Exporting files

35 COMMUNICATION AT WORK PLACE (30 Periods)
3.5.1 Describing one’s job

3.5.2 Describing one’s work place (company)

&
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3.5.3
354
3.5.5
3.5.6
357
3.5.8
3.5.9

Handling an angry customer

Directing a customer over phone
Preparing a daily and weekly work plan
Giving and receiving simple instructions
Enquiring about a job vacancy

Facing an interview

Effective communication techniques

3.5.10 Duties of Customer Service Representatives

3.5.11 Presenting a specific topic
MODULE IV - ENTERPRISE RESOURCE PLANNING

4.1

411
41.2
413
414
415
41.6

41.7
4.1.8
419
4.2

421
422
423
424
425

(340 Periods)
ENTERPRISE RESOURCE PLANNING (ERP) (100 periods)
Introduction to Enterprise Resource Planning
Meaning and definition of Enterprise Resource Planning
Need for ERP in business
Benefits and limitations of ERP
Components of ERP

ERP Packages - ERP and business - Functionalities of ERP
Packages

Ideal ERP Modules - Internet enabled ERP systems

ERP software - Application of Ideal ERP Modules

ERP Implementation - Methodologies - Life cycle - Issues
PAPERLESS OFFICE (30 periods)
Introduction to paperless office

Meaning and features of paperless office

How to set up a paperless office?

Merits and demerits of paperless office

Office in pocket
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4.3 E-GOVERNANCE (30 periods)
43.1 Concept of e-governance

4.3.2 Meaning of E-governance and E-government

4.3.3 Objectives of E-Governance

4.3.4 Domains of E-Governance

4.3.5 Major E-governance projects of Government of Kerala

43.6 E-governance services to citizens

4.3.7 Benefits of E-governance - to the Government - to the citizens
43.8 M -Governance

44 COMPUTERISED TYPING (English and Malayalam)
(100 periods)

441 Typing practice to achieve a speed of 45 w.p.m in English and
30 w.p.m in Malayalam.

442 Typing hand written manuscript of government order,
proceedings, statements, etc.

4.5 IT ENABLED SERVICES (20 periods)
45.1 Introduction and meaning of ITES

4.5.2 Business Process Outsourcing

4.5.3 Blog - creation - writing - publication

454 Medical Transcription

45.5 Affiliate Marketing

4.5.6 Call Centres

4.5.7 Virtual Assistants

4.5.8 Freelance Journalism

4.5.9 Computerised Accounting

4.6 WEB PAGE DESIGNING (40 Periods)
4.6.1 Introduction to HTML

4.6.2 Starting with HTML - HTML Document - Headers tag, Body
tag - Elements of HTML Document

4.6.3 HTML tags for text, images, videos, lines, tables, lists, layouts,

styles, hyperlink



Reference Book i

4.6.4
4.6.5
4.6.5
4.7

471
4.7.2
4.7.3
474
4.7.5

Cascade Style Sheet

Static and Dynamic websites - Advantages and disadvantages
Web Server and Domain Name

CYBER ETHICS (20 periods)
Introduction to Cyber ethics

Meaning of Cyber ethics

Computer crimes

Cyber crimes/Internet crimes

Offences and penalties under Information Technology Act, 2000

Practical activities at the end of 3*! and 4t Module

X ® N oW N e

B =

=L N

Module 3 : Communication and Publishing Art
Create e-mail account and send e-mails

Open an account in social media and manage it for office purpose
Send fax message

Prepare business letters, statements, etc.

Speed typing in English and Malayalam

Type handwritten letters, statements, etc.

Prepare a Pagemaker/Scribus file with two or more boxes.
Design and create visiting card

Design a brochure

Resizing photos with given size and resolution

Module 4 : Enterprise Resource Planning

Create a blog

Work in ERP Software -Data entry - Report generation
Speed typing in English and Malayalam

Typing various handwritten/ manuscript letters, statements,
government order, etc.

Design a Website
OJT
Field visit
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Module III
COMMUNICATION AND PUBLISHING ART
Overview

Communication plays a key role in the success of an organization. With the
development of technologies, so many changes took place in the field of
communication. To copeup with thestuation, someadditionsare given onthe Unit
‘Office Communication’ with latest technologies. There are drastic changes in handling
the correspondencein an office, but some conventional practicesstill exists. The
moduleis properly blended with old and new communi cation technol ogieswhich
are necessary to perform the office effectively.

Asastudent of Computerised Office M anagement he/she should possessskill in
handling theofficestuationsefficiently. Toacquiresuch skillsthismoduleisenriched
with opportunitiesfor devel opment of communication kill, handling correspondence,
skill in handling communi cation devicesand using DTP softwaresfor publishingwork
etc.

Unit No. 3.1 - Office Communication

About the Unit

Communication playsapivotal roleinthe successof an organization. It actsasa
basisof co-ordination and helpsin smooth working of an enterprise. Decisionsare
made on the basi s of proper communi cation which leadsto managerid efficiency.
The personnel in an office should know and familiarize with different aspects of

communication. They should aso acquirethe skill to managethe communication
systeminthe organizationin most effective manner.

Learning Outcomes

The learner,

. Describes communication

. Explains meaning, definition and features of communication
. Summarises importance of communication

. Identifies communication process

. Detects and overcome barriers to communication

. Identifies the communication methods
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. Gets acquainted with different communication devices

. Follows telephone and e-mail etiquettes

. Identifies and explain services offered by postal department
. Explains courier service

Unit in detail

3.1.1 Introduction to communication

The term “communication” is derived from Latin word ‘COMMUNIS’, which means
common. Communi cation isany means by which athought istransferred from one
personto ancther. Itinvolvesrece vinginformation and givinginformation. Efficiency
of manageria decisionsdepends on effective communication.

3.1.2 Meaning and definition of communication
Meaning

To communi cate meansto pass aninformation. Informationisusually passed on by
means of spoken words, by telephone, by post, or messenger service. The process
of conveyinginformation from one person to another through any of these or other
meansiscalled communication.

Definition
“Communication” may be defined as “the process of passing information and
understanding from one person to another.” It isaprocess by which meaning or

thoughtsareexchanged between individudsthroughamutudly understood language
or symbal.

Theterm communi cation has been defined as, “an exchange of facts, ideas, opinions
or emotions by two or more persons.”

Features

Theessentid features of communication may be stated asfollows:

1.  Communicationinvolvesminimum two people.

2. Communicationisaprocess. Itinvolvesanumber of stepsor elements.

3. Itinvolveshbothinformation and understanding. Communication takesplace
when therecelver understandswhat the sender meansto convey.

4. Communication occursat many levels- bothinternally and externdly.
5. Thereshould beafeedback at the end of the process.
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3.1.3 Importance of communication

Theimportance of communication may beexplaned asbelow:

1. Aidtodecision making: Communication hepsmanagementinarriving at vita
decisions. If theright type of information isnot available at the proper time, it
may not be possi blefor management to consider al the prosand cons before
taking adecision.

2. Aidtoco-ordination: In each organisation there are several departmentsor
sections. Co-ordination between these departments or sectionsisamust for
theefficient functioning of theenterprise.

3. Goodrdations. Communicationimprovesthere ationship between the supe-
rior and the subordinate asaresult of flow of information and discussion be-
tween them.

4. BuildsMorale Itisthrough communication that the superior can motivatethe
subordinates and build high mora e among the empl oyees.

5. Development of managerial skills: Communication isalearning process.
Facts, information, idess, etc enrichesthe knowledge of the executive.

Activity: Casestudy

ABC Ltd; decided toincreasetheir salestarget from Rs.11akh to Rs.2 |akhs after a
market survey. They implemented the decision during thefinancial year 2014-15.
After thefirst half of the Financial Year they realized that the target is below
expectation. They reviewed the entire activiti estaken place upto the moment and
concluded that therewas absence of proper communi cation among departments.
The Department Heads areinstructed to achievethe god at any cost by the end of
theFinancid Year.

Study thecaseand suggest suitablemethodsto solvetheissueinthelight of importance
of communication.

3.1.4 Communication Process

Communicationis sending and recel ving informati on between two or more people.
The person sending themessageisreferred to asthe sender, whilethe personreceiving
theinformationiscalled thereceiver. Theinformation conveyed canincludefacts,
ideas, concepts, opinions, beliefs, attitudes, ingtructionsand even emotions. Following
arethe e ementsof communication process.

>
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1.

Sender: The person who intendsto convey the messagewith theintention of
passing information and ideasto othersisknown as sender or communicator.

Message (Ideas): Thisisthesubject matter of thecommunication. Thismay
bean opinion, attitude, feelings, views, orders or suggestions.

Encoding: Sincethesubject matter of communicationistheoretica and intan-
gible, itsfurther passing requiresuseof certain symbolssuch aswords, actions
or picturesetc. Conversion of subject matter into these symbol sisthe process
of encoding.

Communication Channel: The person who isinterested in communicating
hasto choosethe channd for sending therequired information, ideasetc. This
informationistransmitted to thereceiver through certain channel swhich may
beeither forma orinformd.

Receiver: Receiver isthe person who receivesthe message or for whom the
messageismeant for. It isthereceiver who triesto understand the messagein
the best possible manner in achieving the desired objectives.

Decoding: The person who receivesthe message or symbol from the commu-
nicator triesto convert the samein such away so that hemay extract its mean-
ing to hiscomplete understanding.

Feedback: Feedback isthe process of ensuring that thereceiver hasreceived
the message and understood in the same sense as sender meant it.

Activity: Draw thecommunication process

3.1.5 Barriers of communication

Therearemany barriersor difficultiesin theway of afreeflow of communication.
They areasfollows:

1
2
3
4.
S.
7
8
9

Defective system of transmission of messages.

Lossof message by transmission and poor retention of information.
Mis-interpretation of messages.

Evauating communication prematurely.

Fear of consequences or afull and frank disclosure.

Lack of trustinoral communication.

Lack of attention to take note of instructions, notices, orders, or reports.

Failureto deliver important message dueto carel essnessor guilty conscious-
NEss.
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Measures to overcome the Barriers

Thefollowing are some of the measureswhich may be adopted by the management
to overcomethebarriersof communication.

1. Follow asmpleorganisation structure.

2. Managersand supervisorsshould devel op aleadership style whichinspires
confidencein subordinate and encourages honest feed back.

The contentsof communi cation should be adequate and compl ete.

The sentencesused should bewell-organised and thelanguage must besmple
and clear.

5. Themediumand method of communication should be chosen careful ly to suit
the particular communi cation needs.

6. Careful processng of informationto eiminateadl unnecessary information will
ensurethat communication channelsare not overloaded.

7. Follow better interpersond relationsin the organisation.
Activity: List out any two barriersyou havefaced whilecommunicating.
Activity: Roleplay

Sdlect fivestudents. Givethefirst student atopic of fiveto six sentencesand ask him
to convey thetopic to the second student and the second to third and so on. Then
evauatetheorigina with thelast one.

3.1.6 Types of communication
Therearedifferent typesof communication.
On the basisof source of means empl oyed, communication may be:

ad Oral or Verbal Communication: It refersto messages sent or received
verbaly. It may beintheform of faceto faceinteraction or through mechanica
or eectronic deviceslikete ephone, loud-speaker, etc

Advantages

)  Itpermitsdetailed explanation and clarification of doubts.
i) It canbetransmitted quickly if themessageisbrief.

iii) Itis particularly useful atthe operational level.
Disadvantages

i)  Thereisnoevidenceof communication.
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ii) It may betimeconsuming.

iii) It may not betaken serioudy by thereceiver.

iv) Itmaybedifficult toactonit duetomissing details.

b) Written communication: Written communication may taketheform of indi-
vidually written letters, memoranda, reports, circulars, orders, invoicesetc.
They may be conveyed in many ways such asthrough messengers, by postal
services, cables, telex, teleprintersetc.

Advantages

i)  Written messages aremore accurate and exact.

ii)  They providedetaledingtructions.

iii) Theyareformal, they carry greater wei ght than oral messages.

iv) They serveasapermanent referencefor thefuture.

V) They havethewidest possiblecoverage.

vi) Itisanideal meansof conveying plansand policiesetc.

Disadvantages

i) Itcanbecometooformal.

ii) It may encourageredtapismintheoffice.

iii) It doesnot offer an opportunity for animmediate response.

iv) It may bedifficult to keep written communi cation up-to-date.

v) Beingformd it falsto convey thefedingsof the person sendingit.

c) Gestural communication: Exchange of information through gesturesoften

used to supplement verbal communication iscalled gestural communication.
Thisisvery useful and hel pful to the subordinates. Example: A handshakewith
subordinate, apat on his shoulder etc.

Onthebasisof relationships, communication may be;

a

Formal communication: Forma communicationistheofficial communica
tion which takes place between personsserving at different level sinan organi-
zation. This type of communication strictly follows the ‘unity of command prin-
ciple’. Naturally, formal communication is extremely slow and time-consum-

ing.
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b) Informal communication: Informa communication takes place between per-
sons of the same group or of different groups, not on the basis of any formal
authority, but onthe basisof informal relationsand mutual understanding. Itis
also known as “grape-vine” communication.

Onthebasisof thedirection of message, communication may be;

a Upward Communication: Upward communication travelsfrom the subor-
dinatesto superiors. It providestheresponse or the feedback asto how well
theorganizationisfunctioningin any particular gohere. Upward communication
usually consistsof (i) ideasand suggestionsfor improvement, (ii) request for
help, (iii) expression of attitudesetc.

b) Downward communication: Downward communication travelsfrom the su-
periorsto the subordinates. Its primary purposeisto transmit information or
instruct employeesinthe performanceof their jobs. Important downward com-
munication channe sincludewritten directivesasinstructions, face-to-face con-
versations, use of public address systems, notice boards, bulletinsetc.

c) Horizontal communication: Communication which takes pl ace between per-
sonsonthesameleve of organisational hierarchy (Example: Superintendents
of two sectionsof thesameoffice) iscalled horizontal communication. Itisalso
cdledlateral communication.

d) Diagonal Communication: Communication may also take placediagonaly
between managers or supervisorsof separate departments or between per-
sonsondifferent levelsof hierarchy, cutting across departmental barriers.

Onthebasisof source of origin, communication may be:

a) Internal communication: It refersto exchange of information and messages
between personsand departments of the same organisation. Communication
between the head office and the factory or other branch officesmay also be
includedinthistype.

b) External communication: It refersto exchange of information or messages
between aparticular organisation or office and outs de personsand organisations.
Communication with customersand suppliers, other business organisations,
Government departmentsand serviceingtitutions comewithin this category.

Activity: Prepareachart showingdifferent typesof communication.
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3.1.7 Communication methods, devices and its uses, merits
and limitations

I Methods of oral communication
i Face-to-facecommunication/Per sonal visit

Itisan exampleof ora communication and may beinterna or externa. Thisisthe
most natural and effective method of communication. Confidential matters can be
conveyed through thismethod. Being themost economical communi cation method,
it dso providesimmediate response and creates good personal relationship.

Advantages

i)  Itisimmediate and helpsin projecting the urgency of the matter.

i) Itismost suitablefor confidential matters.

i) Itisveryflexible.

iv) It providesanimmediateresponse.

V) Itmakesforapersona approach which hel psto resolve misunderstandings.

Limitations

i)  Itmay belessaccurateand beinginformal.

i)  Itisunsatisfactory when plan and policy decisionsrequiring lengthy explana-
tions.

iii)  Itisatimeconsuming method.

iv) Itisnot suited wherethe sameinformationisto be conveyed to different parts
of theorganisations.

ii. Telephone

Themost commonly used devicefor oral communicationin an office. Itiseasy to
operate, cheap and aspeedy method.

iii.  Smartphone/M obilephone/Cdlular phones

Mobilephoneisthemost suitable method of communication for aperson on move.
It offersbenefitslikemobility, privacy, SMS, internet etc. Itfacilitatesora, written
andvisud communicetion.

iv. Intercom

Anintercom (intercommunicationdevice) isan interna oral communication system
for usewithin an office building. It isan independent system. Modern intercom
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devices can be connected to Public Address Systems, walkietalkies, telephones
etc. andfacilitatesvideo caling.

Advantages

a) Itmay beingtdled asand when required without the sanction or permission of
the Telephone Department.

b) Itischegptoingal andrun.

c) Itisatimesavingdevice.

d) Itcutsdowninter officevigting.

v.  EPABX (ElectronicPrivateAutomatic Branch Exchange System)

Thissystem facilitatesinternal and externa oral communication. InEPABX the
communicationispossiblewith saverd linesby using asinglete ephone connection.
Itisabetter cal servicing equipment than PABX and requiresonly very little space.

vi. TelephoneRecordingand Answering Machine

A telephonerecording machine, when attached to atelephone, recordsthe external
incoming calsintheabsenceof therecelver himsdf. At the sametime, atelephone
answering set automati cally answers an unattended telephone.

vii. Interactive Voice Response System (IVRYS)

“Interactive Voice Response System or IVRS is phone technology that allows a
computer to automatically detect voice and touch tones using a normal voice phone.”
AnIVR system (IVRS) accepts acombination of voi cetel ephoneinput and touch-
tone keypad sd ection and provides appropriate responsesin theform of voice, fax,
callback, e-mail and perhaps other media. The objective of IVRSisto cut down
customer service costs by providing self serviceto customersand guiding themto
the department, person or information that they need.

AnIVR system cong stsof tel ephoni ¢ equi pment, software gpplications, adatabase
and asupporting infrastructure. Common IV R applicationsinclude Office call
routing, Call center forwarding, Gasrefill booking, and Info callsby mobile phone
and DTH service providers.

Advantages of IVRS
- Itsavestimeand money by reducing employees.
- ltworks24 x 7toassist clientsand have no lunch breaks, vacations or have

sick days.
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It canmakeasmall company seem bigger.
It makes customersfee like someoneisattendingtotheir needs.
It diminateshuman errorsliketransferring acal to thewrong department.

Disadvantages of IVRS

viii.

Some people don’t like talking to machines.
Itisdifficult to understand thelong menu by an ordinary client.
Messages containirrelevant information.

\Voice prompts that are hard to understand because the voice talent doesn’t
producethewordsclearly or correctly.

Voiceover I nternet Protocol (Vol P)

Voiceover Internet Protocol (VolP), isatechnology that alowsto makevoicecdls
using abroadband Internet connection instead of aregular (or analog) phoneline.
SomeVolPservicesmay only alow calling other people using thesame service, but
othersmay allow calling anyonewho hasatelephone number - including locd, long
distance, mobile, and international numbers. Also, while someVolPservicesonly
work over computer or agpecial Vol Pphone, other servicesalow touseatraditiona
phone connected to aVol Padapter.

