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Overview

In May 2018, Community Literacy of Ontario received funding from the
Ministry of Training, Colleges and Universities to support curriculum
enhancements for Literacy and Basic Skills agencies.

Through discussion with the CLO Board of Directors and various program staff,
through exploring labour marketing information, and via our experiential
learning research, the importance of developing occupational curriculum was
strongly identified. Further, this type of curriculum is often highly popular with
learners and useful for literacy practitioners.

We researched curriculum gaps and areas of high demand from learners and
practitioners. As a result, CLO worked with four community-based LBS agencies,
who have extensive experience in developing occupational curricula, and
developed the following curricula:

Clerical and Office Administration (Kingston Literacy & Skills)

Food Counter Attendants & Kitchen Helpers (Connections Adult Learning)
Health Care Preparation (Brant Skills Centre)

Retail (Sudbury Vocational Resource Centre, Educational and Workplace
Training Program)

These curricula are now freely available on CLO’'s website af:
www.communityliteracyofontario.ca/resources/publications/#Curriculum

Our curriculum development team members are excited to have this
opportunity to support adult learners and LBS programs! We sincerely hope
that these curricula are helpful to you in the important work you do.

Retail Curriculum KLS > @3};2““‘“

Clerical and Office

Administration Curriculum .
Practitioner Modules 2 ’
Food Counter Attendant

vt
& Kitchen Helper Curriculum

Health Care KL'S

s ; Clerical and Office
Preparation Curriculum Administration Curriculum
Insfructor Manual

Learner Modules

Health Care
Preparation Curriculum
Loarnor Workbook

-

)
Connections


http://www.communityliteracyofontario.ca/resources/publications/#Curriculum
www.communityliteracyofontario.ca/resources/publications/#Curriculum

About Community Literacy of Ontario

Community Literacy of Ontario (CLO) is a provincial literacy network of 100
community-based literacy agencies located in communities large and small across
Ontario. You can learn about CLO and access our amazing resources at:
www.communityliteracyofontario.ca/.

COMMUNITY LITERACD

About Kingston Literacy & Skills

Kingston Literacy & Skills (KL&S) is a non-profit community organization. With professional,
knowledgeable staff and dedicated volunteers, KL&S delivers literacy upgrading and
workforce preparation programming to adults and families in Kingston and surrounding
communities.

Kingston Literacy & Skills has extensive experience in developing and delivering
occupational curriculum to adult learners.

L

Kingston Literacy & Skills

Thank you to Literacy Link Eastern Ontario

Community Literacy of Ontario is honoured to express its deep thanks to Literacy Link
Eastern Ontario (LLEO) for allowing its “Clerical” curriculum to be revised, adapted and
updated as part of CLO’s curriculum project.

Over the past years, LLEO has been involved in developing occupation-specific curricula
for adult learners. In fact, Literacy Link Eastern Ontario has developed over 18 different
occupational curriculum. As a network and a region, LLEO is proud to have developed
valuable curriculum resources for LBS learners across the province.

Literacy Link
L J Réseau de Littératie



http://www.communityliteracyofontario.ca/
http://www.lleo.ca/
http://www.lleo.ca/
http://www.lleo.ca/
https://www.lleo.ca/wp-content/uploads/2025/06/Workplace-Literacy-and-Occupational-Curriculum-WEB-LIST.pdf
www.communityliteracyofontario.ca
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Module 1: About the Clerical & Office
Administration Curriculum



Curriculum Overview

About This Course

This class will start on

This class will run on

Your instructor will be

What Is the Purpose of This Curriculum?

Clerical and administrative jobs can range from working as a receptionist to managing a
whole office. These jobs are in high demand and require many useful skills. This course will
help you improve your reading, writing and computer skills while teaching you about
working in an office. Clerical jobs are varied and can include roles like receptionist, office
assistant, data entry clerk or file clerk. Each job is different, but many of the skills are the
same. For example, a file clerk needs to be well organized to manage filing systems, while
a receptionist needs to manage appointments and information, which also requires good
organization and time management.

Most of these jobs require the knowledge of MS Office suite programs. This course aims to
give a general overview of the skills required for a variety of clerical and office positions.

Can | Put This Certificate on My Resume?

This course can help you get ready for entry-level jobs like receptionist or front desk clerk..
It is not the same as a college diploma in Office Administration, but you can add this
certificate to your resume. It shows employers that you are eager to learn and want to
work in the clerical field.

Who Should Take This Curriculum?

This curriculum is appropriate for individuals who are interested in getting a career in Office
Administration or as a clerk. It will help you learn about the job, and help you decide if this
is the right career for you. For instance, if you like working in an office environment, enjoy
working on computers, have good attention to detail and like working with people then it
may be a good career choice for you.

