
 

 

 

 

Module Title: Handling Mail 

TTLM Code:    EIS CCS2 TTLM 0919V1 

This module includes the following Learning 

Guides 

LG18: Receive and distribute incoming mail 

 LG Code: EIS CCS2 M06LO1 LG-18 

LG19:Collecting and dispatching outgoing mail 

 LG Code: EIS CCS2 M06LO2 LG-19 

LG20:Organizing urgent and same day deliveries 

 LG Code: EIS CCS2 M06LO3 LG-20 

 

 

 

 

 

 



 

 

 

Instruction Sheet LG18: Receive and distribute incoming mail 

 

This learning guide is developed to provide you the necessary information regarding the 

following content coverage and topics – 

 Receiving and Distributing incoming Mail 

 Collecting and Dispatching outgoing mail 

 Organizing Urgent and same day deliveries 

 

This guide will also assist you to attain the learning outcome stated in the cover page. 

Specifically, upon completion of this Learning Guide, you will be able to – 

 Checking and registering incoming mail  

 Identifying and distributing urgent and confidential mail 

 Sorting and despatching mail  

 Recording and/or reporting damaged, suspicious or missing items 
 

Learning Instructions:  

1. Read the specific objectives of this Learning Guide.  

2. Follow the instructions described in number 3 to 7.  

3. Read the information written in the “Information Sheets1- 4”. Try to understand what are 

being discussed. Ask your teacher for assistance if you have hard time understanding 

them. 

4. Accomplish each “Self-check. 

5. Ask from your teacher the key to correction (key answers) or you can request your 

teacher to correct your work. (You have to get the key answer only after you finished 

each self check). 

6. If you earned a satisfactory evaluation proceed to next Information Sheet.  However, if 

your rating is unsatisfactory, see your teacher for further instructions or go back to 

pervious learning Activity. 

7. Submit your accomplished Self-check.  This will form part of your training portfolio. 

 

 

 

 

 

 

 

 

 



 

 

 

Information Sheet-1 Checking and Registering Incoming mail  

 

1.1. Introduction  

As a customer Contact work support you may be required to process the incoming mail. Most of the 

mail received by a business/organization will relate to matters that are currently happening so it is 

important that the mail is processed promptly and distributed to the correct people. 

Incoming mail should always be processed by following your company’s policies and procedures. 

Before you process incoming mail ensure that you are familiar with the procedures that apply in your 

business/organization. 

In order to process and distribute incoming mail appropriately you need to be aware of the following 

points: 

 Receiving mail 

 Checking and register incoming mail  

 Identifying and distribute urgent and confidential mail  

 Sorting and delivering  mail to the right person and location  

 Record, report and deal with damaged, suspicious or missing item 

1.2. Definitions 

Mails 













 

 

 









 

 

 

 

 

 

 

 



 

 

 

 

1.3. Receiving mail 



 

 

 

 

 

1.4. Checking incoming mail 

As it is very easy to accidentally damage a letter or a document when you are opening an envelope it is 

best to take your time and open each envelope with care. Once you have opened an envelope ensure 

that you remove all the contents. Often an envelope will include a covering letter and a number of 

attachments. You should check that all the attachments indicated in the covering letter have in fact 

been included. See the 'Handling specific types of incoming mail' section below to understand what to 

do if items are missing. 

Keeping items together 

Ensure items that arrive in the same envelope are kept together. You can usually attach items with a 

paper clip. For example, a cheque that arrives with a letter must be paper clipped to the letter 

otherwise someone could receive the letter and assume that the sender has forgotten to send the 

cheque.  



After the mail has been opened you should ensure that, where appropriate, each item is date stamped. 

Date stamping the incoming mail helps identify when your legal firm received the mail. Original 

documents such as, birth certificates, qualifications, contracts and agreements should not be date 

stamped. If a note of the date is required for original documents then a colored sticky note can be date 

stamped and stuck to the front of the document. For example, if a contract has been sent to your 

business then a colored sticky note with a date stamp would be used. If you are unsure as to whether 

an item should be date stamped ask your supervisor. 