How VoIP/Internet Voice Works

VolPservicesconvert thecaller voiceinto

adigitd sgnd that travelsover thelnterndt. Personal Telephone
If the caller is calling a regular phone R '

number, thesigna isconverted toaregular

telephone signal before it reaches the il SR
destination. VolPcan alow making acall Modeml s ‘L‘*F"“
directly from acomputer, aspecial Vol P ) %

phone, or atraditional phone connected to -

aspecial adapter. In addition, wireless “hot
spots” in locations such as airports, parks,
and cafes dlow connecting to the Internet
and may enable to use VoIP service

o

|

wirdesdly.

Personal

o

4 Telephone
Computer

&
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There aretwo major reasonsto use Vol P.
*  Lower Cost

e Incressed functiondity

Lower Cost

1. Ingenera phoneserviceviaVolPcostslessthan equivalent servicefrom tradi-
tional sources.

2. A singlenetwork isusedto carry voiceand data.
3. The"FreeWorld Didup" and " Skype servicesfacilitate' "free” VolPcall.
Increased Functionality

VolPmakeseasy somethingsthat aredifficult or impossiblewith traditiona phone

networks.

*  Incoming phonecdlsareautomatically routed to the Vol Pphonewherever itis
plugged into the network.

»  VolPphonefacilitatestoreceivecal whileon moveprovided it isconnected to
internet.

e Call center agentsusing Vol P phonesto work easily from anywherewith a
good Internet connection.

II Methods of written communication
I. M essenger service

Thewritten communications such asletters, reports, memoranda, etc. are collected
and delivered by messengers or office boys appointed for thispurpose. They are
also used for passing messages to other offices. In such casea'Loca Delivery
Register' isused and it issigned by thereceiver.

ii.  Internal Office-Mail Service

Thismethod isin practicein severd private and government offices. Under this
system, each department maintain boxeslabelled'Mail In' and'Mail Out' to deliver
and collect messages by the messenger. They do thiswork infrequent intervals.

ii. Fax (Facsmiletelegraphy)

The dectronic device used for transmission of documents, sketches, drawingsetc.
to distant places. Exact copy of theorigina can betransmitted by aFax machine. It
isconnected with a Tel egphone connection. The matter to be sendisinserted to the
machine, upon switching, transmitsthefacamileto the Fax machineat the other end

and the copy isreceived at thereceiver'smachine.
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iv. eFax

efax isaninternet fax servicefor sending and receiving of fax documentsindigital
document rather than atraditional paper fax machine.

With eFax, receiving afax isaseasy asopening email. People can receivean emall
with aPDF or TIF attachment to an e mail address specified. They may also access
their faxes by logging into the eFax account anytime from anywhere around the
world. eFax can be send viamobilephone, tablets, |aptops, personal computers,
etc. Itisspeedy, accurate and provide an evidenceto both parties.

v.  Smartphone/Mobilephone/Tablet

The Smartphone/M obile phone/Tab have dl thefeaturesthat computers possess.
ThesedevicesareworkinginAndroid, Microsoft, Appleor MAC OS. Therefore,
they can be used for any officework whilethe executivesare on move. Thedevices
are handy too. An internet connected Smartphone/Mobile phone/Tab facilitates
written aswell asoral communication. A 3G/4G Smartphone/M obile phone/Tab
facilitatesvisua communication.

vi. Internet

Internet is a network of computers worldwide which alows its usersto share
information. It facilitates global communication. Internet has becomethe biggest
domain of information. Widevariety of servicesareavailablethroughinternet such
ase-mail, FleTransfer Protocol, multimedia, shopping opportunities, e-commerce,
banking, VOIP etc. One can send and receive information through it and the
information can be downloaded and stored. A telephonewith internet facility, a
MODEM (Modulator-Demodul ator) and apersona computer or laptopisrequired
to accessinternet connection. Wi-fi modem, net setter, etc. can also be used for
availinginternet connection.

vii. E-mall

Electronic mail or e-mail isfast, easy and | ess expensiveway to communicatewith
other internet users. Itisthemost widdy used gpplication of internet. e-mail overcomes
most of the problems of delays of getting aphysical document from one placeto
another. It dlowsexchange of documentslike attachments, such as pictures, photaos,
scanned imagesor other documentsin any format.

Uses of E-mail

1. Using E-mail wecan communicatewithany part of theworld instantaneoudly.
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2. Officecansavetimeand reducecostsby usinge-mail filetransfer facility.
3.  Electronicformscan bewidely used throughe-mail.

Activity : Createan e-mail account and send a messageto your friend.
viii. FileTransfer Protocol (FTP)

FTPisasoftware programmethat allowsusersto transfer filesstoredin thedirectory
of acomputer that is connected to theinternet. Using FTP one can upload and
download filefrom the computer if one hasthe access permission on the compuiter.

III Staff Location System
Devicesused in staff location system.

1. Public Address System: Itisthe simplest and themost effective method of
staff location. Under thissystem, aloudspesaker is used to requesting the atten-
tion of the person sought. Such systemsare often used by theralways, airlines
officesetc. Themain drawback of thissystemisthat it isnoisy and disturbs
others.

2. Bdlsand Buzzers: Inour offices, bellsand buzzersare used very commonly.
They may beused to call amessenger or asubordinate. The actual communi-
cation takes placelater. Thissystem makesofficestoo noisy.

3. Lightedsignals: Lighted signa sareinstalled to attract the attention of apar-
ticular individual at agiven moment. Each persononthecal list hasacode
number. Wherever aparticular individua isrequired, hiscodenumber islighted
onthesgna and abuzzer isoperated. Thissystem creates noisein office.

IV Other modern communication methods
I. INMARSAT (PortableWorld Phone Office)

Themost modern communication device. Itisacombination of digital camera, lgptop,
cell phone, fax and audio visual software. It facilitates communication with people
al over theworld whiletravelling, expeditions, tc.

ii.  Videoconferencing

Video conferencingisaservice ontheinternet that alows peopleto communicate
each other and carry on conversation viathe computer with one or more people
with audio andvideo. It enablesdirect face-to-face communication at any distance.
It hasthe capability to | et the participants see each other over video screen. Video
conferencing system needsthefollowing five components.

&
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« Camera

*  Visud display

* Audiosystem

 Compression

*  Userinterfaceand control system

iii.  Social Media

Thisisamethod of communi cation through internet facility which enablespeople

with similar interest from al over theworld to communicateand shareinformation
with each other. Some popular social mediaare:

a. Facebook

Facebook isasocia network servicewhereinformation can be shared within the
group of socialy connected people. Sharing of picturesand other detailsrelated to
events, incidentsand anything of aparticular interest or significance. Following are
someof thefeatures of facebook:

1. Friends-"Friending" someoneistheact of sending another user afriendre-
guest on Facebook.

Timeline- Optionto categorisethe photos, videos, and postsof any given user.
Convey acceptance - Option to expressfedings/write comments.
Messages, Notificationsand inbox

a W DN

Groups- Individual user can create group accordingto their taste. Thethree

different level sof privacy settingsinagroup are

* "Open" meansthegroup, itsmembersand their commentsarevisibletothe
public (whichindudesnon-members) but they cannot interact without joining.

* "Closed" meansthe group and itsmembersarevisibleto the public but
their commentsare not visibleuntil the user hasjoined the group.

» "Secret" meansthat nothing can beviewed by the public unlessamember
specifically invitesanother user tojointhegroup.
Uses of facebook

1. Shaingof informationwith group membersand the public

2. Used asamarket place where you can publish things for sale or for other
advertisements.

3. Asaplacefor blogging
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b. Whatsapp M essenger

Thisapplication isused to communicate with multiple people or friends viatext
messagesor perform red-time conversation (chat). Users can a so creste chat groups,
sharephotos, videos, music, files, etc. Sending messagesand filesfor WhatsApp
Messenger is extremely fast and has no problemsfor delivery. It works on any
platformAndroid, Microsoft, Apple, tc.

Features of WhatsApp Messenger

Blueticks: One bluetick show the messageis send and two ticksindicatesthe
messageisread.

Security: WhatsA pp provides end-to-end encryption which makesimpossibleto
any other to read the user's messages.

Group Chat Updates. Group Chat allowsyou to chat with Up to 100 Membersat
once.

Video Calling: WhatsApp's4.0.0 providesvideo calling facility.
c.  Twitter

Twitter isanonline socia networking servicethat enablesusersto send and read
short 140-character messagescalled "tweets'. Registered users can read and post
tweets, but unregistered users can only read them. To send atweet to someone,
typethe person'susernameintheformat " @username” (without quotes). Enter the
usernameat the beginning of thetweet to send an @reply, or enter it within thetweet
to send amention. Direct messages areideal if you want to say somethingto a
follower privately.

The common termsand their abbreviationsused in twitter are:
1. Tweet: A 140-character message.
2. Retweet (RT): Re-sharing or giving credit to someone el se'stweet.

3. Feed: The stream of tweets on homepage. It's comprised of updates from
usersonefollow.

Handle: Your username.

5. Mention (@): A way to refer another user by hisusernamein atweet (e.g.
@mashable).

6. Direct Message(DM): A private, 140-character message between two people.

You may only DM auser who followsyou.
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7.

Hashtag (#): A way to denoteatopic of conversation or participateinalarger
linked discussion (e.g. #Americanldol, #Obama). Hashtag dlowsto find tweets
based on topics. You can also click on a hashtag to see al the tweets that
mentionitinrea time- evenfrom peopleyoudon't follow.

Activity: A debateon theimpact of social mediaamong youth.

3.1.8 Telephone and e-mail etiquettes

Telephone etiquettes

Telephonemannersarevery important. It isthevoicethat isoften thefirst or only
impression aperson receivesof the speaker and of the organi sation represented by
him/her.

Tips for telephone talking

1.

N o g b~ DN

Welcomethe speaker with greetings (Good morning Sir, good evening Sir,
etc)

Introduce yoursdlf.

Speak dowly and clearly

L et your voice communicatethat you areinterested inthecaller.
Get to thepoint of thecall.

Turn off thebackground noise, if any.

End the conversation with "Thank you' or ‘Good bye'.

Tipsfor placing a call

1.

a b~ w N

Introduce yourself.

If thereceiver isbusy, ask for the convenient timeof call.

If you have severa pointsto be discussed, preparealist beforecaling.
Try to answer thetelephone by the second or third ring.

If thecall isto betransferred, politely ask, whoiscallingand do not let them
waitforalongtime.

Keep awriting pad and pen near you to note down any message from the
cdler.

E-mail etiquettes

It isimportant that whether for businessor persond useoneshouldfollow thebasics
of email etiquette. Thistopic coversthetop tipsfor email etiquette that everyone
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needsto be aware of and follow. By doing so we will be able to maintain good
relationship with other people. Theimportant e-mail etiquettesare:

1. Don't Witein All CAPITALS

Writing inall capitalscan convey that the sender is shouting in hismessage, and
nobody likesto beyelled at. Consider other waysto convey theimportance of the
message. Using dl capita s can beannoying and trigger an unintended response.

2. BCC Recipientsor Usea Mail Merge

When sendingamail, some people placeall theemail addressesintheTo: fidd. If
therecipientlistislarge, dl theaddresswill digplay inthefield. Somerecepientsmay
not want their email address published for everyoneto see. Thiscan beavoided by
using the BCC field or a program like Outlook to do amail merge that sendsa
unique messageto each persononthelist.

3. Don't Request Delivery and Read Receipts

Thiswill almost always annoy the recipient before he or she has even read the
message. Besides, it usually does not work anyway sincetherecipient could have
blocked that function, or his/her software might not support it. If you want to know
whether an email wasreceived, it isbetter to ask therecipient directly.

4. Take Care with Abbreviation and Emoticons

Save abbreviationslikeASA (assoon as) or IDK (I don't know) for text messages
among friends. Avoid abbreviationsin businessofficid e-mail. And whileemoticons
arefun, they just aren't professional and don't know how the recipient will take
them. Just like abbreviations, readers may not know what they mean. It's better to
spell it out and write what you mean.

5. Don't Use Email to Discuss Confidential Information

Email messagesare easy to copy, print and forward thereforeit isnot suitablefor
sending confidentia information.

6. Itshouldbecompleteinal respect such asaddress, sal utation, subject, greet-
ings, clogng, Sgnature, etc.

7. Reread beforesending, spell check and do not demand animmediateresponse.
3.1.9 Postal services

Written communication can be send through post office. A number of postal services
areprovided by Postal department.
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I Ordinary post

For thisnormal postage charges are charged by the post office. The sender of the
|etter affixespostal stamp after weighing them.

ii. Registered post

A receipt regarding the despatch of valuable documentsisgiven by the post office.
Specia careisgiventotheparce. Therece ptisused asaproof.

iil.  Registered with acknowledgement due

While sending registered post acard with name and address of the sender and the
receiver isattached with. Thiscard will bereturned to the sender by the post office
which can beused asevidence.

iv. VPP

Value Payable Parcel isthe systeminwhich onecan order and receivethearticle
through the post office. Thevaueof thearticleisrecovered by the post officeand a
feeischarged by them as servicecharge.

V. Insured cover

Valuable articles can be send through the post office under insured cover. Post
officeisliablefor any lossor damageto thearticle send.

vi. Reply paid service

Itisamethod used to collect the feedback of products, ordersfrom customersetc.
The addressee hasto pay thepostal chargesonly at thetimeof recelvingthecovers.
vii. Speed post

Speed post facility isavailablein post officewhich offersthe speedy ddivery of the
mail. Anextraamount ischarged for thisservice.

viii. Postage Prepaid Service

When alarge number of |etters, etc., areto be posted by an office, it may do so
without pasting postage stampson them. Under thissystem, thetotal amount of the

postage is paid to the post office in cash, and the post office marks the stamp
"Postage Prepaid” on each article so posted.

Activity: Visit near by post officeand prepareareport on thepostal services.
3.1.10 Courier services

Itisakind of service provided by private agenciesto transfer |lettersand parcels
from oneplaceto another. Most courier servicesguarantee ddlivery within the country
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in 24 hoursand delivers documents and small packetsat local levelson the same
day. They offer document deliveries using air, rail and road services. Severd
international couriersareoperating their businessin our country. Itisagovernment
approved pardlel systemto the Postal Department.

List of items in Portfolio

Assessment Activities Portfolio (Expected)
Generd discussion Participation
Case study Notesinactivity log
Draw communication process Drawing
Presentation of selected topics Communicaionskill
Prepare chart Chart
E-mail account crestion E-mail account

Sample TE questions

1. Responseor reaction of communicationis

2. Suggestionfromasuperior isan exampleof communication.
(Upward, Downward or Horizontal)

3. Communicationisatwoway process. Explain.

4. Immediateresponseisoneof theadvantages of face-to-face communication.
Mention any two other advantages.

Namethe devices used for transmitting sketches, drawingsetc.

Vauablearticlesare send through post office under

(VPP, Certificateof posting, insured cover, reply paid services)

M obile phone hasrevol utionized modern business. Writeyour opinion.
enabledirect face-to-face communication at any distance.

Namethepostal servicewhichfacilitatesthe speedy delivery of mail.

10. Expand
a. MODEM b.www  c.E-mail d. EPABX e.FTP

11. Communicating and sharing of information on socia mediahasbecomeanew
trend. Discussitsmeritsand demerits.

<
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12.

13.

14.
15.
16.

17.

18.

19.

20.

21.

Prepareareport on your visit to apost office mentioning the different services
availablethere.

Therearecertain hindrancesin thefreeflow of communication . Discuss such
hindrancesyou noticed whilecommunicating with your friend.

Informal communicationisalso known as
Write noteson different gpplicationsof internet.

The purchase manager of Bata Shoe Co. wantsto discussamatter with the
different branch managerslocated at different placesat atime. Suggest the
communication whichismog suitableand timesaving. Also mentionthemerits
of that system.

Observethefollowing carefully. Then classify these communicationson the
basis of thedirection of message.

a. Astrikenoticegiven by theworkerstothe Managing Director.

b. Instructionsgiven by the Supervisor to theworkers.

c. Communication between the Finance Manager and Purchase Manager.
d. A salesreport submitted by the Salesman to the Sales Manager.
Thefollowing arethetwo Situationsthat interuupt theflow of communication.
a Lackof interest b. Defectivemedia

Suggest solutionsto overcomethesebarriers.

Classfy thefollowing asord communi cation devicesand written communica-
tion devicesand prepare short noteson them.

a IVRS b. Tdefax c. EPABX

Point out any two problemsthat can be happened while conveying an ora
message through amessenger.

Write brief noteson how we can use what's app and facebook for the benefit
of thesociety.
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Unit No. 3.2 - COMMUNICATION THROUGH LETTERS
About the Unit

Officejob startswith the arrival of correspondence. Most of the officejobs are
related with the preparation of |ettersand other correspondencein one or other
way. Though someof the conventiona methods of correspondence became outdated,
still the basic elements are relevant. The office personnel should have proper
knowledge about preparation of correspondence. Thisunit enablesthelearner to
draft correspondencein accordancewith the different office Situations.

Learning outcomes

Thelearner;

. Explainsthe meaning and importance of | etters.

. Identifiesthestructure of abusiness|etter.

. Selects appropriate layout of aletter.

. Identifies, explainand prepare different business|etters, offers, quotations
and bio-data.

. Identifies, explain and preparedifferent government | etters.

. Identifiesand draft inter office communications.

. Classifies, record and distributeinward and outward mails.
Unit in detail

Communication through letters

3.2.1. Meaning and importance of correspondence
Meaning
The communication of information by lettersisreferred to as correspondence. It

means communi cation inwriting as between individua sand ingtitutions on matters
of commoninterest. It isan effectivemedium to send long messageswith low costs.

Importance

Communication isasimportant to businessasrespirationto humanlife. It develops
and sugtainsbusi nessactivities. Theimportancesof correspondencearethefollowing:
1. Itconveysmessageseffectively.

2. Itopensupand maintainsbus nessrelationships.

3. Ithepstoinitiate, conduct and conclude businesstransactions.

4. It createsgoodwill for the business.

&>
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It actsasan advertisement for thebusiness.

It resultsanincreased sale of goods and services.

It provideswritten evidence of thecommunication.

It avoidspersond conversation.

Act|V|ty 1: The Team Leader verbally promised ahikein salary if their project
completeswithin the stipul ated time. Team membersworked hard and achieved the
goal. Later theteam Leader refused to keep hisword asthereisnothingin black
and white. Based on the above, examinetheimportance of correspondencein office
andinbusiness.

Activity 2: "Correspondenceisthe backbone of every organization". From the
above statement ask thelearnersto discuss& write the pointswhich highlight the
relevance of good correspondencein an organisation.

3.2.2 Structure of a business letter

o N o o

Anided |etter isonewhichiscompletein all senseswith thefollowing necessary
parts.
TheHeading
TheNumber and Date
ThelnsideAddress
TheSdutation
Subject and Reference
The body of theletter
Complimentary close
Thesignature
Enclosures
Post script, if any.
The heading
The heading of aletter includesthe address of the person or businessfirmwriting it.
Usudly businessfirmsuse printed | etter headsfor correspondence. Intheletterhead
thenature of bus ness, telephone number and E-mail addressaregiveninadditionto
the name and address of thefirm.
[=¢1 THEEAST INDIA ENTERPRISES
(Dedlersin office stationery items)
Market Road, Kollam, Kerala
Tele. No. . .
Emall: eadli nd| a@gmal .com

© oo Nk wWDdDPRE

=
o
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The number and date

A number isgivento each letter for itsidentification. It isgiven asacode number.
Thedate line containsthe month, theday of themonth, andtheyear. Itisusualy
writtenon thetopright sideof theletter below the heading. Its placement depends
onthestyleof theletter. Thedate may bewritten as: April 18, 2016.