Are My Skills Strong Enough to Take This Course?

Before this program started, you completed a skills assessment with a staff member. The
purpose of that assessment was to identify your current skillset, and make sure that your skills
are strong enough to begin this course. It is recommended that you have at least basic
computer skills, such as turning on a computer, performing basic internet searches and
knowing the basics certain programs such as MS Word. Throughout this curriculum you will
also improve your computer, reading, writing and math skills.



Skills For Success

The Government of Canada identified specific everyday skills that are needed for
employment, learning and living an independent life. Skills for Success are the skills that
help you in our fast-changing world. Everyone benefits from having these skills. They help
you to get a job, progress at your current job or maybe change jobs. These skills also help
you become an active member of your community and succeed in learning.

There are nine Skills for Success:
. Adaptability

. Collaboration

. Communication

. Creativity & Innovation

. Digital

. Numeracy

. Problem-Solving

. Reading

. Writing

O 00N OO N —

~

Q, What are Problem-Solving Skills? X

.

Problem-Solving Skills are divided into:

e |dentifying

e Analyzing

e Taking Action

* Making Decisions
Problem-Solving helps with addressing issues,
monitoring success and learning from
experience. For example, as a Clerical
worker, you may have fo use your problem-
solving skills to determine an issue with the
printer.

J

Skills for Success allow you to live independently to train for a job and to maintain
employment. Over time, as your job changes within the industry, your Skills for Success will

allow you to grow and change with it.

Throughout this training, we will indicate which Skills for Success you are building for each
learning activity. Further into this training, you will see the icons we will use to identify the

targeted skills.



Learner Rights and Responsibilities

1.

NGO AW

You will go to all your classes and contact the instructor when you are unable to
attend.

Full participation is expected in this course; however, you will not attend if you are
il or contagious (e.g., you have the flu) or if you are under the influence of drugs
or alcohol.

You will maintain a calm and mature learning environment at all times.

You will be respectful to all staff, students and volunteers, as they will be to you.
You will respect the privacy of all staff, students and volunteers.

You will complete your work in a timely fashion.

You will receive feedback in a timely fashion.

You will let the instructor know if you have any issues with completing your work,
including difficulty with the material, problems with equipment and issues with
other learners.

You will respect the equipment and classroom space.

Add Your Own Rights and Responsibilities:

By signin% below, you and your instructor are making an agreement that you will both be
responsible and accountable for your role in this training.
Learner signature Date
Insfructor signafure Date

Measuring Progress

Milestones:

Throughout the course, the instructor will ask you to do various tasks called “Milestones”.
These are small, task-based activities that are used to show your progress.

Culminating Task:

At the end of the course, you may be asked to write a Culminating Task which reflects
all of the skills you have been learning. This is not an exam!
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When you finish:

Before you leave, you will discuss next steps with your instructor. Your instructor will help
guide you to the most appropriate next step, such as an employment service agency,
further training and more.

After you leave, someone from your school will be in fouch with you at 3, 6 and 12
months to check in.




Vocabulary

In each module, you will learn and practice new words. Please write the new
vocabulary here after each module.

Module 2 Module 3

1.

2.

3.

4,

5.

6.

7.

. 8.
odule 4 Module 5

1.

2.

3.

4,

5.

6.

7.

. 8.
odule 6 Module 7

ONoGR~LN -

odule 8 ther Hard Vocabulary

PN EON =IO N>OEON2IONOREON = ZONO AN~

NN O
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Difficult Vocabulary

Assistant Productive Responsible Transferable
Technology Essential Decisions Irresponsible

Assistant — something or someone that gives support or aid
Productive — something that gets tasks done

Responsible — someone who takes charge of a task

Transferable — something that can be used in one place or another
Technology — modern equipment

Essential — something that is important or necessary

Decisions — choices one must make

Irresponsible — someone who is not responsible

aaaadaaaa

Learning Activity 2.1a | s 7
Create a sentence using each of the vocabulary words below:

A. Assistant

B. Technology

C. Responsible

D. Irresponsible

E. Decisions

F. Essential

G. Productive

H. Transferable
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Learning Activity 2.1b | = /

Use the following vocabulary words to complete the following sentences.

Assistant Decisions Essential Irresponsible
Productive Responsible Technology Transferable

1. Ihope to work as an Administrative

2. We could all be a littfle more at work.

3. has changed a lot in the past 10 years.

4, skills are skills that we use
every day.