Each organization will have different procedures for date stamping incoming mail. For example, some 

organizations expect all incoming mail, other than original documents, to be date stamped on the 

reverse top left hand corner. Ensure that you are clear on the date stamping procedure at your 

workplace. 

Checking mail may include: 

 Enclosures 

 Mail marked confidential, urgent or personal 

 Mail sent express post or registered 

 Mail that has been damaged 

 Mail that looks suspicious 



 

 

 



Many businesses/organization require all incoming mail to be entered in a register. Depending on the 

procedures at your workplace mail may be registered before it is date stamped. Check the Office 

Policy and Procedures Manual or ask your supervisor about the process in place at your workplace.  

Mail can be registered either manually, in a mail book or diary, or electronically on a computer, again 

this will depend on the process in place at your company. Keeping a register of all mail items received 

helps ensure that mail can be tracked. The specific information recorded on the register will depend on 

the procedures followed by your workplace, but normally the register will indicate the date an item 

was received and to whom it was distributed. Be aware that some mail registers will also indicate the 

method of delivery and the time at which the mail was received. 





Information in the mail register should include:  

 

 

 

 

 

 

 

Incoming mail registration form1 

     

 



   

 





   





     

Incoming Mail Register Form2 

     

     

     

     

 

Once the mail has been registered it should be sorted and distributed to the appropriate personnel. 

Note that you may be required to sort the mail before it is registered, again this will depend on the 

procedures followed by your workplace. 

 

 



 

 

 

Self-Check -1 Written Test 

 

Directions I:Fill in the Blank Space. Use the Answer sheet provided in the next page: 

1. 

 

2.



3.





Directions II:  Give Short answer. Use the answer sheet provided in the next page: 

1.  

2.  

3. List the elements be consider when Checking mail 

 

 

Answer Sheet 

 

Name:  _______________________________             Date:  _______________ 

Fill in the Blank Space Questions 

1._____________ 

2._____________ 

3.________________,_____________,____________,______________,___________ 

 

Give Short answer Questions  

1. 

________________ 

________________ 

________________  

________________ 

________________ 

________________ 

2. 

________________ 

________________ 

Score = ___________ 

Rating: ____________ 



 

 

 

________________ 

________________ 

________________ 

________________ 

3.  

________________ 

________________ 

________________ 

________________ 

________________ 

________________ 

 

 

 

 

 

Information Sheet-2 Identifying and distributing urgent and confidential mail 

 

2.1. Identifying urgent and confidential mail  









2.1.1. Confidential mail 









. 

2.1.2. Urgent mail 









Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 



 

 

 















   

   

   

 



















































 

 

 

Self-Check -2 Written Test 

 

Directions:  say True/False. Use the Answer sheet provided in the next page: 

 

2. 

3.  



 

 

Answer Sheet 

 

Name:  _______________________________             Date:  _______________ 

True/False Questions 

1._____________ 

2._____________ 

3._____________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 

Score = ___________ 

Rating: ____________ 



 

 

 

 

Information Sheet-3 Sorting and Despatching Mail 

 

3.1. Sorting Incoming Mail 

Once the incoming mail has been opened, date stamped and registered it needs to be sorted and then 

distributed to the appropriate personnel. 

The way in which incoming mail should be sorted will depend on the procedures in place at your 

workplace. Ensure that you are aware of the procedures that are in place. 

Depending on the size of your company and the processes in place you would normally sort the mail 

by business section or by individual. Once the mail has been split in this manner you will be required 

to sort the mail based on its importance. Urgent mail is usually at the top of the bundle, followed by 

mail that has been sent by courier. Below this mail should be the private and confidential mail and 

finally any general correspondence. 

Once the incoming mail has been sorted it needs to be distributed to the appropriate personnel. 