Thelnside Address

Theinside addresscons stsof the name and compl ete address of the person or firm
towhomtheletter iswritten. Theusual layout of the addressis:

M/s Ganguly Associates
P.B. No. 57, West Coast Road,
Howrah

Hints:

*  Whenlettersare addressed to individual sthe appropriatetitlessuch asMr.,
Miss, Mrs. or Shri/Smt, should always be used beforethe name.

e ThetitleMessrs (Abbreviation of Messieurs) or M/sisused beforethefirms
and the names of compani eswith personal names.

Whereafirm consistsof ladiesonly theword Mesdames (Mmes) should be
used.

*  Thefirmsor companieshavingimpersona namesthetitleMessrsarenot used.

e Inwritingto Limited companies, local authorities, professiona bodies, co-op-
erative societies, Charitableinstitutionsetc. itisusua to addressan official
such as Secretary, General Manager, Managing Director etc

The Salutation
Salutation isused asameans of greeting. The customary formsof sdutationsare:

Addressee Salutation
A Government employee - Sir,
Anindividud inhisnameor designation - Dear Sir,
Alady - Madam,

A company - Messrs,
A group of people - Gentlemen,
Editor of anews paper - Sir,
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Subject and reference

Subject and referenceiswritten bel ow to the salutation. Subject iswritteninbrief,
which showsthe contentsof theletter inbrief. 1tishelpful for theofficerstofind out
the subject matter of theletter at aglance. Referenceisused toindicatethefollow
up of the earlier correspondence. It points out the need for reference of the past
communication.

The body of the letter

Thispart isthe message or content of theletter. Itisthe most important part of the
letter. Thispart should be carefully written. It consists of three sections:

1. Introductory paragraph
2. Themantheme

3. Theclosing paragraph
The complimentary close

The complimentary closeindicatesthe end of aletter. Commonly used closingsare
Yoursfaithfully, Yourstruly, Yoursvery truly, Yourssincerely, Yoursrespectfully.

The Sgnature

Every letter should bear the writer's signature. It is put immediately after the
complimentary close. Evenif it istypedin computer, the s gnatureshould bewritten
inink. Itisagood practiceto type the nameor designation of thewriter below the
signature. Now digital signaturesare used for putting signaturein someoffices.

Enclosures

If any document is attached with theletter, it should be mentioned as'Encl’ at the
bottom of theletter.

The Post script

If thewriter wantsto add something moretotheletter, after it has been completed,
it may be shown as Post-Script (P.S.). A post script should not be used unlessitis
highly essentid and whenever itisused it should beattested by thewriter'ssignature.
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Structure of a business letter
Heading

Lr. No
InsideAddress
SHutation

Sub:

Rd:

Body of theletter

End.
PS.

Dae

Complimentary close
Signature

Activity: Collect varioustypesof letters, makean album & identify partsof

theletter.

3.2.3 Layout of a letter

* Layout of aletter indicatesthe over-all arrangement and appearance of the

different partsof aletter.

* A goodlayout makestheletter attractive.

e Therearetwotypesof layouts

1. TheBlock form of layout - All linesbegin closetotheleft margin.
2. The Indented form of layout - Paragraph form which gives abalanced

appearance.
BLock LAYOUT I NDENTED LAYOUT
Heading Heading
Lr. No. & date Lr. No. Date: .......
InsideAddress InsideAddress
Sdutation Sdutation
Sub: Sub:
Rd: Rd:
Body of theletter (Body of theletter)
Complimentary close Complimentary close
Signature Signature
End: End:
PS. PS.

&
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Activity: Observethetypesof |etter scollected and identify theblock form
layout and indented form layout.

Activity: Writethefollowinginsdeaddressesin Block form and indented
form.

a. TheManager, CibaCosmetic Products, North Extension-2, New Delhi.
b. TheProprietor, Thomas& Sons, Main Road, Quilon.

c. Kumar Chand & Company, Dedersin Electrica Goods, Film Institute Marg,
Pune.

3.2.3 Types of business letter

*  Circular letter - Acircular isaprinted announcement or letter sent to anum-
ber of people. When someinformation or fact is to becommunicated toa
number of persons acircular may beissued. BusinessCircularsaregeneraly
used to announce the establishment of anew business, introduction of anew
product, changeinthepriceof any product, changeinthetermsand condi-
tions of supply, change of addresson shifting of premisesetc.

Activity: Draft an invitation letter asawholesalestockist inviting hisr etail
dealersfor a Dealers meeting on next week.

o Salesletter - A salesletterisasalescall inwriting. Theobject of asaes|etter
istoinform the customer of the company's products or servicesand to per-
suade him to buy them. It should contain aclear description of the goodsand
their uses, the reasonswhy they should be preferred to other similar goods
etc. Awdl written salesletter will definitely promote salesand create reputa-
tionfor the concern.

Activity: Draft asalesletter, outlining theadvantagesand special features
of any product produced by VHSE studentsof your school.

*  Follow up letter - Theletterswritten, oneafter the other, to remind the cus-
tomer or to attract him towardsthe product or service, such lettersare called
Follow-upletters.

»  Letter of agency - The producers/manufacturers of goodsalwaysdistribute
their productsthrough agencies situated in different parts of the country. In
such casesthe partiesinterested to take agencies may apply to the manufac-
turer for an agencyshipinaparticular region.

*  Enquiryletter - Aletter of enquiry isaletter written by aperson or abusiness
concern to another for the purpose of seeking information about business mat-
ters. Itisused to enquire about the price of goods, quality, quantity, mode of
supply, termsof payment etc before making agreement for businessrelaions.
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 Offers& Quotations- Anoffer isaproposal from one person to another
showing thewillingnessto sall specific goodsor render servicesat acertain
price and under certain terms and conditions. The offer made by abusiness-
man without receiving an enquiry or request iscalled avoluntary offer. If an
offerismadeinresponsetoan enquiry, itiscaled aquotation. An offer should
contain the description or nature of goods, quality, quantity, price, terms&
conditions of payment, mode of ddivery, time & place of delivery, theperiod
for whichtheofferisvalid etc.

Activity: Draft an offer enclosing quotation for handloom curtain material
on behalf of " Excellent Weaving Company, Vikas Nagar, Palakkad " to"
Nice Furnishing company, Grant Road, Mumbai.'-

e Order letter - Order letter is prepared to place order to the supplier if the
guotation isacceptable. An order |etter should contain the name of thefirm,
reference number, date, To address, referenceto quotation, description of goods,
price, method of payment etc. Large business concerns have printed order
formswhichareserialy numbered, suitably ruled and bound up in book form.

e Collection letters- Itisaletter written by aseller or acreditor requesting the
debtor to makethe payment of overdue accounts. In thisletter the sender will
insist or pressurise the customer for clearing the payment. Sotheseletters are
asocdled dunningletters. A collectionletter issent for achievingthefollowing
purposes.

I. topersuadethedebtor to makethe payment.

ii. tomaintain cordial relation and goodwill with thedebtors.

jii. to suggest convenient methods of payment in case the debtor facesany
financid difficulty.

Therearefour stagesin the collection of debt. In each stage adifferent | etter will

haveto beused. These stagesare:

1. Notification

2. Reminder

3. Pesuason

4., Coercionandthreat.

» Applicationletter - A letter sent for the purpose of securing ajob or employ-
ment iscalled an application | etter for employment. A letter of gpplicationisa
typeof salesletter. Herethe applicant triesto sell hisservicesinthe market for
thebest priceavailable. Soitisnecessary to writeletters of application suited

toonesqudification, training, experience, skill and ability etc.
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Application lettersare prepared by persons seeking employment. It should contain
thefallowing:

Place & dateof theletter

Name and addressof the applicant

Name and address of the prospective employer

Sdutation

Body of theletter

Complimentary close

Signature

No ok~ owbdhRE

A SAMPLE APPLICATION LETTER

From

Anup Sivan,

Siva sadanam,

Balussery P.O.

Kozhikode.
To

The HR Manager,

Modern Industries,

Ernakulam.
Sr,

Sub: Application for the post of Accountant - reg:
With reference to your advertisement in The Indian Express Dailydated............... ,
| wishto apply for the post of Accountant in your institution.
| anagraduatein Commerce (B.Com) with A ccounting and Cogting asmain subjects
from Cdicut Univerdity. Then| joinedin Maheswara distributors, amarketing agency
at Thrissur, asofficeclerk. | have successfully undergonethe Tally coursefrom C-
DIT, asapart timestudent. | have sufficient experiencein accounts or thelast 2
years.
Now | andrawingasaary of Rs.15,000/- per month from my present employer.
If you are interested with my bio-data, please give me a chance for a personal
interview.
Expecting afavourablereply from you.
Yours faithfully,
Sd/-
Anup Sivan

End: Bio-data.
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Activity: Collect classified advertisement columnsof different newpapers. Select
oneor two "situation vacant” or 'Wanted' advertisementsand prepare Application
lettersforit.

e Biodata- (persona datasheet, Curriculum Vitae, Resume)

Bio-dataisasgparate sheet used for giving therequiredinformation about the gpplicant
inasystematic and brief manner. It isattached with theletter of application.

A ForMAT oF RESUME
RESUME
NaMEe
AdAreSS e
Place
PRONENO. e
E-mal e
AcademicqualifiCcation  ........cccceveevieeieeveece e
TechnicAd SKills e
Areasof INtEreSt o
Persond Profile Dateof Birth ...
SEX
Father'sName ...
Nationdity .o
Maritd status ..o
REFErENCES oo

Activity: Prepare abio-datain the aboveformat with imaginary details.

e  Formletters-Aformletter isastandardized letter used by an enterpriseto
answer dl correspondence of asimilar and recurring nature and whichisused
to give the sameinformation to anumber of correspondents. Thesearecom-
monly used for inviting membersto acommittee meeting, debt collection, price
enquiries, reminders, interviews, gopointment letters, ordering of materia setc.
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3.2.5 Types of Government letters

» Official letters- Lettersrelating to Government or semi-governmental ad-
ministration arereferred to as Officid letters. Thesdutationused inan officia
letter isSir/Madam and subscriptionisYoursfaithfully.

FormMAT oF AN OFFICIAL LETTER
Officeofthe .......... cooiiiiiil.
1\ [0 J— Date: ...ovvvvviinnnns
From
To
S,
Sub:
Ref:
BODY OFTHELETTER
Complimentary close,
Signature

*  Demi-Official letters(DO Letters)- TheD.Oletter isanofficia letter but
itisaddressed in the persona nameof the Officer. Itiswritten intheformand
styleof apersona letter. It isprepared to invitethe attention of an officer of
equal rank or immediate lower rank. The salutation is, therefore Dear Mr.
.......... , and subscriptionisYourssincerely or Yourstruly.

Activity: Draftanofficial letter on behaf of thePrincipal of your school seeking
permissionfor afiddvisitto 2™ year Computerised Office Management students
inthenearby Post Office.

Activity: Draft anofficid letter onbehaf of Principa to obtain permissionto conduct
On-the-job-Training in the Panchayath Office/Municipal office.
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3.2.6 Inter office communications

Inter Office Communication or Inter Office Memo, commonly knownaslOM, is
used to communi cate between departments of an organisation. It isalso used by
organisations having anumber of branchesin different places. Internal lettersor
memosarecommon bothin Government officesand in bus nessorganisations. Officid
memos are either sent out by the head of the office or department headsto his
subordinates or to other departments for conveying information. There is no
prescribed format for an IOM and no need of sal utation or subscription.

3.2.7 Mail service - Inward mail and outward mail handling
procedures

Inward mail - All mail received intheofficeisknownasinward mail. They include
ordinary letters, registered and insured | etters, sampl e packets, book packetsetc.

Inward mail handling procedures

Theincoming mail passesthrough thefollowing different stages:

I.  Receiving theincoming mail: In small offices, mail isreceived by the chief
executiveor hissecretary or receptionist. But in big offices, having aseparate
mailing department, aclerk isentrusted with therespong bility of receivingthe
incomingmail. Thepersonwho receivestheincoming mail signsand acknowl-
edgesthereceiptsfor registered mail, parcelsor |ettersddivered by theAssis-
tants/M essengers of other officesetc.

ii.  Sortingthemail: After themail hasbeen received inthe mailing department, it
should be sorted out beforeit isopened. Business|etters should be separated
from personal |ettersof the employees. Letters marked ‘confidential’ or ad-
dressed to department or officialsby name or designation should be sent im-
mediately unopened to thedepartmentsor officiad sconcerned. Business| etters
should be sorted out into three groups:

a. Registered and unregistered lettersor mail
b. Seded and unseded envelopes; and
c. Confidentid and urgent lettersand other officia letters.

ii. Opening the mail: The envelopes may be opened with the help of amail
opening device. They must be opened in the presence of someresponsible
official so asto avoid theft of any document. Registered |etters and | etters
marked important or immediate are opened so that they are properly attended

'
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The opening mail isnot complete unless the contents of the envelopesare
emptied carefully and examined. It hasto be seen that no papersareleftinside
the envel ope. When necessary the envel opeis pinned with itscontentsas an
evidence of the date and time of receipt indicated by the post mark.

Scrutiny of contents: The contents of the envel opes haveto be scrutinized to
find out the purpose of the correspondence, departments concerned and en-
closures, if any. If there are enclosures, they haveto be checked with the cov-
eringletter to verify whether they arein order and the noting should beinitiaed
by theopening clerk.

Date-stamping: After checkingtheletter by themail clerk, it isstamped with
the date of receipt and thetime. The stamping may be done with the help of
'Date, 'Numbering' and Timerecording machines’.

Recording: All incoming lettersarerecorded in aregister called Inward Corre-
spondence Register or Inward Mail Register or Letters Received Book.

FormAT oF INWARD M AIL REGISTER

Sl.

No.

Date | Sender's | Subject | Contents | Department | Dateof | Remarks
Name& referred Reply
Address

Vil.

Vil

Sorting and distribution: After recording the detail s of lettersin the Inward
Register, they are sorted out department-wise. Thisisdoneafter verifying that
all enclosuresmentioned are securdly attached with theletters. Separate bas-
kets may beused for sorting out the letters of each department. After thisthe
lettersareddivered to the concerned departments and theinitia sof thereceiv-
ing clerks may be obtained on theregister asareceipt.

Follow-up: After receivingtheletters, it istheduty of thedepartmenta headsto
take necessary action and send suitablereplies.

Activity: Following is the data available from the mail section of Akshaya
Manufacturers, K ottayam-36. Enter the datain appropriate column of the Inward
mall register.
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* Aregistered letter from CanaraBank, to the accounts section informing the
dishonour of cheque No. 05467 received on 5.8.2008.

*  0On8.8.2008 received aletter from Sales Tax Department regarding sal estax
return submisson.

e 0On4.8.2008 received aletter from Subhas Associates, Cal cutta, abusiness
enquiry .

« On 8.8.2008, letter from South India Marketers, Erode an order worth
Rs.10,00,000/-.

e 0On10.8.2008 letter from Mr. Mukesh, acustomer complaining on the ser-
vicesof thecompany.

Outward mail - All mail sendsout areknown asoutward mail or outgoing mail.
Outward mail handling procedures

1. Preparationof letters: The preparation of lettersinvolve drafting and typing
of |etters. Thedrafting of outgoing letterswill be done sometimes by the de-
partmental heads or the secretary and sometimes by the office assistants.

2. Sgnatureon letters: After beingtyped, lettersare put up before the executive
for thesignature. Before al etter issigned the person signing it must read the
contentsthoroughly and correct thetyping mistakesand other errors. Thel et-
tersof lessimportant aresigned by junior officias.

3. Referencing: Outgoing | etters are marked with areference number for future
reference. Thisisknown asreferencing. Thereference number issome code
words used for identifying the department, thefile number, subject of theletter
and theyear. Referencing hel psfiling and afterwardsto find out the copy of the
correspondenceeasily for any further action onthe same.

4. Despatching: Thelast stepintheoutward mail isto despatchit to itsdestina-
tion. Despatchinginvolvesanumber of operations. They are:

i. Collection of mail - When the outgoing mailsare ready for sending out,
they are collected by the mail department for despatching.

ii. Folding letters- Folding abusinessletter properly isnot adifficult pro-
cess, but care should betaken to seethat the creasesare straight and that
they are made without detracting from the neatness of thel etter. Where
large number of lettersof identical sizeareto befolded theuseof folding
machineismade.
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Preparation of envel opes and writing address - After folding theletter
it should beinserted intheenvelopein such away that it will beinanorma
reading position when it is removed from the envel ope and unfolded.
Addressesontheenve opesarewritten very legibly and correctly. To elimi-
natewrong addressi ng, window envelopes are used.

Sealing - After inserting lettersinto envel opes, thenext stepisseding the
envelopewith adhesive. Book post, Registered, V.PP. and insured articles
should be sed ed according to postd rules.

Sorting and Samping the envel opes- In small offices stampingisdone
by hand and in big officesit may be done by franking machines. Before
stamping, themail should be sorted out according to thefollowing catego-
ries: a) Articlesto be sent by messenger b) Article to be sent by post.
Articlestobesent through messenger need not be stamped. Articlesare
againdividedinto ordinary post, book post, registered articles, speed post
etc. To avoid under-stamping or over-stamping the envelop should be
weighed carefully and the correct postage determined.

Recording in outward mail register or post book - Before sending out
thelettersfor posting, they may be entered in an outward mail register or
despatch register which providescolumnsfor entering thedate, serial num-
ber, name and address of the addressee, subject, enclosuresetc.

FormAT oF OutwARD M AIL REGISTER

Sl. | Date | Contentsof | Name& address | Nameof Dept.or | Postage | Remarks
No. Letters of the receiver personssending | samp
(ToAddress) theletters used

vii. Posting - postingand ddlivery of |ettersisthefinal step inthewhole procedure

of despatching letters. Ordinary letterswill be posted in the post box, but spe-
cid ddivery |etters such as those sente by registered post must be sendto the
post officethrough the office messenger. Theletters addressed to local ad-
dressesaregeneraly sent through local delivery peonsespecially whenthey
areurgent. Such lettersare recorded in abook known as Peon Book.
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Activity: 1. Drawtheformat of Inward mail register which isseen during office

vigt.
2. Outlinethevarious stagesfor handlinginward mail.

Activity: 1. Draw theformat of Outward mail register.