5. Some are hard to make.

6. Your employer expects you to be a person.

7. People who are have trouble keeping a job.

cleri-cal - (of a job or person) concerned with or relating
to the day-to-day tasks of working in an office, especially
relating to documentation and adminisirative tasks.
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Skills For Success

The Government of Canada identified specific everyday skills that are needed for
employment, learning and living an independent life. Skills for Success are the skills that
help you in our fast-changing world. Everyone benefits from having these skills. They help
you to get a job, progress at your current job or maybe change jobs. These skills also help
you become an active member of your community and succeed in learning.

There are nine Skills for Success: | )

1. Adaptability Q Whatare Problem-Solving Skills? X

2. Collaboration Problem-Solving Skills are divided into:

3. Communication e

4, Creativity & Innovation * Iden’nf?/lng

5. Digital * Analyzing

6. Numeracy * Tc:k|rlwg AC“O,n,

7. Problem-Solving * Making Decisions

8. Reading Problem-Solving helps with addressing issues,

9. Writing monitoring success and learning from
experience. For example, as a Clerical
worker, you may have to use your problem-
solving skills to determine an issue with the

kprimer.

J

Skills for Success allow you to live independently to train for a job and to maintain
employment. Over time, as your job changes within the industry, your Skills for Success will
allow you to grow and change with it.

Throughout this training, we will indicate which Skills for Success you are building for each
learning activity. On the following page, you will see the icons we will use to identify the
targeted skills.

Watch this video and list the skills below:

initiatives/skills-success.htiml



https://www.canada.ca/en/services/jobs/training/initiatives/skills-success.html

Learning Activity 2.2a | g/ 0
List the 9 Skills for Success by matching them fo theiricon:

ICON SKILLS FOR SUCCESS

(@\

Learning Activity 2.2b | L 4

Using your own words, how would you define each of the Skills for Success in one sentence?

SKILLS FOR SUCCESS AT HOME AT WORK

,
2
-

o &
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Building Your Essential Skills

Skills for Success aren’t just for work; they are also used in our lives every day — and we
often don't realize we are even using them.

O Think about your morning. What Skills for Success did you use to get to class
an today?

e Did you wake up by an alarm on your phone? That's using Digital, numeracy
and time management skills.

e Did you have to get your children organized and ready for school or day
care? That's using Communication, Adaptability and Problem-Solving skills.

e Did you have to take the bus, or did you drive to classe You probably used
your Reading (reading a bus schedule, navigating street signs) and Digital
(GPS) skills to get here.

e Did you stop and buy a coffee on your way? If so, you used your
Communication, Reading and Numeracy skills.

Learning Activity 2.3a | v/

List at three Skills for Success skills you've used already today with a brief example of how
below.

SKILLS FOR SUCCESS EXAMPLE OF HOW | USED IT TODAY
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Learning Activity 2.3b | LAY

Are you comfortable with the Skills for Success or are there some that you struggle with?
Most people struggle with at least one. Look at the list of Essential Skills shared in an earlier
activity. In the boxes provided in Section B / Activity 2, order them from 1 to 9, with 1 being
your strongest skill and 9 being your weakest.

My Rating 1 -9 .
(1 being strongest, 9 being Skills For Success
weakest)

Adaptability

.\
ﬁo Y
v

Collaboration

&

Communication

v

Creativity and Innovation

caf:

Digital

A

Numeracy

Problem-Solving

m
P

= Reading

Writin
f g

Which three skills do you see as your strongest? Whye

Strongest Skills Why

Which skills do you see as your weakest? Why?e

Weakest Skills Why
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Learning Activity 2.4 | 0=

Here is a link that will take you to a Skills for Success Snapshot self-assessment. Make sure
to read all of the steps below before you start.

Steps to the Self-Assessment Snapshot:
1. Click on this link: hitps://immplus.ca/snapshot/

2. Select “Start Your Snapshot”

3. A new window will open, read the instructions on how fo rate each skill; Select
“Next”

4. Make sure all 9 Skills for Success are checked, and click “Let’s Begin”

**Because you are only starfing this course, only rate yourself in the “Before” column.

Ask your instructor for help on printing the summary page. It will be interesting to
compare your results at the end of the course but rating yourself in the “Before” and
“After” columns to see your progress.

Think About This:

Q. According to your results, which Skills for Success are your strongest?
Which Skills for Success are your weakest?
How do these compare to what you initially thought?

Essential Skills at Work

The Government of Canada uses the Skills for Success to identify not only the skills that
different jobs require, but also how difficult those skills are. The Skills for Success are also
broken into levels:

O Level 1is considered beginner

O Level 2 is functional

O Level 3is difficult or complex

O Levels 4 and 5 are professionally or academically high

For instance, both an administrative assistant and a receptionist use digital technology.
However, the work an administrative assistant does is more difficult and would require
alevel 3 in digital technology, while a receptionist may only require a level 2. Comparing
this to a completely different career, a scientist may require a level 4 or 5 in digital
technology, whereas someone working in customer service would only need a level 1.