Sorting mail may include: 

 Adding a circulation slip 

 Separating by order of importance for 

each individual 

 Separating internal (organizational) 

mail and external mail 

 Separating junk mail 

 Separating urgent mail to be distributed 

first 

 Sorting by departments 

 Sorting by location 

 Sorting by seniority of personnel 

 Sorting invoices, cheques and accounts 

3.2. Distributing incoming mail 

Each company will have its own set of requirements with regards to the distribution of incoming mail. 

Often the mail will need to be distributed by a specific time each morning. In order to efficiently 

distribute the mail you will need to identify and understand the structure of your workplace and the 

titles and roles that each person has. This is especially important when you receive a mail item that 

does not specifically indicate for whom it is intended. When this happens, you will need to work out 

who the letter is for. This can be done by asking your supervisor, calling the sender or reading the 

letter and then directing it to the appropriate person or business section. Often a company will have a 

tree-structure or an employee list that will help you identify each of the individuals and sections in 

your company. 

Most of the incoming mail arrives in the morning and so you may be required to sort and distribute the 

mail as your first task. However, you need to be aware that mail can arrive at other times of the day. 

Make sure that you understand how to deal appropriately with mail as it arrives, as much of this mail 

may be urgent. 

 

 

 

 



  

 

 

Self-Check -3 Written Test 

 

Directions: Give Short Answer. Use the Answer sheet provided in the next page: 

1.List the elements to be consider when sorting incoming mail  

Directions II: Say True/False. Use the answer sheet provided in the next page 

1. The way in which incoming mail should be sorted will depend on the procedures in place at your 

workplace. 

2. In order to efficiently distribute the mail you will need to identify and understand the structure of 

your workplace and the titles and roles that each person has. 

3.  

 

 

Answer Sheet 

 

Name:  _______________________________             Date:  _______________ 

Give short answer Questions 

1. 

__________________ 

__________________ 

__________________ 

__________________ 

__________________ 

__________________ 

True/False Questions 

1. __________________ 

2. __________________ 

3. __________________ 

 

 

 

 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

Information Sheet-4 
Recording and/or Reporting Damaged, 

Suspicious or Missing items 
 

 

4.1. Dealing with Damaged, Suspicious and Missing items correctly 

If you are responsible for receiving and distributing incoming mail, you need to know how to deal 

with, record and report damaged mail, suspicious mail or missing items. Some of the issues you may 

have to deal with when managing mail are shown below. 

4.1.1. Damaged mail 

Damaged mail should be sorted; date stamped and registered following the same process used for 

other incoming mail. The damage should be recorded in the register. Once the damaged item has been 

processed it should be delivered to the person to whom it has been sent with an explanation regarding 

the fact that it arrived in a damaged condition. The recipient can then decide what action, if any, needs 

to be taken. 

4.1.2. Suspicious mail 

Your company will have specific procedures in place for dealing with suspicious mail items. Ensure 

that you are aware of the procedures to follow. Do not attempt to open a suspicious item. If you are 

suspicious about a particular item then discuss it with your supervisor immediately. If your supervisor 

is unavailable then inform another senior member of staff. 

4.1.3. Missing items 

Often an envelope will contain a covering letter and one or more enclosures. The covering letter 

should indicate what enclosures, if any are meant to be included. Check that all the enclosures detailed 

in the covering letter are, in fact, included. If an item is missing you should register the letter and any 

enclosures that have been included and then inform the recipient of the letter that certain enclosures 

are missing. The recipient can then decide what action needs to be taken. 

Self-Check -4 Written Test 

 

Directions:Fill in the Blank Space. Use the Answer sheet provided in the nextpage: 

1. Damaged mail should be ________,__________ and ___________ following the same process 

used for other incoming mail. 

 

 

Answer Sheet 

 

 

Name:  _________________________             Date:  _______________ 

 

 

 

Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

Instruction Sheet LG19: Collecting and Dispatching Outgoing 
Mail 

 

This learning guide is developed to provide you the necessary information regarding the 

following content coverage and topics – 

 Receiving and Distributing incoming Mail 

 Collecting and Dispatching outgoing mail 

 Organizing Urgent and same day deliveries 

This guide will also assist you to attain the learning outcome stated in the cover page. 