2. Outlinethevarious stagesfor handling outward mail.

List of items in Portfolio

Assessment Activities Portfolio (Expected)

Generd discussion Participation

Collectionof letters Album

Draw specimen of inward and Inward and Outward mail register
outward mail registers
Preparation of |etters Letters

Sample TE questions

1
2.

Communication of informationthrough lettersisknown as.................... .

A partner, Anup, goesout of your firm'Mohan Brewery Company' on ac-
count of differencesof opinionwith other partners. Hetakesaway hisshare of
capital, Rs. One Lakh whichisfifty percent of thetotal capital of thefirm.
Draft necessary letter from thefirmtoinform the customers.

Prepareabio-datafor thefollowing advertisement using imaginary details.
Nameof Post - OfficeAssistant

Experience - 2 years

Qudification - B.com

You are gppointed asthe mail room supervisor of Messrs Jaiker & company.
Draft asuitable procedureto handleinward mail correspondence.

Writealetter from Sankar Brothers, Textilededers, Trivandrum, to M/sChand
Cotton Mills, Bombay requesting for appointment as soledistributor of their
products.

Messrs Jos Brothers, one of your old customershas been in arrearsto you for
somemonthsand hasnot repliedto your |etters. Writeatactful | etter suggest-
ing payment by instdlmentsif heisinfinancid difficulty.

Mr. K. Seetharam, Kochi, writesyour firm for quotationsfor "fiveofficechairs
in steel frames'. Send him amarked catal ogue, recommend two styles, and

stateyour terms.
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8.

10.
11.

12.

13.

Draft aletter informing the customersabout achange of addressof New Era
Four MillsLtd., Kozhikode, from Beach Road, Kozhikode-1toKalla Road,
K ozhikode-2. The new buildings are more commodious and the | ocation en-
joysbetter transport facilities. All businesswill bedoneasbefore.

Asabook sdller you areinterested in the purchase of 10,000 copiesof "Ox-
ford Dictionary”. Writealetter to Messrs Excell Publishers, Station Road,
Chennai, asking for priceand terms.

Draft asa esletter describing a4G mobile phonewith other advantages.
Select themost suitable complimentary closeusedinaDO | etter.
a. Yoursfaithfully b. Yourstruly c. Yourssincerely d. Yours obediently

Mr. Mahesh, theManaging Director of M/s. Sangeeth Electricals, Bangalore
wantsto inform theretail ers about the new stock and specia discount for three
months on account of Jubilee celebrations of the company. Help him to draft
suchaletter.

Officeworksstartswith thereceipt of aletter. Timely arriva of mail isneces-
sary for effectivefunctioning of an office. Suggest some methodsyou can adopt
inyour officefor early andtimely arrival of themail inyour office.
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Unit No. 3.3 - Computerised Typing (English and Malayalam)
About the Unit

Thisunitisaimed to upgradethetyping skill in English and Maayaamto 35wpm
and 25 wpm respectively. Another objective isto familiarize with handwritten
documents. Handwritten letters, statement, reports, etc. are often typing in offices.
Therefore, thelearner must have enough skill in handling such documents.

Learning outcomes

Thelearner;

*  Acquiresaspeed of 35wpmin English and 25wpminMaayaam.

*  Typeshandwritten/manuscript | etters, Government orders, statementsetc.
1. Samplepassagefor speed practice. (Time- 10 minutes)

Cricket isagame of skill and strategy played between two teamsof 11 players.
Each team takesitsturn to bat whiletheother team bowlsand fields. Eachturnis
caled aninnings. At any given timethere aretwo batsmen: onestriking (facingthe
bowler) and onenon-gtriking. They stand at opposite endsof the pitchin front of the
wickets (or stumps). Thepitchisan areaof play 22 yardslong.

Thestriking batsman usesthebat to prevent abowled bal hitting thewicket, and if
possiblehitsthe bal away from fielders, giving both batsmentimeto scoreruns. To
scorearunfor their team, the batsmen run past each other to the other ends of the
pitch, swapping places. Hitting theball to, or over the boundary of the playing field
pitch, swapping places. Hitting theball to, or over the boundary of the playing field
earnsmultiple numbersof runs(‘fours and 'sixes).

The main waysthe opposing team dismi sses the batsmen, putting them 'out’ and
stopping them scoring runsare by: bowling them (hitting their wicket with abowled
ball) catchingaball the batsman hashit, onthefull (without letting it bounce) leg
beforewicket (theball hitsthe pad directly in front of the stumps) running them out
- putting down their wicket while no part of abatsman'sbody or bat isbehind aline
(the crease) at theend of the pitch stumping them - the batsman movesoutside their
crease and missesthe bal, and thewicket keeper removesthe bailswhile holding
the ball and beforethe bat isre-grounded.

Each inningscontinuesuntil either 10 batsmen have been dismissed or the batting
sidedeclarestheinningsfinished. At the end of the game, theteam with the most

runswins.
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2. Samplepassagefor speed practice. (Time- 10 minutes)
Cricket and crisis

Years War. Thiswaslargely dueto shortage of playersand lack of investment. But
the game survived and the"Hambledon Era’ proper beganinthemid - 1760s.

Cricket faced another major crisisat the beginning of A Game of Cricket at The
Royal Academy Club in Marylebone Fields, now Regent's Park, depiction by
unknown artist, c. 1790-1799. Cricket faced itsfirst real crisisduring the 18" century
when major matchesvirtually ceased during the Sevenf the 19" century when a
cessation of major matches occurred during the culminating period of Napoleonic
Wars. Again, the causeswere shortage of playersand lack of investment. But, asin
the 1760s, the game survived and a slow recovery began in 1815. On 17 June
1815, ontheeveof the Battle of Waterl oo British soldiers played acricket matchin
the BoisdelaCambre park in Brussels. Ever sincethe park areawherethat match
took place hasbeen cdled LaPd ousedesAnglais(the Englishmen'slawn). MCC
wasitsdlf the centre of controversy inthe Regency period, largely on account of the
enmity between Lord Frederick Beauclerk and George Osba deston. In 1817, their
intrigues and jeal ousies exploded into amatch-fixing scanda with thetop player
William Lambertbeing banned from playing at Lord's Cricket Ground for life.
Gambling scanda sin cricket have been going on sincethe 17" century. Inthe 1820s,
cricket faced amgjor crisisof itsown making asthe campaignto alow round arm
bowling gathered pace.

The gamed so underwent afundamental change of organisation with theformation
for thefirst timeof county clubs. All the modern county clubs, startingwith Sussex in
1839, were founded during the 19" century. Thegrowth of cricket inthemid and
late 19" century was assi sted by the devel opment of therailway network. For the
first time, teamsfrom along distance gpart could play oneother without aprohibitively
time-consumingjourney.
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SAMPLE PASSAGE FOR M ALAYALAM SPEeD PracTicE No. 1

GH0o MNBEI0 CHOBHOD &)01al QIDAIDEIBIMHIMW TVIaOIMLHIOMOBHE QDD
&Slel. aMaMNIM OANHOD CHOBAMINM F1OAMLN QAl0IGlENIM TVOSHITI &IDI
OMOUDIM GaldENo BSIHo. VoIV BT aldUIE U HHINRIBB
@3 MomMId:@lal HE:26ME BN @RWIMISH®WIG3 07 210328 &De=2d oo
ANERI MM QU AIIBHAISIAN &HEMI&B)IN0W] ALIWIH]SB)6MNE.

ailesuast aUHIANGRINS alsl AUDMIMENT CHo¥l Ganmlmmmi s
aDJROIHEMo anM MIBeNIMLo HBBAIOIWI] 2001 MENU3. mgnt‘rﬁ alonamla
02IMal®B aDPIBMo 2NS alalSANo &Sl Mailcwons aloailel oSl &6
@ Slaillmmm 0Bl GHOSOMINM sIGI® aNTVM:EEBSI05 MUNdMo alls
mames el E&HUIMMIW AaldGNISo alldamio @@ cawwlad @
GOVOAS So ailSlal. B80) MOOWMICY AlOOMIG ANIMS aM)W]OMD @POCET
COMINS GHOB TLOMIHI00 MHAN AIC]. @REEBOM BENMY 6NIAL [alaHOl
A NOIMIo OG:IBMIEISISIMONINSS @RSIAG:80W] m20l. M @rSlacmo @R
momlailanonmemosmoe 8s)1alleelom andds @R0IeMo. afloam arlem mo
DO O 2leWINS MEDMD QUGN AIoMIWEEB86M). alel Galdlel msiadaw
&B)o MIMIBHTVI0 CHOBOMINEI )60 )60 HSHHI0S Galdeho eIElHs
amy.

M30n10089 M MIslama,malal silmmlememuoud amailed 805l aiman afle
BOBDBHBENE. MILN BNSIW HAILL. 2I10WHNS. AUIWMUDILIB:UB. G0N U3, @633
OM... aNMIO AN 2lI0WHSWEMNaldh®o HOM CaHdailod) MOBIBUB. QDWW
(DOLIBUDBE nldh0o MMBHMO BCaNd:UD. $HIAN:UIN nldh0o AISE Mo aloBeen
&80 BHHEHWIV] RIWISIGUEmOHIN DRIVISIMIHOD HaM) nemilemIdw] e&:0el
£alS) M1 ENENE] D106 W I6M).

SAMPLE PASSAGE FOR M ALAYALAM SPEED PrAcCTICE NoO. 2

MBODMBHELIBE TVIANOo BIaHlo 2ldaT GRIDE: [l MOV AN M MADMS:1R0
Olod [N VMIWOPal @ROMGal 2lIBERIAL Moo alolemmo]
210MWIO3 MO 2lBERIAIHWY nIME] BOMMISio BRUJaldMowloa
06@ilaN00 aMLlnlnllB8WIE SHOTVIEOmE MOMEAURIVIGRISN OGHIN)AIN
©. GRMIC3 @RAIMNIa00 GMSIV @RAIG aROOCMOIAIVIVWIOND OOAUBGIW
lal®e@o GO&lal [aldhSMEBSILNNS @HAVIIBRGHMNS MIECMaNIBOEBRUd CMS
LOMMISLOMIOHM AldMIOIND AllDOMIENHSONIBSE TUANIIO0 oll(BELIINWGAID
ORIn? al®eew Alwdad0omIM 6 aldlailal®lod GRORIYMEIEL aROO B!
momealdlolod mlom ailladainsss] mlon arald @Bl IeMIVO) Al &eld
VB LIAI6EBS)0 @RV WEERS)MOWIEM. MO quoaillwowld: anan mleiwl

&
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Td88 @RAIMSS nld]semenyd alla1anond:anmm) alleuatlailansals). mond
al0l210lal MO QflGUaHEBUIEE GRAIVINS BRADIVAM MaHSHAISIND AN
&HORIOTIMM AVE1aT CUVDBEOCRBHAN0 HOAUSIB]GHANAIW AIMo MD@IBIMIET
@RAId (oolalo).

BOMMISIo 80 alBl®MODI® BHEINM aICMINM @RAIWGIAISe MOMAIW] &06Mm:
ma;mamcsm(‘rmagmﬁ [ale I\ 0ailal s lI(BERIAI BESHO a @I MLOMUTIEIAIERUIS
®alo N@BEH ORIV, @RCWILMSHLIWI0 CWINWIOALII0 MOMANAL
a8Mailmlandale quamIlailenomd @raIdes &9lenm). MIOm NEAUHS. oM
O™ 300, AWlenmumad sl mlelid:aleno »~liBeERIN ] MIB6EE]. @RAINO MVosNI
awlailseomose &e101650) Tomacls: &lallmomlad mlan GrE:EMMI sWAEIMI
MIBBHMAN B0NAIS CRIDSAIWIO IR

ExERrcISESFOR M ANUSCRIPT PRACTICE

Note: 1.  Specid attention should begivento accuracy and nestness of execution.

2. Abbreviations should be amplified, spelling mistakes corrected and
figures punctuated wherever necessary.
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List of items in Portfolio

Assessment Activities
Speedtest (English & Madayalam)

Preparation of hand written/manuscript
|etters, statements, GO, etc.

Portfolio (Expected)
Soft/hard copy of thetyped matter

Soft/hard copy of theletters,
statements, GO, etc. typed.
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Unit No. 3.4 - Desktop Publishing (English & Malayalam)
About the Unit

Desktop publishing (DTP) isthe creation of documents using pagelayout skills.
DTP software can generatel ayouts and producetypographic qudity text and images
comparabletotraditiond typography and printing. Thistechnology dlowsindividuds,
businesses, and other organi zationsto self-publish awiderange of printed matter.
When used skilfully, desktop publishing alowstheuser to produce awidevariety of
materials, from menusto magazines and books, without the expense of commercia
printing. Thosewho areskilledin Mdayalam DTPworkshave good demandinthe
DTPsector.

Learning outcomes

Thelearner;

*  UsesPagemaker/Scribusfor publishing adocument
*  Worksin Photoshop/GIMP

*  AppliesCoraDraw/Inkscapetoolsfor designing
Unit in detail

3.4.1 Pagemaker/Scribus

Application of Pagemaker/Scribus

Adobe Pagemaker/Scribusisadesktop publishing software program that allowsto
view entire pages of apublication such asreports, pamphlet, booklet, etc. Besdes
publication, itisused for designing visiting card, brochures, caendar, invitation cards,
etc. Pagemaker/Scribusfacilitatesto format adocument'slayout, control various
design detailssuch asfonts, graphics, etc. prior to printing.

Starting with Pagemaker/Scribus

= 3 0 0 ) 50 6 0 5 0 D |

? e.mB.™M 9 o EE] -
Familiarise tools




3.4.2 Photoshop/GIMP
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Page Maker Tools

Tool Toolbox | Cursor Use
Pointer Tool Used to select items, text, or a location. Once an item has been
k k selected. it can be resized. moved. copied or deleted
Text tool 1 Enables text entry and editing
Rotating tool Rotates text. drawings. or graphics
-~ -
Cropping tool Allows custom trimmung of graphics.
Line tool Draws straight lines at any angle. See Elements. Lines for
\ & options
Constramed hne Draws horizontal. vertical. and 45 degree lines. See Elements,
tool I = 2 Line for options
Rectangle tool Draws rectangles. To draw squares, hold the SHIFT key before
- & chicking and dragging
Rectangle frame Creates rectangular placeholders for text and graphics. To cre-
tool =1 " ate square placeholders. hold down the SHIFT key before click-
ing and dragging
Ellipse tool Draws ellipses. To draw circles. hold down the SHIFT key
O - before clicking and dragging.
Open Pagemaker/Scribuswindow

Creating new document
Formatting - Font, Size, Colour, Alignment etc.

Add page numbers

Add bulletsand numbersautomatical ly
Numbering style
Pagesizeviews

Columnsand Gutters
Master pages, story editor, spell check, find and replace, import and export

etc.

Insertion option
Opening, moving, resizing text book
Saving document

Printing documents

Open Photoshop/GIM P window
Familiar with Photoshop/GIMPtool

Familiar with palettes
Understand imageresolution
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A4

RectangularMarquee (IR  "Viove Tool
Laso Tool Vgl Quick Selection Tool
Crop Tool gz Al Eye Dropper Tool
Spot Healing Brush ¥ Sl Brush Tool
Clone Stamp Tool S BSP 3l  History Brush Tool
Eraser FZE W  Gradient Tool
Blur TSl  Dodge Tool
Pen - BNl Horizontal Type Tool
Path Selector KNPl  Custom shape Tool
Hand Tool S G Zoom Tool
Forground Color I:l % Switch forground and background colors
" Set background color

Edit in quick mask mode

L

Change Screen Mode

Formattingimage

Fileformats PSD, TIFF, JPEG and PDF
Drawing painting and retouching tools
Imagesizeandresizingimage

Filter toolsanditsvarioususe
Sharpentheimage

Colour picker dialog box

Text son photosand its effects
Workingwithlayers, layer properties
Apply blend models

Usetype masking and shape masking
Preparevisiting cards, Notice, Brochureetc
Save Photoshop/GIM Pworked image
Print the saved data

3.4.3 Coral Draw

Open coral draw with specified pagesize
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*  Familirizetools- Pick tool, Shapetooal (f10), Croptool, Zoomtool, Freehand
toal (f5), Smart fill tool, Rectangletool, Ellipsetool, Polygontool, Basic shapes
tool, Text tool, Tabletool, Parallel dimensiontool, Connector tool, Blend tool,
Color eyedropper tool, Outlinepentool, Fill tool

*  Workingwithimages

»  Patternsand textures

*  Workingwith shapes

*  Coloursandfills

* Imageredterisaionand editing

e Importand Exportfiles

*  Pagesetupanddesigning

e Usngstylesandtemplates

*  Workingwithtext, formatting text, text attributes

»  Designing different pagelayouts, column, layout, working layers, special ef-
fectsto objects

*  Preparation of visiting cards, logo design, invitation card and brochure.

PRACTICAL ACTIVITIES
PAGEMAKER/SCRIBUS - Phase-I

Prepare sampl e text noti ce pages with two boxesin apage. Page number and sub
point bulletsareessentid . Headingsarebold and largein size. Also satify thefollowing
features.

o Vaiousdignment

o Differentfont

0 Varioustypesof bullets

PAGEMAKER/SCRIBUS - Phase-II
Preparetext book page with following features.

At least 3boxesinapage

Page border and page number

Varioussizeand fontsfor Heading and sub heading
Insert pictureand flowcharts on pages
Variousaignmentsand bullets

Also use spdll check, find and replacefeatures
Saveand print thetext page

O O O O © 0o O
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PHOTOSHOP/GIMP - Phase - I
Set aPhotointo 50 x 56 pixels, maximum sizeis50 kb. Usethefollowing feature.

©O O O 0O o ©

Select image morethan 300 resolution
Colour balancing

Leve adjusting

Hue Saturation

Sharpentheimage

Clarify with smudge and other tools

PHOTOSHOP/GIMP - Phase - II
Prepare abrochurewith following feature.

O O 0O 0O o o o

Pagedimension12x 8inch

Usemultipleimages

Usethelayer property tools maximum

Filter toolssuch ashue saturation, sharpen, blur etc
Shadow highlights, level adjusting

Insert texts (Malayalam a so) with effects
Colouring thetextsand makemoreattractive

CORAL DRAW - Phase - I

Design visiting card for sales executive of Alpha Pharmacy, Alappuzhawith the
followingfeatures.

©O O O 0O O O

Card dimensionis80mm x 40mm
Must includeaphoto

Attractive coloursand design
Different patternsand textures

At least oneVector image

Set thecardin A3 paper

CORAL DRAVW - Phase - II
Designalogofor anIT company withthefollowingfeatures.

0]

0]
0]
0]

Logo master sizein 15cmx 15cm

Deveop with variousshapesand artisticdesign
Short nameor full nameof thefirm must include
Attractive coloursand effects
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Resizethedesigned logo for various printings such as cards, brochures, no-
tices, letter padsetc.

Set thelogo in A3 paper without losing the resol ution of image, at least 15
logosinashest.