Specifically, upon completion of this Learning Guide, you will be able to – 

 Collecting, checking and sorting outgoing mail  

 Recording and processing outgoing mail  

 Dispatching mail to meet designated time lines  

 

Learning Instructions:  

1. Read the specific objectives of this Learning Guide.  

2. Follow the instructions described in number 3 to 20.  

3. Read the information written in the “Information Sheets 1- 3”. Try to understand what 

are being discussed. Ask your teacher for assistance if you have hard time 

understanding them. 

4. Accomplish “each Self-check. 

5. Ask from your teacher the key to correction (key answers) or you can request your 

teacher to correct your work. (You have to get the key answer only after you finished 

each Self-check). 

6. If you earned a satisfactory evaluation proceed to “next information Sheet.  However, 

if your rating is unsatisfactory, see your teacher for further instructions or go back to 

previous Learning Activity. 

7. Submit your accomplished Self-check.  This will form part of your training portfolio. 

 

 

 

 

 

 

 

 



  

 

 

Information Sheet-1 Collecting, Checking and Sorting Outgoing Mail 

Introduction  

If you have been given the responsibility of handling the outgoing mail from your office then you need 

to be aware of the following issues: 

 Collecting, checking and sorting outgoing mail  

 Recording and processing outgoing mail  

 Dispatching mail to meet designated time lines 

1.1. Collecting and Sorting Outgoing Mail 

Each legal firm will have its own preferred method for collecting and sorting the outgoing mail. If 

these methods are not documented in the firm’s Policies and Procedures manual then make sure you 

consult your supervisor. 

Some firms will expect you to collect the mail that needs to be sent that day from various locations. 

This may include lawyers, offices and other offices, such as accounts or administration offices. Other 

legal firms will have a procedure that involves all personnel depositing their outgoing mail in a central 

location. 

Whatever process is in place in your office make sure that both you and the other members of your 

firm are aware of it. You should also endeavor to adhere to this process at all times. For example, if 

you usually pick up mail from a central location at 3.00pm make sure that you do not pick it up early 

one day as a lawyer may have a mail item that needs to be sent that night. 

Once you have collected the outgoing mail you need to sort it by the appropriate delivery method. For 

example, you may end up with the following groups of mail: DX mail, Ethiopia Post mail, courier 

mail and hand delivered mail. If you pick up mail from a central location it may be helpful to have a 

separate receptacle for the different types of mail. This should help reduce the time you spend sorting 

the sent to. 

Ensure that you are clear as to the process followed at your office for completing the Outgoing Mail 

Register. 











 

 

 

 

 

 









  

 

 







 

 

 

 

 

 

 

 

 













































  



  

 

 

 

Self-Check -1 

 

Written Test 

 

Directions:  Give Short Answer. Use the Answer sheet provided in the next page: 

1. 

2. 

 

 

Answer Sheet 

 

Name:  _________________________             Date:  _______________ 

Short Answer Questions 

1. 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

2. 

 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

_______________ 

 

 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

 

Information Sheet-2 Recording and processing Outgoing Mail 

 

2.1. Processing Outgoing Mail 





































 

 

 

 

 

2.1.2. Registered mail  





 

 

 



  

 

 













2.2. Recording Outgoing Mail 











 

 

 



 

 

 

2.2.1. Type of information to record





 

 

 

 

 

 



 









  

 

 





 



  







   









 

    















 

  



  

 

 

 

Self-Check 2 

 

Written Test 

 

Directions:  True/False. Use the Answer sheet provided in the next page: 

1.

2.

Directions: Give Short Answer. Use the Answer sheet provided in the next page: 



 

 

Answer Sheet 

Name:  _________________________             Date:  _______________ 

 

True/False Questions 

1. _________________ 

2. _________________ 

Give Short Answer Question 

1. 

__________________ 

__________________ 

__________________ 

__________________ 

__________________ 

__________________ 

__________________ 

 

 

 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 5 points            Unsatisfactory - below 5 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

 

Information Sheet 3 Dispatching mail within time lines 

3.1. Dispatching Mail on time  











It is important for mail items to reach their destination on time, in their original condition. Here are some 

tips for dispatching mail on time. 
 

Prepare mail on time  



Choose a mail service  





Self-Check 3 Written Test 

 

Directions:  answer the question. Use the Answer sheet provided in the next page: 

1. List the ways to dispatching mail on time. 

 

 

 

 

 

Answer Sheet 

Name:  _________________________             Date:  _______________ 

 

 

Short Answer Questions 

______________________ 

______________________ 

______________________ 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 5 points            Unsatisfactory - below 5 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

Instruction Sheet LG20: Organizing Urgent and same day 
deliveries 

 

This learning guide is developed to provide you the necessary information regarding the 

following content coverage and topics – 

 Receiving and Distributing incoming Mail 

 Collecting and Dispatching outgoing mail 

 Organizing Urgent and same day deliveries 

 

This guide will also assist you to attain the learning outcome stated in the cover page. 

Specifically, upon completion of this Learning Guide, you will be able to – 

 Evaluating delivery options and select best option 

 Items for urgent delivery and carrier specifications  

 Organizing lodgement or pick up of emergency deliveries and follow-up 

 

Learning Instructions:  

8. Read the specific objectives of this Learning Guide.  

9. Follow the instructions described in number 3 to 7.  

10. Read the information written in the “Information Sheets 1- 3”. Try to understand what 

are being discussed. Ask your teacher for assistance if you have hard time 

understanding them. 

11. Accomplish “each Self-check. 

12. Ask from your teacher the key to correction (key answers) or you can request your 

teacher to correct your work. (You have to get the key answer only after you finished 

eachSelf-check). 

13. If you earned a satisfactory evaluation proceed to “next information Sheet.  However, 

if your rating is unsatisfactory, see your teacher for further instructions or go back to 

previous Learning Activity. 

14. Submit your accomplished Self-check.  This will form part of your training portfolio. 

 

 

 

 

 

 

 

 

 



  

 

 

Information Sheet-1 Evaluating Delivery options and select Best Option 

Introduction  

If it is part of your role to arrange for the urgent delivery of a particular item or to ensure it is delivered 

on the same day, you may need to determine the most appropriate way to do this. As always, consult 

your organization’s policies and procedures for guidance and remember if you are still unsure, ask 

your manager or supervisor.  

1.1. Evaluating Delivery Options  



















1.2. Select the quickest delivery method  







































  

 

 





 

 

 

 

 



Self-Check -1 Written Test 

 

Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

 

 

Answer Sheet 

 

Name:  _________________________             Date:  _______________ 

Short Answer Questions 

1. 

__________________ 

__________________ 

___________________ 

___________________ 

___________________ 

2. 

__________________ 

__________________ 

___________________ 

___________________ 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 3 points            Unsatisfactory - below 3 points  

You can ask you teacher for the copy of the correct answers. 

 



  

 

 

 

Information Sheet-2 Items for Urgent Delivery and Carrier Specifications 

 

2.1. Preparing items for urgent dispatch  

 



 



 



 






















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Self-Check 2 

 

Written Test 

 

Directions:  Answer all the questions listed below. Use the Answer sheet provided in 

the next page: 

 

1. Explain the ways to prepare items for urgent dispatch 

 

 

 

Answer Sheet 

Name:  _________________________             Date:  _______________ 

 

Short Answer Questions 

1. 

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

___________________________________________. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Score = ___________ 

Rating: ____________ 

Note: Satisfactory rating - 5 points            Unsatisfactory - below 5 points  

You can ask you teacher for the copy of the correct answers. 

 