Practicethefollowing:

_ na' 3 mu)m@o VES!YAMAHA
MONSOON SERVICE CAMP & EXCHANGE MELA

Place: Service Center

Date: 24 ,25, 26

10 % aukmieamen
easnmyes adeino
al@STImge
R TauleE a6
AT
Yamalube of

READY DELVERY
RayZRR & SALUTE RX 100

DWW ons.esigns |
aigghged aag. :

il National Institute of Technology Calicut
NIT Campus P.0., Calicut, Kerala 673601, India

Prgv !E 5 for prow:hng Desktop “nrnpqter qur\cer buy

tral Computer Centre in campus of the Institute. The

sed under Two bid system. Tender Notices will

ails are as follows:

lJ SU »‘?\M On 24/lun/2016
55 1:00 AM | On 24/lun/2016

r ’)pc"nnr—' Date 11:30 AM On 24/lun/2016

e URL www.nitc.ac.in for tender schedule, Speclflcalon &

ther details ‘I'el 0495 2286115,2286116 Email : purchase@nitc.ac.in

LRLLIQE

SUPPLYCO

THE KERALA STATE CIVIL SUPPLIES CORPORATION LIMITED
MAVELI BHAVAN, GANDHI NAGAR, KOCHI-682020.
PH:0484-2207937, 9446088875. Website: www. supplycokerala.com
CIN-U52209KL1974SGCO02615
BP-4/11598/16 TENDER NQOTICE Dated: 23.05.16
ONLY THROUGH ELECTRONIC TENDERING SrSTEM,

i Brand 'r nLFte °Pd8[ whict
on D? *‘06,’2016 I-‘Id“ orm and Terms &
rom the website www.tenderwizard.
s, please contact at the above address.

S4-
Manzger | BF)
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List of items in Portfolio

Assessment Activities Portfolio (Expected)
Group discussion Participationindiscussion
Designing notice (Pagemaker/scribus) Notice
Designing brochure (Photoshop/GIMP) Brochure
Designing calendar, cards (Cord draw/Inkscape) | Cdendar, Vidting card

Sample TE questions

1.

Extension of aPagemaker/fileis_ (.pmd).

In Pagemaker/Scribus recent files can be opened through (Recent
publication).

Duplicatelayer in Photoshop/GIMPisin___ menu (image).
WecanuseGradienttool with___ (Photoshop).
Itispossibletorasterisea_ inPhotoshop/GIMP (Layer).
Threadingisrdatedwith__ (text).

____issupported by CorelDraw (Vector graphics).

You caninsert apicturein Pagemaker/Scribususing_ (Picturepalette).
WireFrameviewisrelatedwith_ (Cora Draw).

____tool isused to smoothen imagesin Photoshop/GIMP (Smudge).
Wha iscloning?

What isthe merit of aPDF document?

Writethe usesof any four filter option in Photoshop/GIMP.

What are Layers?

Writetheusesof any fivetoolsin Corel Draw.

Write difference between 'Save and 'Saveas.

In Pagemaker/Scribus how you can createframes?

What arethedifferent viewsin Corel Draw?

What iscropping?

Describe any threetool sin Pagemaker/Scribus.
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Unit No. 3.5 - Communication at Work Place
About the Unit

Intheworkplace, thelearnerswill meet avariety of communication styles. They
may need to understand how |language can mean different thingsto different people.
They need to know how to communicatedirectly and to clarify expectations. The
unit contai nsclassroom exercisesto enhancethe communication skill of thelearners.
Theexercisesand situations given arelikely to face by an employeein thework
place. Thereisaspecid sectionintroducing the student to specific skillsfor facingan
interview.

Learning outcomes

Thelearner;

*  Deveopscommunicationskill

*  Acquiressdf confidence

e Enrichesvocabulary

*  Engagesinconversations

*  Practicesand make sentences

Unit in detail

Thefollowing topicsareto betransacted with suitable situations. Some examples
aregiven below.

3.5.1 Describing one's job
Activity: Mr. Suresh of Best Coatsdescribing hisjob: "I am aCustomer Service
Representative, working for Best Coats, it'samanufacturing firm. My officeisat

Kalamassery, and | have been working therefor 2 yearsand 3 months. My working
hoursarefrom 09:00 am to 05:00 pm".

Activity: Writedown your own answerswith imaginary namesand firmsabout a
job.

3.5.2 Describing one's work place (Company)

Activity:

KSFE -« Kerdaslargest chitty company inthe Government sector.

» Offersfinancial serviceslike chitty, chitty |oan, persona loan, vehicle
loan etc.

¢  Oneof themost trustful ingtitution.
* Providing employment to around 20,000 people.
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Assumethelearnersare empl oyees of KSFE and prepare anotewith the above
hintsand present it.

3.5.3 Handling an angry customer

Activity: "A customer purchased a new Laptop from awell-known computer
manufacturer. A few monthslater, thelaptop malfunctionsand the customer wants
the company to replace the laptop or provide servicethat'sfree of charge.

The company respondsthat it isnot responsible and that it woul d not replace the
Laptop asit showed signs of some partsbeing short circuited because of water. The
customer informsthecompany that water hasnever been spilt onthe Laptop; however,
all of the customers cdlsto the company's customer service department were met
with one negativeexcuseafter another. Asaresult of this, the customer hasbecome
very angry." How will you deal such asituation? Assumethat you areworkingin
suchaningtitution.

3.5.4 Directing a customer over phone

Help acustomer who needsto operate aproduct over phone.
Practicethefoll owing topicsas classroom activitiesas group work.
3.5.5 Preparingadaily and weekly work plan

3.5.6 Givingandrecelvingsmpleinstructions

3.5.7 Enquiringabout job vacancy

3.5.8 Facinganinterview

3.5.9 Effectivecommunication techniques

3.5.10 Dutiesof Customer Service Representatives
3.5.11 Presentingaspecifictopic

Sampletopics. 1. Impact of social mediaamong youth.

2.MakeinIndia
3.Digitd India
List of items in Portfolio
Assessment Activities Portfolio (Expected)
Generd discussion Participationindiscussion

Observation and Presentation Communicaionskill
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Sample TE questions

1. Mentionanytwo stepsto handlean angry customer.

2. Beingthe Secretary of Mr. Anil Takur, Managing Director of Takur Industries,
chart hisprogrammefor the next Monday.

3. Inaninterview you are asked to say few words about you. Write five sen-
tences.

4. Writeaconversation with acustomer whoisintended to buy your company's
product.

5. Hepyourfriendindescribing hisjob.

Extended Activities

Extended activitiesincludesvigitsto the actua work sites, interaction with experts
workinginthefield, working inthe PTC of the school and serving the public with
what the students|earned from the class/practical room.

List of practicals

1. Speedprectice(English& Maayadam)

2. Typing handwritten/manuscript | etters, statements, government order and cir-
cular.

3. Creating e-mail account

4. Sende-mailswithand without attachments

5. FleZipping

6. Downloading and saving attachmentsto e-mail.

7. DTPwork (English& Malayaam). Product expected arevisiting card, invita
tion card, brochure, | egflets, catalogue, 0go, etc.

8. Preparingvariousletters, bio-data, etc.

9. Sendandrecelvefax messages

10. HandlingEPABX system
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MODULE IV
ENTERPRISE RESOURCE PLANNING (ERP)

Overview

Globdisation and explosion of the Internet hastremendousimpact on every sphere
of business. Managing businessisaherculeantask unlessinformationisprovided as
andwhenrequired. Herecomestheimportance of implementing novel technologies
in businessto integrate thewholeactivitiesof it. Therefore, Enterprise Resource
Planning, anew Information Technology based system isimplemented in several
business enterprises. Enterprise Resource Planning (ERP) integratesal | important
bus nessareas such asaccounting, finance, production, salesand distribution, human
resource management, etc. Thismodul e containsthe bas ¢ concepts and techniques
of Enterprise Resource Planning. ERP system alone can produce aresult if the
conceptslike paperlessoffice, e-governanceand I T Enabled Services stay separately.
Assuch theseconceptsarealso dedt withinthismodule.

Unit No. 4.1 ENTERPRISE RESOURCE PLANNING (ERP)
About the unit

Enterprise Resource Planning isacompl ete sol ution to the problems of abusiness.
The business environment is becoming increasingly complex with functional
departmentsrequiring moreand moreinter-functiona dataflow for decision making,
timely and efficient procurement of product parts, management of inventory,
accounting and human resources. These can be overcome by implementing awell
designed ERP system which canintegrate the above issuesin asingle platform.
Businessfirmsirrespectiveof their size- small, medium or large - have started to
implement their own or vendor supplied ERP Solution softwares. Acquiring
knowledgein ERPwill be an added advantageto any person.

Learning outcomes

Thelearner;

e DescribeseERP

*  Explainsmeaning anddefinition of ERP

e |dentifiesneed of ERPinbusiness

e Summarisesbenefitsandlimitationsof ERP
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»  Sortsout componentsof ERP

*  DescribesERP package

e IdentifiessERPModules

*  Worksinan ERPsoftware

*  ExplansERPimplementation methodologies, lifecycleandissues

Unit in detail

4.1.1 Introduction to Enterprise Resource Planning

Enterprise Resource Planning (ERP) isabusiness process management software
that alowsan organization to useasystem of integrated applicationsto managethe
business and automate many back office functionsrelated to technol ogy, services
and human resources. ERP softwareintegratesall facets of an operation, including
product planning, devel opment, manufacturing, salesand marketing.

ERP softwareiscons dered an enterprise application asit isdesigned to beused for
larger businesses and often requires dedi cated teamsto customize and analyze the
data and to handle upgrades and deployment. In contrast, Small business ERP
applicationsarelightwe ght bus ness management software sol utions, customized
for specific needsof aparticular industry.

4.1.2 Meaning and definition of Enterprise Resource
Planning

"The Enterprise”’ can be described as ahuge range of business operationsin any
market, any region and any field of commerce. Enterprise Resource Planning (ERP)
isan enterprisewide system that integratesall areas and levelsof an organization.
An ERPisthetota bus ness packagethat alows up-to-datereportsto be produced
at the press of acomputer button.

American Production and Inventory Control Society hasdefined ERP systemsas™a
method for the effective planning and controlling of dl theresourcesneeded totake,
make, ship and account for customer ordersinamanufacturing, distribution or service
company.”

Accordingto Kumar & Van Hillsgersberg, "ERPsystemsare configurableinformation

systemspackagesthat integrateinformation and information-based processeswithin
and acrossfunctiond areasin an organization.”

4.1.3 Need for ERP in business
Themgor reasonsfor implementing ERPare;
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1. IntegrateFinancial Information

The ERPsystemintegratesall activitiesrelated to finance such asrevenue of finance
department, contribution of saesdepartment and other departments. Therefore, the
management can takefinancia performancereport at any point of time.

2. Integratecustomer order Information

ERP system canintegrate theinformation of acustomer whenever he start business
withthem. By having thisinformation in one software system compani es can keep
track of ordersmoreeasily, and coordinate manufacturing, inventory and shipping
among many different locationsat the sametime.

3. Uniformity in Manufacturing Processes

ERP systems come with standard methods for automating some of the stepsof a
manufacturing process. Standardising those processesand usingasingle, integrated
computer system can savetime and increase productivity.

4. Minimuminventory

ERP hel psthe manufacturing processflow more smoothly andit improvesvisbility
of the order fulfilment process inside the company. This can lead to minimise
inventoriesof raw materialsand finished goods.

5. Easyand Sandardised HR information

Most ERP systems were designed to provide standardized human resourse
information. Thesearemore beneficid especidly in companieswith multiplebusiness
units

4.1.4 Benefits and limitations of ERP

Thebenefitsof implementing an ERP system are endl ess. First and most important,
al ERP systemsare focused on the customer and end results. This means better
products and servicesproduced and delivered quickly.

Advantages of ERP Software

ERP Softwarethrough proper implementationwill definitely be advantageousto any
company. The basic advantages arelisted bel ow.

a.  Ithelpsbusinessesimproveinternal processes.

b. Itintegratessystemsfrom different functiona areas, making businessopera-
tionsmoreefficient.

c. SomeERP systemscan automate parts of the manufacturing process, which
alowsorganizationsto introduce standards that increase productivity, save
timeand reduce saffing requirements.
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d. Increasedvishility of theorder fulfillment processfrom beginningtoend helps
reduce work-in-progressinventory and finished goodsinventory.

e. ERP software can be used to manage employeeinformation across multiple
businessunits, makingit easier to track yearsof serviceand éigibility for ben-
efitsand services.

f.  Many busnesses can purchase ERP software packagestail ored to the specific
needsof their industry.

g Datatosupport Key Performance Indicators (KPIs) areeasily accessible.

Disadvantages of ERP Software

ERP Software even though advantageous has some disadvantagesaswell. The
disadvantages of ERPsoftwareare given below.

a. They areexpensive. Deployment at amid-market company can cost thou-
sands of rupees whereas animplementation at alarge corporation can cost
more.

b. Training employeesto usethe new system can be an enormous undertaking
and require considerabl eresources.

c. They may requireahuge amount of time and work to implement; and take
from 1-3 yearsto complete on-siteimplementation.

4.1.5 Components of ERP
Essentid componentsof ERPsystem are;
1. Database:

Thisistheareawheretheinformationisstored for different departments. Examples
of databases are Oracle, SQL Server, MySQL (open source), PostgreSQL (open
source), etc. Database componentsinclude one or moretablesfor thedata, aquery
language that retrieves specific datael ements, and formsfor entering or displaying
data. Additiona componentsincludereporting toolsand customized page views of
data. Rel ationd databases have aschemathat definestherelationship betweentables
and may include componentsthat automate routinetasks.

2. Webserver:

Basically aweb server isthe softwarethat receives your request to accessaweb
page. It runsafew security checkson your HT TP request and takesyou to theweb
page. Depending on the page you have requested, the page may ask the server to
run afew extramodul eswhile generating the document to serveyou. It then serves
you the document you requested. A pacheisthemost widely used web server software

(open source).
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3. Application server:

Application Server Frameworks contain acomprehensive servicelayer modd. An

application server actsasaset of components accessi bleto the software devel oper

through an A pplication Programming Interface (API) defined by the platformitself.

For Web appli cations, these components are usualy performed in the samerunning

environment astheir web server(s), and their main job isto support the construction

of dynamic pages. However, many gpplication serverstarget much morethan just

Web page generation: they implement serviceslike clustering, fail-over, and load-

baancing, so developers can focus onimplementing thebusinesslogic.

4. Firewall:

Firewdlscan beether hardware or software but theidedl firewa | configuration will

consist of both. In addition to limiting access to your computer and network, a

firewal isasouseful for alowing remoteaccessto aprivate network through secure

authentication certificatesand logins.

5. Backup Server:

A backup server isatypeof server that enablesthe backup of data, files, applications

and/or databases on aspecialized in-house or remote server. It combineshardware

and software technol ogiesthat provide backup storage and retrieval servicesto

connected computers, serversor related devices.

4.1.6 ERP Packages - ERP and business - Functionalities
of ERP Packages

ERP Packages

Enterprise Resource Planning softwareswere devel oped during 1990'sto overcome

thedifficultiesinMRPI & II. InMRPfor every areathereisapackage. However,

ERPintegratesall areas of the business.

Someexamplesof ERP solution providersare:

i. Oracde
i. SAP
iii.  Infor
iv. Epicor
v. QAD

In addition to that free/open softwares are available which can be customised
according to the need.

ERP and business

Businessenterpriseshad faced alot of issuesin every areaof operation beforethe
implementation of ERP. Each department concentrateson their own individua work.
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To co-ordinatethe activities of other departmentsin the organi zation seemsto be
muchdifficult. Individua departmentslay idletill rel ated departmentscompletetheir
work. Inan ERPsystem, theactivitiesof dl departmentsareintegrated. Therefore,
when acustomer order isentered, people of different departments seethe same
information and can updateit. When one department finisheswith theorder itis
automatically routed viathe ERP system to the next department. To find out where
theorder isat any point, they need only log intothe ERP system and track it down.
Theorder processmoveslikeabolt of lightning through theorgani zetion, and customers
get their ordersfaster and with fewer errorsthan before. ERP can apply that same
magic to the other major business processes, such asemployee benefitsor financia
reporting.

With ERP, the customer servicerepresentativesare no longer just typists entering
someone's nameinto acomputer and hitting thereturn key. The ERP screen makes
them businesspeople. It flickerswith the customer's credit rating from thefinance
department and the product inventory levelsfrom thewarehouse. Will the customer
pay on time? Will it be able to ship the order on time? These are decisions that
customer servicerepresentatives have never had to make before, and theanswers
affect the customer and every other department intheenterprise. But it'snot just the
customer servicerepresentativeswho haveto wake up. Peopleinthewarehouse
who used to keep inventory in their heads or on scraps of paper now need to put
that information online. If they don't, customer servicerepresentativeswill seelow
inventory levelsontheir screensand tell customersthat their requesteditemisnotin
stock. Accountability, respong bility and communication have never beentested like
thisbefore.

ERP system improvesthe ways empl oyeestake orders, manufacture goods, ship
them and bill for them. The business need to change employee's attitude before
ingtd lation otherwiseit won't fetch any value.

Functionalities of ERP Packages

Enterprise Resource Planning systemsare software systemsfor businessmanagement,
conta ning modules supporting functiond areassuch asplanning, manufacturing, sales,
marketing, distribution, accounting, human resource management, etc. The
architecture of the softwareisuseful for asmooth integration of modules, providing
flow of information between dl functionswithintheenterpriseinaconsstently visble
manner.

A common ERP system coversthefollowing functiona areas. Inmany ERP systems

theseare called and grouped together as ERP modul es:
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*  Manufacturing: Someof thefunctionsinclude; engineering, capacity, workflow
management, quality control, billsof material, manufacturing process, etc.

*  Financials: Accountspayable, accountsreceivable, fixed assets, generad led-
ger and cash management, etc.

*  Human Resources. Benefits, training, payroll, time and attendance, etc.

*  Supply Chain Management: Inventory, supply chain planning, supplier sched-
uling, claim processing, order entry, purchasing, etc.

*  Projects. Costing, billing, activity management, time and expense, tc.

*  Customer relationship management: Salesand marketing, commissions, ser-
vice, customer contact, call center support - CRM systems are not always
considered part of ERP systems but rather Business Support systems (BSS).

o Dataservices. Various"sdf-service' interfacesfor customers, suppliersand
employees.

4.1.7 Ideal ERP Modules - Internet enabled ERP systems

The common modulesintegrated in ERP softwareare given bel ow.

*  AcoountingModule

*  Human Resource Management Module

e Payroll Module

*  Cusgtomer Relationship Management Module
»  SdesandDistribution Management Module

Internet enabled ERP systems
The ERP systemsdesigned to i ntegrate enterprisefunctionswithin thefour wall sof

theenterprise haveintroduced software sol utionswith aWeb-interface essentia ly
extending tointernet enabled CRM, SCM and other Internet businessmodels.

4.1.8 ERP software - Application of Ideal Modules

There are so many ERP Softwaresavail ablein the market. Proprietary and open
source ERP Softwares are

Sales Management

available which can be I Y, S
customized by small and (22 s’

medium enterprises according == (A =
to their need. Application = S <
modules of an ideal ERP ESORBE =) o
Softwareare: @ : =

1. Financid Accounting o & Q /@Q miie

2. Key peformanceindex — w -

N
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3. PurchaseManagement
4. Shippingand Delivery
5. Engineging

6. Mould Management
7. Human Resource Management
8.  Production Management

9. Inventory Management

10. Qudity Management

11. ProductionPlanning

12. SdesandDidtribution

4.1.9 ERP implementation - Methodologies - Life cycle -
Issues

Implementati on of ERPisatime consuming process. It may take six monthsto 24
monthsto completeinstall ation depending on size of the enterprise. The objectives
of implementing ERPare:

1. Integrationof entireactivitiesof thefirm

2. Fixingthetarget

3. Wel designed communication system

4. Makeemployeesawareof thechanging needs

Beforetheimplementation of ERP, theenterprise should sdlect ahardware supplier

and a consultant for it. They should also be aware of the time required for
implementation.

ERP implementation methodologies

1. TheBigBang- Enterprisewithdraw their existing syssemandinstal asingle
ERP system asawhole.

2. Modular implementation - Instaling oneERPModuleat atimeand integrateall
modulesat thefinal stage.

3. Processoriented implementation or Slam-dunk - Wherein ERPisimplemented
for selected processonly. Suitablefor small enterprises.

ERP implementation life cycle

Implementation of ERP to agreat extend depends on factorslikethe nature of
business operation, itssize, thetype of software going to be used etc. The normal
sepsinvolved inimplementation of an ERPareasfollows:

N
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1. Projectplanning

A wdll defined plan should bedrafted beforeweactudly start with theimplementation
process. A project plan normally should relate to the following; Time Schedul es,

Therolesand responsibilitiesof staff, The course of action, Control techniqueetc.

2. Gapanalyss

Gap analysisisthe processthrough which we can find out the gap now existingin
the organisation in matters of process automation. To solvethegap problem, itis
highly necessary to eva uate our requirementsand beextremely careful inthe package
selection process, and make what the software can and can't do.

3. Business Process Re-engineerng - BPR

Busi ness Process Reengineering brings out deficiencies of the existing systemand
attemptsto maximiseproductivity through restructuring and re-organising the human
resourcesaswell asdivisionsand departmentsin the organi sation.

4. Ingallation and configuration

Thegoldenruleof ERPimplementation isto synchronisethe existing company
practiceswith the ERP packagesrather than changing the sourcecodeand customising
it to suit the company. Thetask of configuration of ERP system should be assigned
only to experienced staff in different functiona aress.

5. Project Team Training

Anintensivetraining will help the staff of implementation team to implement the
system moreeffectively to cater the requirement of end users. Training should be
givento employeeswho haveinterest intechnol ogy and show willingnessto havea
changeintheexisting system.

6. Datarequirementsmapping

For an ERPto be successful, it hasto capture sufficient information from end-users
or to exchange necessary information with other applications. Dataregquirements
reflect detail sof businessrequirements. A datarequirement isdepending on ERP
modulesto beimplemented.

7. System Testing

The softwareistested to ensurethat it performs properly from both atechnica and
functiona businessstandpoint. Thevalidity of anout put can bedetermined withthe
help of sampledata.

8. GolLiveand Support

Everything isconfigured and tested, bugsareremoved, reportsare ok, the system
becomes'live' to perform business operations.
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9. Endusertraining

End usershaveto handlethe system in futureto get the maximum benefit out of it
and henceit isnecessary toidentify the empl oyeeswho are going to use new system
and they should be provided with sufficient training to handleany contingencies.

10. Post Implementation

Thereisaneed for using and evaluating the system after itisinstalled and isin
operation. It also includes updati ng the system to makeimprovements. A formal
post-implementation auditisaso done.

Issues in ERP implementation

AsERPisahuge project, theimplementation may invite certainissues. Thekey
areas of whereissues expected are:

1. Planningand project management - Thecompanies| T staff and the appropri-
atebus nessmanagersmust be giventhetimeand clear responsbility to under-
stand and eval uate the proj ect's scope, costs, and timeline. It isimportant to
assign the planning responsibilitiesto staff memberswho not only good grasp
of technol ogy, but who a so understand the company's busi nessrequirements
and processes.

2.  Integration - Companiesawaysunderestimatethetime and cost necessary for
enterprise softwareintegration. Mergersand acquisitionsalso create difficult
integration challenges because the merged companiesmay use different ERP
packages.

3. FaseData- Whendataiscombined from multiple systemsfor andysisor asa
result of integration projects, morework can beinvolvedto cleanit up and
convertit.

4. Testing- Beforeimplementing the ERPsystem, it should betested using actud
data of the enterprise. Thesetesting should be performed by employeeswho
supposed to operatethis system.

5.  Documentation - Documenting the systemiscrucid so that future employees
can make sense of the software and busi ness process|ogic the system cover.
Documentation also needed to hel p future workersdea with theinevitable
updates, extensionsand integrati on projectsthat occur as company evolves.

>
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List of items in Portfolio

Assessment Activities

Portfolio (Expected)

Generd discusson
Generd discusson
Assgnment
Generation of reports

Participationindiscussion
Participationindiscussion
Interndisingidea
Reports

Sample TE questions

© O N s WDNPRE

10.

What ismeant by ERP?
What are the componentsof ERP?
ERPistheacronym of

Do youthink that ERPisessential for an enterprise? Givereasons.

Discusstheimportant benefitsof ERP?

Arethereany limitationsfor ERP?List out it.

What do you mean by integration of ERP Module?

Themethod of installingasingleERP systemintheentirefirmis
Process oriented implementationisalso knownas

List out the components of ERP.
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Unit No. 4.2 - Paperless Office

About the unit

It isaconcept derived during 1970s. Theideaisto reduce the amount of paper
usage to the minimum. The aim of this concept isto increase efficiency, save
environment, reduce theamount of paper usage, reduce cost and to savethe storage
pace. Withthedevel opmentsintechnologicd field, agiant legp happenedin achieving
theconcept. Asitisanenvironment friendly concept, it need considerable attention
of al concerned. The unit contain topics relevant to transact the paperless office
concept.

Learning outcomes

Thelearner;

e Identifiespaperlessoffice

*  Explainsmeaning and features of paperlessoffice

*  Setupsapaperlessoffice

e Outlinesmeritsand demeritsof paperlessoffice

e Describesofficein pocket

Unit in detail

4.2.1 Introduction to paperless office

Most of theofficeworksare paper based. Theincreasein number of customersand
thevolume of work lead to enormous expenses on account of paper, storage space
and time. These problems can be tackled easily by implementing Information
Technol ogy based applications such as ERP Package, E-Governance, Loca and
WideAreaNetwork. With thehelp of onlineservicesonecan avail the officeservices
even without reaching the office. A paperless office ensures efficiency in their
operationsaswell asprovide an environment friendly atmosphere.

4.2.2 Meaning and features of paperless office

A paperlessofficeisawork environment in which the use of paper iseliminated or
greatly reduced. Thisisdoneby converting documentsand other papersintodigita
forms. Going paper |ess can save money, boost productivity, save space, and make
persona information more secure.

Software supporting an € ectronic office should betotally accessibleand reliableto
everybody. Managers can have desktop on to workstationswhich can be used for
electronicmail, findinginformation from largecentra databaseandtyping text while
producing reports.

Features of paperless office

 ERPsygemintegratesal activitiesof entireenterprise.

N
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LAN system enablestheworkstationslinked to other personal computersat
distant places.

Word processing technol ogy replacestypewritersto persona computers.
Microfilming and computer filing reduce paper records.

FAX systemwill replacedispatch section.

Dictating machinesand computer printersare used for inward communication.
Printing can bereplaced by Desk top publishing system.

Filescan betransferred using File Transfer Protocol technol ogy.
Theautomatic answering deviceswill reducetheworkload of reception counter.

4.2.3 How to set up a paperless office?

To become apaperl ess office an existing office should have awel | planned project.
Thefacilitiesrequired aresummarised as:

A well designed ERP package should beimplemented.

Internet connectionisamust.

Personal computerswith M S Officeor Linux Operating System
Digitdisngfacilitieslikescanner

Microfilmingdevice

All systems should be connectedin LAN

Communication system should include Fax machine, email, Telephonerecord-
ing and answering set, EPABX system, Video conferencing system and socia
media(WhatsA pp, Face Book, Twitter)

Working procedure of a paperless office

Communication

! !

Soft copy (Digital format) Hard copy

}

Original/Scanned (Hard copy)

Records—|

Further process (Forwarding to concerned sections/department)
Noting
Deci sioL making

Communication to the party concerned

Closing of communication
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4.2.4 Merits and demerits of paperless office
Merits

Lower operating cost

Faster and accessibleinformation sharing
Reducedtime

Creating new opportunities

Boost productivity

Help environment

Elimination of unwanted procedures

N oo krwbdrE

Demerits/Limitations

1. Boththe recelver and sender requires electronic apparatus

2. Storageof documentsin computersand microfilming have somelimitations.
3. Technologicd difficulties.

4. Government regul ations and business policiesmay 9 ow down the processes.

4.2.5 Office in pocket

Today one can do officework without aformal siteor buildingfor officework. Itis
possiblewiththehd p of asmartphone/tabl et/persond digital assistant/|gptopingtaled
with the Office Suit software and internet connection. The hindrancesof time, place,
etc. can be covered through using the above devices along with us. One can do
most of the officework likeattending calls, communication, mail checking, sending
mail, report preparation, etc. with the help of these devices.

List of items in Portfolio

Assessment Activities Portfolio (Expected)
Generd discussion Participationindiscusson
Groupdiscusson Participationindiscusson
Fddvisgt Report onfieldvisit
oJr OJT Report

Sample TE questions

1. Prepareareport on how to make an office paperless.
2.  Mentionthemeritsand limitation of paperlessoffice.
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3. "Withsmart devicesinthe handsof office managers, they can bring officesin
their pocket." Writeyour opinion.

4. What arethefeatures of paperlessoffice?
Namethe devicesthat support the concept of 'Officein Pocket'.

6. Reductionintheuseof paper inan officebringsan environment friendly situa-
tion. Bring out your opinion.

ol
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Unit No.4.3 - E-Governance
About the unit

E-Governance hasbecome an essentia part of any firmin globalisation process.
Increasing demands of clearnessin administration, rapidinformation transfer, more
competent performance and improved public service has pushed organi sationsto
choose el ectronic meansfor successin business. Organisations can give better
performance through innovative use of information technol ogy and e-governance.
Assuch, thisunit deals with meaning and objective of e-governance, major e-
governance projects, advantages and di sadvantages of e-governance, etc.

Learning outcomes

Thelearner;
e |ldentifiese-governance

»  Digtinguishese-governanceand e-government
e |dentifiesdomainsof e-governance

e Listsout mgjor e-governance projects

e Listsout e-governanceservices

e Outlinesbenefitsof e-governance

*  ExplansM-Governance

Unit in detail

4.3.1 Concept of e-governance

Itisthegpplication of information and communication technology (ICT) for ddivering
government services, exchange of information, integration of various standalone
systems and services between government to customer (G2C), Government to
Business(G2B) and Government to Government (G2G).

4.3.2 Meaning of E-governance and E-government

E-Governance

*  E- Governance meansElectronic Governance. It hasbecomean essentia part
of anyfirminglobalization process.

*  E-Governance isthegood usageof information and communication technolo-
giesto transform and enhance the efficiency, effectiveness, trangparency and
accountability of informati on within government , between government agen-
ciesat national, state, municipa andloca levels, citizen and businessand to

authorize citizensthrough accessand use of information.
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E-Government

*  E-Governmentisthe useaof thelCT'sin public administration- combined with
organisational change and new skillstoimprove public servicesand demo-
cratic processes and to strengthen support to public.

4.3.3 Objectives of E-Governance

Thedtrategic objective of e-governanceisto support and smplify governancefor all
parties- government, citizensand businesses. Theuse of ICTscan connect dl three
parties and support processes and activities. In other words, e-governance uses
€lectronic meansto support and stimul ate good governance. Thereforethe objectives
of e-governancearesimilar to the objectives of good governance. Good governance
can be seen asan exercise of authority to better the management of acountry at all
levels.

4.3.4 Domains of E-Governance

Therearethreedomainsin e-governanceviz. Government to Citizen, Government
to Businessand Government to Government.

Government to citizen

Thegoa of Government to Customer (G2C) e-Governanceisto offer avariety of
ICT servicesto citizensin an efficient and economical manner, and to strengthen the
rel aionship between government and citizensusing technol ogy.

Government to business

Government-to-Business (G2B) istheonlinenon-commercid interaction between
local and central government and thecommercia business sector with the purpose
of providing bus nessesinformation and advice on e-business 'best practices.

Government to government

G2G meansextending government servicesto different typesof government such as
Union Government, State Government, Local self government, etc. Many of the
policies, plansand schemes areimplemented by co-ordinating the activities of two
or more governments. E-governance helps to co-ordinate these activities
eectronicaly.

4.3.5 Major E-governance projects of Government of Kerala
Sutharya Keralam

AKSHAYA

SPARK




SWEET
KISSAN
SWAN
FRIENDS
IDEAS
MESSAGE
E - KRISHI
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4.3.6 E-governance services to citizens

S Name of Services offered

No. Programme

1. | SutharyaKeralam | Complaint and grievance handling directly by the Chief
Minister of Kerala.

2. | AKSHAYA BridgeDigital Divide, Public Delivery Services, Creation
of Employment, E-literacy.

3. | SPARK G2E Web based Personal Administration for service,
Salary, IT and Account Matters.

4. | SWEET All Information and servicesrelating to KerdaUniversity
Examination.

5. | KISSAN Agriculture Information System.

6. | SWAN (State) Integration of various District Headquarterswith Capital.

7. | FRIENDS Singlewindow schemes or Taxesand other utility projects.
It integrated departments like Revenue, Motor vehicles,
Civil supplies, Local bodies, Universities, Electricity,Water
& Telephones.

8. | IDEAS File Tracking System for Government Offices.

9. | MESSAGE Internet based application for the citizen services.

10.| E-Krishi Enablesthefarmerswith accessto information on market
demand, prices, good agricultural practices and quality
agricultural inputs supported by a technology enabled
robust transaction platformthat facilitatesal their offline
activities.

11 | YES @ Kerda Providessoft skillsand technical skillstraining to students

from various collegesin the state.
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4.3.7 Benefits of E-governance - to the Government - to
the citizens

Benefits to the Government

Advantages

It bringsefficiency in officework.

Itincreasesthetransparency and accountability of informational exchange.
It enhancestheeffectivenessof information.

It ensuresspeedin serviceddivery.

It helpstotrack files.

It minimisesvisit to Government officesby thecitizen.

Disadvantages

Thissystem | osesthe persond interaction.

Officiasblame onthe service providersfor any delay in services.
Lack of computer literacy of the users.

Fear of citizenson cyber security and misuse of data.

Softwareerrors.
Benefits to the citizens

Key benefitsof E-Government for citizensinclude convenience, improved qudity of
customer service, and accessto more, higher quality information.

»  Convenience-E-Government brings public servicesto citizenson their sched-
uleandtheir venue.

*  Improved Customer Service- E-Government allowsbetter customer service.

*  Increased accesstoinformation - E-Government improvesthe accessibility of
government informationto citizensallowing it to becomeanimportant resource
inmakingthedecisonsthat affect daily life.

4.3.8 M - Governance
Introduction

M-Governance or Mobile Governance meanstheutilization of dl kindsof wireless
and mobile technology services, applications and devicesfor Governance. M-
governanceisasub-domain of e-governance. It ensuresthat el ectronic servicesare
availableto peopl e viamobil e technol ogies using devi ces such asmobile phones,
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persona digital assistantsand Tablets. Mobileservicesarea so cheaper aswell as
accessiblein most of therural areasin India. Dueto the huge subscription base,
increased bility and adaptability of mobile phones, governmentsare promoting
andusingtheminddivering thee-Governance sarvices. Thethree channdsof mobile
communication (Voice, Signdling and Data) and awiderange of technologies(Voice
Applications, Applicationsusing signaling channd and dataservice (mobile based
Applications) are being used for M-Governance.

Objectives of M-Governance

I.  Toprovidefast and easy accessof public servicesto citizensthrough mobile
devices.

ii. Tofacilitate mobilebankingto customersinremoteareas.

li. TobridgetheDigitd Divideinthecountry.

iv. Toprovethat ICT projectscan bringineconomic returnseven to the Govern-
ment and can generate surplus by way of revenue sharing agreement with the
mobile operators.

v. Toutilisedl kindsof wirelessand mobiletechnol ogy services, gpplicationsand
devicesfor improving benefitsfor citizens, bus nessesand al Government de-
partments

M-Governance in India

Government of Indiaaimsto utilisethemassive reach of mobilephonesand harness
the potential of mobile applicationsto enable easy and round-the-clock accessto
public services, especialy intherural areasand to create uniqueinfrastructure as
well as application devel opment ecosystem for m-Governancein the country. A
strategy and its implementation to leverage available wireless and new media
technol ogy platforms, mobile phone devicesand applicationsfor ddivery of public
information and servicesto citizensand businesses. IndiasMinistry of Communication
and Information Technology aswell as Department of Electronicsand Information
Technology (DeitY') have announced plansfor al itsdepartment and agenciesto
devel op and deploy mobile gpplicationsto provideadl their servicesthrough mobile
devices.

One Web Approach

"OneWeb" means making, asfar as possi ble, the sameinformation and services
availableto users, irrespective of the device or the browser they areusing. This
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impliesthat all Government Web sites should be compliant with mobiledevicesto
enabl e users of such devicesto accessthe sameinformation and services (to the

extent possible) asavailable, say, over theinternet through computers.

Benefits of M-Governance

Cost Saving
Proficiency

Transformation/moderni zation of public sector organizations

Added convenienceand flexibility

Better servicestothecitizens
Access
Easy interaction

Major M-Governance projects in Kerala

M-Governance SM SAlertsfor KeraaPublic Service Commission

SSLC, VHSE & HSE resultson mobileasSMS

Chief Electora Officeswebsitefor verification of voter'slist
Out Bound Dialing Fecility for KISSAN KERALA project
Computerized Call Centrefor Commercia Taxes Department
Cash deposit, withdrawa and balance aert SMS by Banks
Information Servicesfor Motor VehiclesDepartment

Audio-Guidefor KerdaTourism

List of items in Portfolio

Assessment Activities

Portfolio (Expected)

Groupdiscusson
Generd discusson
Fddvisgt

Seminar

Participationindiscusson
Participationindiscusson
Fieldvidtreport

Report

Sample TE questions

1.
2.

List out variouse-governance projectsin Keraa

Government servicesare easily accessibleto the general publicthrough e-

governance. Justify the statement with examples.




N o g s

B COMPUTERISED OFFICE MANAGEMENT

E-governance has potential to bring changesor transform government institu-
tions. What isyour opinion?

Compare e-governance and e-government.

|dentify thevariousdomains of e-governance.

What arethe advantages of M-Governance?

What ismeant by M-Governance?
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Unit No.4.4 - Computerised Typing (English & Malayalam)
Introduction

Thisunitisaimed to upgradethetyping skill in English and Maayalamto 45 wpm
and 30 wpm respectively. Another objective isto familiarize with handwritten
documents. Handwritten letters, statement, reports, etc. are oftentyped in offices.
Therefore, thelearner must have enough skill in handling such documents.

Learning outcomes

Thelearner;

*  Acquiresaspeed of 45wpmin English and 30wpminMaayalam.

*  Typeshandwritten/manuscript | etters, Government orders, statements, etc.
1. Sample passage for practicing speed (Time: 10 minutes)

Early dectronic computerssuch as Col ossus madeuse of punched tape, along strip
of paper on which datawas represented by a series of holes, atechnology now
obsolete. Electronic datastorage, which isused in modern computers, datesfrom
World War I, when aform of delay line memory was devel oped to removethe
clutter fromradar signals, thefirst practical application of which wasthe mercury
delay line. Thefirst random-accessdigital storage device wastheWilliamstube,
based on astandard cathoderay tube but theinformation storedinit and delay line
memory wasvolatileinthat it had to be continuously refreshed, and thuswas|ost
once power wasremoved. Theearliest form of non-volatile computer storagewas
themagnetic drum, invented in 1932 and used inthe Ferranti Mark 1, theworld's
first commercidly avail able generd-purpose e ectronic computer.

IBM introduced the first hard disk drive in 1956, as a component of their 305
RAMAC computer system. Most digital datatoday istill stored magnetically on
hard disks, or opticaly on mediasuch asCD-ROMsUntil 2002 most information
was stored on analog devices, but that year digita storage capacity exceeded analog
for thefirst time. Asof 2007 amost 94% of the data stored worldwidewas held
digitally: 52% onhard disks, 28% on optica devicesand 11% on digital magnetic
tape. It has been estimated that the worldwide capacity to storeinformation on
electronic devicesgrew from lessthan 3 exabytesin 1986 to 295 exabytesin 2007
doubling roughly every 3 years. The relational database model introduced a
programming-languageindependent Structured Query Language (SQL.), based on
relationd agebra
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Theterms"data’ and"information” are not synonymous. Anything storedisdata, but
it only becomesinformation whenitisorganized and presented meaningfully. M ost
of theworld'sdigital dataisunstructured, and storedinavariety of different physica
formats. withinas ngle organization. Datawarehouses began to bedevel opedinthe
1980sto integrate these disparate stores. They typica ly contain dataextracted from
various sources, including externa sources such asthe Internet, organizedinsucha
waly asto facilitate decision support systems.

2. Sample passage for practicing speed (Time: 10 minutes)

Our scientific and economic progressisduelargely tothevison of oneman, Jawaharld
Nehru. He had the capacity to see the plant in the seed, to visuaizetomorrow and
the day after tomorrow and the day after in today, to plan abright future through
right action in the present. Hewas often criticized asadreamer, but, in retrospect,
most people concedethat hedid call the nation to great tasksand teach it to think of
basic mattersfirst. Hisstresson scientific education, and higher technol ogical training
was correct and far-seeing. Asaresult, today we havethe scientific foundation's
enduring growth. We have also the world's third largest stock of scientists and
technol ogiesand have acquired thetechnol ogica wherewitha to solveour economic
problems, the competenceto build, run and deign awholerangeof largeand small
industries and the capacity to modernize our agriculture. But we havenot learnt to
makethemaost of our technol ogistsand havetill to find right approachesto problems
of adminigtering saentificingitutionssothet talent isgiven dueopportunity and directed
to mgor national goals.

Nor isour administrative apparatusimbued with proper understanding of thefast-
changing technol ogical needsof devel oping society. For years| have spoken of the
importance of involving scientistsin the great task of taking sciencetothevillages,
and of devising machinesand methods which span the old and new and reducethe
farmer'sstrain and housewife'sdrudgery. Wemust initiateanew nationa movement
tomakeintensiveuseof locally availablemateria sin each region. What have our
architectsdoneto find waysof usinglocal materials.

Traditionsand designs, to houseswhich suit our climatic conditionsand meet the
occupationa and socid patternsof givenregion? Havethoseinterestedin handicrafts
done anything to introduce new usesfor the vast variety of our plantsand other
materids, to mention only few items. Technological skill isgrowinginquantity and
quality but many small tasks are neglected. Our emphasis should be ontraining
young personsto employ themselves usefully, developing their talentsaswell as

mentd attitudeof self-help.
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List of items in Portfolio

Assessment Activities

Portfolio (Expected)

Speed test (English & Malayalam)

Preparation of hand written/manuscript
letters, statements, GO, etc.

Soft/hard copy of the typed matter

Soft/hard copy of the letters, statements,
GO, etc. typed.
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Unit No. 4.5 - IT Enabled Services

Thisunit describes devel opment of Informati on Technology and how it influenced
thefunctioning of traditional aswell asnew generation offices. Itisalso anattempt to
familiarisethe seamlessemployment opportunitiesof ITESindustry viz. Business
Process Outsourcing, Cal centre, Computerised Accounting, Medica Transcription,
Blogging, etc. tothelearners.

Learning outcomes

Thelearner;
¢ |dentifiesvariousITES.
*  Createsand publishesablog.

Unit in detail
4.5.1 Introduction and meaning of ITES

Introduction

"Information technology (IT) isabranch of engineering dealing with the use of
computersand tel ecommuni cations equipment to store, recover, transmit and control
data'. Today'sworldistheworld of information and te ecommunication. Themodern
worldwill beincompletewithout Information Technology anditsvarioususes. Every
day new technology and inventions are being made in the area of information,
processing and travelling, agriculture, health, education, commerce, etc. I T has
becomeapart and parcel of our daily livesthrough the use of PC's, Internet, cell
phones, faxes, etc. Shopping, banking, travelling, education, entertainment, public
sector, privatesector, dmost everywherel T isplayingitsvariousrolesvery smoothly.
Oneof thebiggest advantagesof I T hasbeen the creation of awholenew field of
opportunitiesfor skilled peopleleading to new and interesting jobs; hardwareand
software devel opers, computer programmers, web designers, system analysts, call
centre executives, etc. These opportunitiesare collectively known as1 T Enabled
Services(ITES).

Meaning

Information Technol ogy-Enabled Services (ITES) means servicesdelivered over
telecom networks (phone) or the Internet (e-mail or chat) to millionsof customers
of different companiesacrosstheworld.

ITES supportsvariousfiel ds such as banking and finance, telecommunications,
insurance, health, etc. It coversthe complete areaof business operationswhich
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exploit information technol ogy for improving the efficiency of an organisation. Itis
also called web enabl ed services or remote servicesor Tele-working.

SomesamplelT enabled servicesare:

*  BusinessProcess outsourcing

o  Cadll centres

e Medical Transcription

*  Blogcreationand publication

« AffiliteMarketing

*  Virtud Assstants

*  Fredancejourndism

»  Computerised Accounting

e E-uition

4.5.2 Business Process Outsourcing

Business Process outsourcing or BPO is a system of getting a business task
accomplished through an outside agency. It involves entrusting an unimportant task
or business processwith someother party. Outsourcing of somework improvesthe
quality of service. It bringsan opportunity to bus ness authoritiesto concentrateon
their key areas. Mg or outsourcing serviceareasare Financid services, Advertising
services, Courier services, Customer support services, etc.

Advantages of BPO

* Ithelpsthebusinessto concentrate on areasin which it has core competency.

o  Better quality of servicescan beobtained.

* Itcanavall expert serviceat alower cost than that of running separate depart-
mentsfor that particular function.

» Itreduceslabour problem because outsourcing requires|esser number of em-
ployees.

Additional information

K nowledge Process Outsourcing isthe outsourcing of corebusinessactivities, that
areimportant and formsaprimary part of acompany's chain of activities. KPO
servicesincludeall kinds of research and information gathering, e.g. intellectua
property research for patent applications; equity research, business and market
research, etc.
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4.5.3 Blog - creation - writing - publication

Blogisan|T enabled freesociad mediawherein aperson canwrite onany interested
subject and publishitin theweb. Recently, "multi-author blogs' (MABS) have
developed, with postswritten by large numbersof authorsand professionally edited.
Thewebsite'www.Bloggers.com’ providesfreeblog serviceto anybody who has
an email account. The account holder writes contents and publishesit. Thosewho
haveinternet access can read the blog and comment oniit.

A blog generatesincometo theblogger, if the blog getsalarge number of hits. The
onlineadvertising companieswill approach the blogger to post their advertisement
intheblogfor payment. They will executeacontract withtheblogger and will getan
incomeuntil thereadersl|eft the blog or the agreement exhaust.

Thereare many different typesof blogslike Personal blog, Collaborativeblogsor

Group blogs, Microblogging, Corporate or organisationa blogs. They differ not
only inthetypeof content, but also in theway that content isdelivered or written.

Activity: How to createablogin Blogger.com.

1. Navigatetowww.blogger.com using your web browser of choice.

2. Signinusing your GoogleAccount to get started.

3. If youdo not have aGoogleAccount, click "Get Started” to create one.

4. Enter a"Display Name" to be used to sign your blog postsand click " Con-

tinue'.

Click "CreateYour Blog Now".

6. Selecta"Blogtitle’ andanavailable URL for your blog. You can check if the
URL you are considering isavailableby clicking " Check Avail ability”(if itis
unavailabletry adding morelettersand don't usethingslike hyphens,under
scores, colons etc).

7. Enter theword verification and click continue.

8. Chooseastarter template, which will act asthe basic design/layout of your
blog.

9. Click"StartBlogging"

10. You can create new blog posts, edit posts, and edit pages from under the
"Posgting” tab.

11. Thetitleof your post goesinthetext box nextto "Title".

12. Thebody of your post will get entered into the " Compose” text editor, where
youwill lso beableto accessbasictext editor functionssuch asfont size, text

o

color, theability toinsert links.
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13.

14.

15.

16.

17.

18.

19.

20.

You canasousethe"Edit HTML" tab toinsert your post inHTML format, if
you prefer.

The"Post Options' section located underneath the" Compose” text editor will
alow youto enablereader comments, HTML settings, and post thetimeand
date.

You can now either select "Save Now" to save your post, " Preview" to pre-
view your post before publishing to your blog, or ""Publish Post” to publish your
post directly to your newly created blog.

If you wishto changethe design of your blog from the starter template you
selected wheninitially creating your blog, you can do so under the"Design”
tab.

Fromwithinthe"Design Tab" you will be ableto edit Page Elements, HTML,
and changeyour template with Temple Designer.

If youwant to adjust other settings such aswhoisableto view, contributeto,
or comment on your blog etc, click the" Settings' tab.

You can adjust publishing, comments, archiving, permissions, and al other set-
tingsfrom within the sub-tabslocated under themain " Settings' tab.

You can add new authorsthat are ableto contributeto and edit your blog by
clickingthe" Settings' tal>"Permissons’ sub-tab, and selecting"AddAuthors'.

4.5.4 Medical Transcription

Medical transcriptionisapart of the health care industry that renders and edits
doctor dictated reports, procedures, and notesin an el ectronic format in order to
createfilesrepresenting thetreatment hitory of patients. Anindividua who performs
medical transcription isknown asMedical Transcriptionist (M.T) or aMedical
Language Specidist (MLS).

Additional information

How medical transcription works

Health practitionersdictate what they have doneafter performing procedures
on patientsand M T'stranscribe the oral dictation and edit reportsthat have
gonethrough speech recognition software.

Medicd transcription can be performed by MT'swho are employeesin ahos-
pital or whowork at home astelecommuting employeesfor thehospita or
who work asan independent contractor for an outsourced service.

MT requiresthecorrect spelling of al termsand words; and hence occasion-
aly correctserrorsindictated medical terminology.
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*  MT aso editsthe transcribed documents, print and returns the completed
documentsontime.

4.5.5 Affiliate Marketing

Affiliate Marketingis performance based marketing. It benefitsone or moreof the
affiliates. Theindustry hasfour coreplayers viz., 1. Themerchant 2. Net work 3.
The publisher 4. Thecustomer. Now themarket attained thecomplexity of secondary
tier of playersincludingAffiliateManagement Agencies, super affiliatesand pecidized
thirty party vendors.

4.5.6 Call Centres

Call center isaservice center that has good telecom facilities, trained consultants,
accessto the Internet and other onlineinformation set-up to provideinformation
and support to acustomer. They areoffices used for the purpose of receiving and
transmitting alarge volume of customer focused tel ephone callsthat arehandled by
trained customer servicerepresentatives. Thetelephone callsmay be"inbound"
(customerscdl-infor gettinginformation about aproduct) or "“outbound" (customer
sarvicerepresentativescdl customersto sall some product or to provideinformation
about some service).

Additional information

A typica cdl center functionsasfollows:

* A customer usesatoll-free number (thereisno cost when thisnumber isdi-
aled) that isconnected to acustomer support center.

*  Whenacall reachesthe call center, the customer is answered by atrained
customer servicerepresentative, who has accessto awide database of infor-
mation, and istrained on the product/service being of fered.

*  Thetechnology created, by the I T experts, to support the Call center makes
surethat the customer servicerepresentativeshavethelatest information avail-
able, sothat the highest standards of customer serviceare delivered.

*  Withtheincreaseinworld-wide connectivity, it does not matter if thecall cen-
ter islocated in the city of the customer or anywhere e seintheworld.

4.5.7 Virtual Assistants

e AVirtud Assgant (VA) or aVirtud OfficeAssistant may beanindividua or a
Company engaged in self-employment to provide professiond, adminigiretive,
technical, or creative assistanceto clientsremotely from a home office.
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*  Virtua assstantscomefrom avariety of businessbackgrounds, but most have
several yearsexperienceearnedinthereal (non-virtual) businessworld.

*  AVAinan organization includes Executiveass stant, Office manager/supervi-
sor, secretary, legal assistant, para-legal, legal secretary, real estate assistant
etc.

*  Thegenerd VAsaresometimescaled an onlineadminigtrativeassstant, online
persona virtua assistant or on-linesa esassistant etc..

4.5.8 Freelance Journalism

Journalism is 'the occupation of reporting, writing, editing, photographing, or
broadcasting newsor of conducting any newsorgani zation asabusness.’ A fredance
journalist aso doesthe samething that aJournaist does. Theonly differenceisthat
heisnot apermanent employee of any publication. He can work on any areaashe
likes. Thereisnorestriction or control from any part. Thebenefitsto thefreelancers
arethat they can:

»  choosewhothey work for
*  what they writeabout

*  how oftenthey write

*  wherethey work from

*  whentheywrite

4.5.9 Computerised Accounting

Accounting works performed with the hel p of accounting softwareisknown as
computerised accounting. Any person who has an accounting background and
experiencein accounting package can undertakethistype of onlinework. Foreign
companiesusually outsourcethel r accounting workstoAsian countries (India/China)
where skilled labour isavailable at alesser cost. Examplesof such softwaresare
Tdly, Quick Book, Peech Tree, etc.

List of items in Portfolio

Assessment Activities Portfolio (Expected)
Groupdiscusson Participationindiscussion
Creatingblog Blog
Seminar Report

Sample TE questions
1. Namefew IT Enabled Services.
2.  Nametheservicesoffered by ITESas part of customer relation management.
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3. "Outsourcing provideslarge number of employment opportunities’. Comment
thisstatement.

4. Help M/s Sangeeth Electricalsto select the areas of work which they can
completewith thehelp of outsourcing agencies.

5. "BPOisasystem of getting task accomplished through an outside agency".
Based on thisstatement explain the advantages of BPO services.

Conduct aseminar inthe classbased onthe I T Enabled Services.
BPO servicesreduce unemployment. Do you agree?

List out somebusinesswhere Call Centreisessential.

. Mentionthetypesof blog.

10. Anindividua who performsmedical transcriptionisknownas

© o N o
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Unit No. 4.6 - Web Page Designing
Introduction

Theterm web designisnormally used to describethe design processrelatingto the
front-end (client side) design of awebsite. Web design encompassesmany different
skillsand disciplinesin the production and maintenance of websites. Thedifferent
areasof web designindudeweb graphicdesign; interfacedesign; authoring, including
standardised code and proprietary software; user experiencedesign; and search
engineoptimization. Theweb site created should be hosted using internet hosting
serviceto accessit viatheWorld Wide Web.

Learning outcomes

Thelearner;

* ExplanHTML and WWW

*  CreateHTML document

« UseHTML tags

» Didinguish gtaticand dynamicwebsite
e Identify webserver and domain name

Unit in detail

4.6.1 Introduction to HTML

Hyper Text Markup Language (HTML) isascripting language used to generate
web pages. The World Wide Web (WWW) or web page isaway of presenting
information over internet. HTML hasaset of ingtructionsasany other programming
language. These instructions are interpreted by a browser into computer's
understandableform. InstructionsinHTML aregenerdly caledHTML Tags. HTML
tagsarethe hidden keywordswithin aweb page that define how the browser must
format and display the content. They aregivenin angular brackets(<>). Theopening
tag isdenoted as<HTML> and closing tag is</HTML>. HTML programs are
written using any of thetext editor Notepad, WordPad, Kompozer, Eclipse, etc.

TheWorld Wide Web isaglobal information medium which userscan read and
writeviacomputers connected to the Internet. Thetermisoften mistakenly used as
asynonym for the Internet itself, but the Web isaservice that operates over the
Internet, just ase-mail also does.
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4.6.2 Starting with HTML - HTML Document - Headers tag,
Body tag - Elements of HTML Document

Starting with HTML (Practical in Lab)

Goto 'Start' 'Click on 'Notepad' 'Open anew document' Saveit as.txt' file Type
HTML tags SaveAs'.html' file'Open the .html filefromthefilemenu.

Thefilesaved with thefileextenson'.html'isaHTM L document. When acommand
isgiven saveboth thefiles.

Headerstag

<html>

<h1>

GOVERNMENT OF KERALA

</h1>

Note: According to sizeof header, thereare six headersfrom <h1> to <h6>.

Body tag

<html>

<body>

DEPARTMENT OF VHSE
</body>

</html>

Elements of HTML Document

HTML documentsimply astructureof nested HTML e ements. Theseareindicated
inthedocument by HTML tags, enclosedinanglebracketsthus: <p>. Inthesmple,
generd case, theextent of an dementisindicated by apair of tags. a"start tag" <p>
and"endtag" </p>. Thetext content of theelement, if any, isplaced between these
tags. Tagsmay a so enclosefurther tag markup between the start and end, including
amixtureof tagsand text. Thisindicatesfurther (nested) elements, aschildren of the
parent e ement. Thestart tag may alsoincludeattributeswithin thetag. Thegenera
form of an HTML element is therefore: <tag attributel="valuel"
attribute2="va ue2">content</tag>.

Inample themaininstructioninthetagiscaled 'Element' and theoptionsarecdled
‘Attributes.

For example: <body bgcolor="red">, here'body’ iselement and 'bgcolor' isattribute.
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4.6.3 HTML tags for text, images, videos, lines, tables,
layouts, styles, hyperlink

<p>Tag'P for 'paragraph’. Use - Paragraph separation and space between lines.

<pdign="left"> for left dignment of text, likethisright, centreand justify can be

used.

<br> for linebreak

<centre> for centralizetext or image

<b>for bold

<u>forunderline

<i>foritaics

<font> tag - to specify nameof font, sizeand color. Theattribute'FACE' isused for

giving nameof font. For example, <font face="Arid">

<marquee> tag - to scrol | text or image.

<img> tag - toinsert animage. Attribute'SRC' isused to specify the path and name

of imagefile.

<a> href="">tag - to giveahyperlink fromthesite. Attribute'HREF isused to

specify thelink.

Adivity:

*  Open'Notepad' 'createanew file saveit

*  SaveAsthefileasan HTML document

*  ProvideHeaderstag, Body tag

Adivity:
e HTML documents, Insertingtexts, images, Hyperlinks, Back ground and colour
controls

» Different HTML tags, tablelayoutsand presentation
Tablesare defined with the <table> tag.
Tablesaredivided into table rowswith the<tr>tag.
Tablerowsaredivided into table datawith the <td> tag.
A tablerow can also bedivided into table headings with the <th> tag.
Table data<td> arethe data containers of thetable.
Adivity:
*  Ordered and unordered list
Anorderedlist startswith the<ol>tag. Eachlistitem startswith the<li> tag.
Anunorderedlist startswith the<ul>tag. Each listitem startswith the<li> tag.
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Adtivity:

*  Creating smplewebpage

*  Formattingtext, aligning thetext changing text colour, s zeand font

e Addingbackgroundimage

*  Workingwith hyperlink

4.6.4 Cascade Style Sheet

CSSstandsfor Cascading Style Sheets. CSS describeshow HTML elementsare
to bedisplayed on screen, paper, or in other media. CSS savesal ot of work. It can
control thelayout of multipleweb pagesal at once. CSSisused to definestylesfor

aweb page, including thedesign, layout and variationsin display for different devices
and screensizes.

HTML wasNEVER intended to contain tagsfor formatting aweb page. HTML

was created to describe the content of aweb page, like:

<h1>Thisisaheading</h1>

<p>Thisisaparagraph.</p>

When tags like <font>, and color attributes were added to the HTML 3.2

specification, it started anightmare for web devel opers. Development of large

webgtes, wherefontsand col or informati on were added to every single page, became

a long and expensive process. To solve this problem, the World Wide Web

Consortium (W3C) crested CSS. CSSremoved the styleformatting fromtheHTML

pege!

4.6.5 Static and Dynamic websites - Advantages and
disadvantages

Websitesthat only use HTML and CSS are called static websites, and websites
with scripting arecalled dynamic websites.
Static website

Awebsitelooksbasicandisforasmdler company, and smply deliversinformation
without any bellsand whistles; it could beastatic website. Static websitescan only
really be updated by someone with knowledge of website development. Static
webstesarethe chegpest to devel op and host, and many smaller companiesstill use
theseto get aweb presence.

Advantages of static websites
*  Quicktodevelop

e« Cheaptodevelop

e Cheaptohost




Reference Book i

Disadvantages of static websites

*  Requiresweb development expertiseto update site

»  Sitenotasuseful for theuser

*  Content can get stagnant

Dynamic website

Dynamic siteson the other hand can be more expensiveto develop initidly, but the
advantagesarenumerous. At abasicleve, adynamicwebsite can givethewebsite
owner theability to smply updateand add new content tothesite. Dynamic features
of agteareonly limited by imagination. Some examplesof dynamicwebsitefestures
could be: content management system, e-commerce system, bulletin/ discussion
boards, intranet or extranet facilities, ability for clientsor usersto upl oad documents,
ability for administrators or usersto create content or add information to asite
(dynamic publishing).

Advantages of dynamic websites

e Muchmorefunctiona website

*  Mucheasiertoupdate

*  New content bringspeople back to the siteand helpsin the search engines

* Canwork asasystemto allow staff or usersto collaborate
Disadvantages of dynamic websites

*  Sower/moreexpensiveto develop

*  Hodting costsalittlemore

4.6.6 Web server and Domain Name

A web server isaprogram that usesHT TP (Hyper Text Transfer Protocol) to serve
the files that form web pages to users, in response to their requests, which are
forwarded by their computers HTTP clients. When awebsiteishosted, it will be
stored in awebserver. Hosting means publishing thewebsite over internet so that it
can be viewed by people worldwide. In order to host the website we need two
things

* A domainname (aweb addresslikewhois.net), it should beunique

*  Hosgting (aservicethat connectsweb siteto theinternet)

Many service providers are there to host web sites known as web hosts. They
chargeanomina amount for their service. A domain nameand hosting will cost
around Rs. 200 - Rs.300 amonth. The domain names provided are stored nthe
database of Internet Corporation for Assigned Names and Numbers (ICANN).
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Some other website's providefree space but we haveto follow so many instructions
fromthem. Therefore, owning our own domain namelooksfar more professional
than having our site on someonee se'sdomain (likegoogle.freewebste.com). When
auser inputsthedomain nametheweb pagewill bedisplayedusng DNSserver. The
domain name is connected with IP address of the web server using address
record.Domain namesusually end with .com, .org.in, .eduor .net. Theresonerule
that dwaysappliesto domain names: If you likeit, gofor it.

Additional information

How Domain Name Server sWork

If you've ever used the

Internet, it'sagood bet that That's in my cache. Domain points to the IP: 173.245.61.120
you've used the Domain

Name System, or DN, even

without redizingit. DNSisa / '
protocol within the set of : —,
standardsfor how computers \ L s
exchangedataonthelnternet omnhfnrh

and on many private S
if I get more requests
networks, known as the e

TCP/IP protocol suite. Its
basic job is to turn a user-
friendly domain name like
"howstuffworks.com" intoan
Internet Protocol (1P) addresslike 70.42.251.42 that computers use to identify
each other on the network. It'slike your computer's GPSfor the Internet.

Computersand other network deviceson the Internet use an |P addressto route
your request to the siteyou're trying to reach. Thisissimilar to dialing aphone
number to connect to the person you'retrying to call. Thanksto DNS, though, you
don't haveto keep your own addressbook of |P addresses. Instead, you just connect
through adomain name server, also called aDNS server or name server, which
manages amassi ve database that maps domain namesto | P addresses.
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List of items in Portfolio

Assessment Activities Portfolio (Expected)
Generd discussion Participationindiscussion
Creating web page Web site

Sample TE questions

HTML tagisacommandtocreate .
_____Tagisusedto scroll text or image.
Elementsand  arethepartsof aHTML tag.
<H1>to<H6>areusedfor .

Namethetext editor for writingHTML program.
WriteHTML tagsfor creating body colour 'purpl€e’.
What ismean by aDomain name?

© N o o bk~ wWw DN PRF

Script HTML tagsfor creating awebsite for your school. Follow theinstruc-
tionsgiven below.

A. Heading should bename of your school.
B. Insert apictureof your school.
C. Scroll an announcement at any direction.
D. Givealink to thewebsitewww.keraavhse.gov.in
9. Whatiswww?
10. Whatisdement of HTML document? Explainwith anexample.
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Unit No.4.7 - Cyber Ethics
Introduction

Cyber ethicsarethe mannersto befollowed by anetizen. Most of the netizensare
committing cyber crimesduetoignoranceandit isincreasing day by day. Therefore,
it isnecessary to make them aware of the proseand cones of wrongdoing. Thisunit
deal swiththe computer crimes, cyber crimesand punishment and penatiesfor it.

Learning outcomes

Thelearner;

*  Explainscyber ethics.

*  Describesmeaning of cyber crime.

e Identifiescomputer crimes.

e |ldentifiescyber crimes.

e Understands punishment and penatiesfor cyber crimes.

Unit in detail

4.7.1 Introduction to Cyber ethics

Cyber ethicsisthe study of ethics pertaining to computers, encompassing user
behavior andwhat computersare programmed to do, and how thisaffectsindividuas
and society. Itistheethicsappliedtotheonlineenvironment. Although cyber ethics
hasbecomean important topic for eementary school children, high school students,
college and university students, and those in the workplacein recent years, the
treatment of what isand isnot cyber-ethica behavior variesfrom placeto place.

4.7.2 Meaning of Cyber ethics

Cyber ethicsrefersto the code of responsible behavior ontheInternet. Theseare
theDo'sand Don'tsin the cyber world. Cyber ethicsmeansdo not do somethingin
cyber spacethat you would consider wrong or illegal in everyday life.

Respons blebehaviour onthelnternet inmany waysaignswith acceptabl e behaviour
ineveryday life, but the consequences can be significantly different. For example,
verba gosspingisgenerdly limited totheimmediate audience (thosewithin earshot)
and may well beforgotten the next day. However, gossi ping on the Internet can
reach afar wider audience. The"words' are not forgotten the next day, but may live
onthelnternet for days, monthsor years and causetremendous harm. Compuiters,
browsers, and Internet service providersmay keeplogsof their activitieswhich can

beusedtoidentifyillega or inappropriate behaviour.
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Additional information

Responsiblebehaviours

*  Donot userudeor offensivelanguage.

* Dontbeabully onthelnternet.

*  Donot cal peoplenames, lieabout them, send embarrassing picturesof them,
or do anything el seto try to hurt them.

»  Donot copy information fromtheInternet and claimit asyours. Thatiscalled
plagiarism.

*  Adhereto copyright restrictions when downl oading materia including soft-
ware, games, movies, or music fromthe Internet.

*  Donot break into someone el se'scompulter.

*  Donot usesomeone el se's password.

*  Donot attempt to infect or inany way try to make someone el se's computer
unusable.

4.7.3 Computer crimes

Computer crimedescribesavery broad category of offenses. Someof them arethe
same as non-computer offenses, such aslarceny or fraud, except that acomputer or
the Internet is used in the commission of the crime. Others, like many forms of
hacking, areuniquely rdlated to computers. Read on to find out what kindsof activities
areconsidered computer crimes.

Examples of Computer Crimes

»  Improperly accessing acomputer, system, or network;

*  Modifying, damaging, using, disclosing, copying, or taking programsor data;
* Introducing avirusor other contaminant into acomputer system;

e Usingacomputer inaschemeto defraud;

* Interfering with someone el se's computer accessor use;

» Usngencryptioninaid of acrime;

»  Fdsfyinge-mail sourceinformation; and

*  Stedinganinformation servicefromaprovider.

4.7.4 Cyber crimes

Cyber crimeisacrime committed by any intelligent computer professional/sinthe
cyber space using computer, mobile phone, tablets, persona digita assistant and
internet asatool or target or both. Itisdefined as"Crimeagainstindividua or an
organization by meansof acomputer.” Any person who commitsanillega act with
aquilty intention or commitsacrimeiscalled an offender or acyber crimina. They
may be children, adolescent, crackers, hackers, cheatersor even psychic persons.
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Based onthenaureof crimecommitted, cyber crimesareclassfiedintothefollowing
category.

1. Clasdficationbased onroleof computer in cyber crime

2. Classfication based on perpetrators of thecyber crime

3. Classfication based onvictimsof cyber crime

Following are some examples of cyber crime:
1. ldentity theft - It meansthetheft of another person'sidentifyinginformation.

2. SM S Spoofing - Spoofing isablockagethrough spam. Spam isthe unwanted
uninvited SMSor e-mails.

3. Cyber stalking - It meansto threat otherswith internet, sms, email, etc.

4. Hacking - Whoever with theintent to cause or knowing that heislikely to
causewrongful lossor damageto the public or any person destroysor deletes
or dtersany information residinginacomputer resourceor diminishesitsvaue
or utility or affectsitsinjurioudy by any means, commitshack.

5. Cracking- Breakinginto acomputer with criminal intent to damage, destroy
computer dataand informationiscracking.

6. Maliciousprograms- A malicious program is made to cause harmto its
victims(individual, economy, society or nationa security). It containsVirus,
Worm, Logic Bomb, Trojen Horse and Hoax.

7.  Computer fraud - Theterm computer fraud denotesasub-class of economic
crimesthat arebeing carried out by the hel p of computer network and internet
in cyber space. Example: Credit/debit card fraud, fraud through e-mail or
internet, etc.

8. Intellectual property right infringement - It refersto thecrimeintheareas
of computer software piracy, infringement of copyrights, trademarks, etc.

9. Cyber terrorism - Cyber terrorism means unlawful attacks and threats of
attack agai nst thecompuiter, networks, and theinformetion stored therein. Cyber
terrorist attackson theinternet of many academic, government andinteligence
officidsgites, ec.

10. Cyber squatting - Theterm refersto registering, traffickingin, or usinga
domain namewith bad-faith intent to profit from the goodwill of atrademark
belongingto someonedse.

4.7.5 Offences and penalties under Information Technology
Act, 2000

Theintroduction of theinternet hasbrought tremendous changesinour lives. Though
it has many advantages, it has been misused by many people and devel oped many
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crimes. Theseincreased offencesled to the need of law for protection. Inorder to
keep in pace with the changing generation, the Indian Parliament passed thelaw -
Information Technology Act 2000.

Thefollowingtable showstheoffenceand pendtiesagaingt dl thementioned sections

of thel.T. Act - 2000.

Section Offence Punishment
65 Tampering with Computer Source | Imprisonment up to 3 yearsor fine
Code up to Rs 2 lakhs
66 Computer Related Offences | Imprisonment up to 3 yearsor fine
up to Rs5 lakhs

66-A |Sending offensive messages | Imprisonment upto 3yearsandfine
through Communication service,
etc.

66-B |Dishonestly receiving stolen | Imprisonment up to 3 years and/or
computer resource or | fineuptoRs. 1 1akh
communication device

66-C | ldentity Theft Imprisonment of either description

upto3yearsand/or fineuptoRs. 1
lakh

66-D | Cheating by Personation by using | Imprisonment of either description
computer resource up to 3yearsand /or fineup to Rs.

1lakh

66-E | Violationof Privacy Imprisonment up to 3 yearsand /or

fineuptoRs. 2 lakh

66-F | Cyber Terrorism Imprisonment extend to

imprisonment for Life
67 Publishing or transmitting obscene | Onfirst Conviction, imprisonment up
material in electronic form to 3 years and/or fine up to Rs. 5
lakh On Subsequent Conviction
imprisonment up to 5 years and/or
fineuptoRs. 10 lakh

67-A | Publishing or transmitting of material | Onfirst Convictionimprisonment up
containing sexualy explicit act, etc... | to 5 years and/or fine up to Rs. 10
inelectronicform lakh On Subsequent Conviction

imprisonment up to 7 years and/or
fineuptoRs. 10 lakh
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67-B

Publishing or transmitting of material
depicting childrenin sexually explicit
act etc., in electronic form

On first Conviction imprisonment of
either description upto 5 yearsand/
or fine up to Rs. 10 lakh On
Subsequent Conviction imprisonment
of either description up to 7 years
and/or fineup to Rs. 101akh

67-C

Intermediary intentionally or
knowingly contravening the
directions about Preservation and
retention of information

Imprisonment up to 3yearsand fine

Failure to comply with the
directionsgiven by Controller

Imprisonment up to 2 years and/or
fineuptoRs. 1 lakh

69

Failureto assist the agency referred
to in sub section (3) in regard
interception or monitoring or
decryption of any information
through any computer resource

Imprisonment up to 7 yearsand fine

69-A

Failure of the intermediary to
comply with thedirectionissued for
blocking for public access of any
information through any computer
resource

Imprisonment up to 7 yearsand fine

69-B

Intermediary who intentionally or
knowingly contravenes the
provisions of sub-section (2) in
regard monitor and collect traffic
data or information through any
computer resource for
cybersecurity

Imprisonment up to 3yearsand fine

70

Any person who secures access or
attempts to secure access to the
protected system in contravention of
provision of Sec. 70

Imprisonment of either description
up to 10 years and fine

70-B

Indian Computer Emergency
Response Teamto serve asnational
agency for incident response. Any
service provider, intermediaries,
datacentres, etc., whofailsto prove
theinformation called for or comply
with the direction issued by the
ICERT.

Imprisonment up to 1 year and/or
fineuptoRs. 1 1akh




Reference Book i

71 Misrepresentation to the Controller | Imprisonment up to 2 years and/ or
tothe Certifying Authority fineuptoRs. 1 lakh.

72 Breach of Confidentiality and [Imprisonment up to 2 years and/or
privacy fineuptoRs. 1 lakh.

72-A  |Disclosureof informationin breach | Imprisonment up to 3 years and/or
of lawful contract fineup to Rs. 5 lakh.

73 Publishing electronic Signature |Imprisonment up to 2 years and/or
Certificate false in certain|fineuptoRs. 1lakh

particulars

74 Publication for fraudulent purpose [ Imprisonment up to 2 years and/or

fineuptoRs. 1 lakh

List of items in Portfolio

Assessment Activities

Portfolio (Expected)

Generd discussion
Group discusson
Collection of news

Participationindiscussion
Participationindiscusson
Album

Sample TE Questions
What ismeant by cyber ethics?
What iscomputer crime?

o g ~ w D PRF

List out any five cyber crimes.

Writetwo examplesfor maiciousprogram.
'Mr.Biju stolethe persond information of hiscolleague.' [dentify thecyber crime.

isablocking through spam.

Extended Activities

Extended activitiesincludesvisitsto the actua work sites, interaction with experts
workinginthefield, working inthe PTC of the school and serving the public with
what the students|earned from the class/practical room.
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List of practicals
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Practicewith ERPsystem
Generatereportsfrom ERP software
Speed practice (English & Malayalam)

Typing handwritten/manuscript letters, statements, government order and cir-
cular.

Blogcrestion
PracticingHTML tags
Assgning attributesto tags
Web pagedesigning

List of References:
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Office Management by RK Chopraand AnkithaChopra
BusinessCommunicationby RSN Pilla

Office Management and Commercia Correspondence by RC Bhatia
Commercial Correspondence by MCK Nambiar

Enterprise Resource Planning by Abdul AssisK oroth

E-Governance by Pankg Sharma

Cyber Crimein India (A comparativestudy) - Dr.M.Dasgupta

Hand book of Cyber Laws- Vakul Sharma

Cyber Law anditsApplications- Prof. ShilpaS.Dongre

Information Technology Law by Dr.S.R.Myneni

. www.cybercrime.gov

www.cert.org

WWW.hipc.gov
www.wikipedia.org