Most activities require you to be between levels 1 and 3. However, if you were looking
for work in something specialized, like app development, your digital technology skills
may need to be higher.



https://immplus.ca/snapshot/
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Learning Activity 2.5 | o=y

Using this link, https://www.jobbank.gc.ca/essentialskills, search “Administrative Clerk”
(Please note: this section of the Government of Canada’s website has not been
updated, and therefore you will see a list of the old Essential Skills, rather than the new
Skills for Success.)

Using the chart below, list two common employment tasks that you would do as an
Administrative Clerk. In the “Level Needed” column, write the level required for each
task. They can be found in brackets. If there is a range of skill levels, you can either use
an average or use a “/" (i.e. Level 2/3 would mean Level 2 or 3)

The first one has been done for you.

Essential Skill How You Would Use It? U
Needed
Read memos, policies and procedures ]
Reading
Proofread letters, reports and presentations that are 2

being sent to clients

Document Use

Writing

Numeracy

Oral

Communication

Thinking

Digital

Technology



https://www.jobbank.gc.ca/essentialskills

Learning Activity 2.6 | v s/

Theo just started a new job at Money Financial as an Administrative Assistant. Below
are some situations that his supervisor noted on his first day. Identify which Skill for
Success Theo needs to improve upon in order to become a more productive and

responsible employee.

Situation

Skill For Success

Theo was 20 minutes late for work. He took the 7:45 local bus
instead of the 7:40 express.

Theo had trouble finding his new security pass when he
entered the building, and security had to call his supervisor
before he could start.

Theo was supposed to answer the phone all morning. He
did but struggled to transfer the calls through the building.

In the afternoon, Theo was supposed to learn the filing
system, but he struggled to keep up with the training.

At the end of the day, Theo's supervisor gave him a bunch of
forms to fill out so that he can get a new security pass. Theo
had trouble responding to the forms because they seemed
very complicated to him.

Learning Activity 2.7 | W & ©/

If you were Theo's supervisor, how could you help him be more productive and
responsible in his jobe What suggestions would you give him¢ Explore the Skills for

Success website for ideas and support.
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Learning Activity 2.8 | %y /

1

Think about a job you have had where someone acted irresponsibly or made bad
decisions at work.

1. What was the job?

2. How did your co-worker act irresponsibly?2

3. Which Skills for Success was this co-worker lacking? (List as many as you can
think of)

4. Did the manager help the employee build their skills2




23

Self-Assessment

Now that we have completed Module 2: Skills for Success, take a moment to complete
the self-assessment below.

‘ Yes Somewhat No

| have a good understanding of the skills | need to be
successful in life.

I have a good understanding of the skills that are
most important for office work.

| have identified skills | feel confident with.

| have identified skills that | feel | need to work on.

I have an understanding and a plan on how | can
build the skills | need to develop.

| am ready to move onto Module 3: Computers and
Technology.

Take a moment to sit down with your instructor and discuss if you have any concerns
about your skills development.



COMMUNITY LITERACY

Literacy Link
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Module 3: Computers and Technology



Difficult Vocabulary

Compatible Organize Available Comfortable
Function Proceed Flexible Complex
Definitions

0 Compatible — when things work well together

O Organize — to coordinate activities or arrange a space
O Available - able to use or obtain

0 Comfortable - feeling relaxed or confident

O Function - to have a specific job

O Proceed - to begin or move forward

(0 Complex - difficult or intricate

O Flexible — to be ready and able to change

Learning Activity 3.1a | =
Match The Synonyms
A. Compatible 1. Adaptable
B. Organize 2. Open, obtainable
C. Available 3. Infricate
D. Comfortable 4. Advance
E. Function 5. Job, purpose
F. Complex 6. Well-suited
G. Flexible 7. Confident
H. Proceed 8. Arrange

25
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Learning Activity 3.1b | =4

Use the vocabulary above to complete the following sentences.

1.

2.

3.

A good manager always keeps their employees and on task.
Not all apps are with Apple and Android devices.
A good manager is with their employees’ schedules.
A computer program usually has several different it can perform.
Some computer programs are and difficult to use.
Some computers do not the way they should.
If the work is too hard, it might be difficult to to the next
task.

Managers should always be to speak with their
employees.

-

E ~. “The advance of technology is
@]‘9’ based on making it fit in so
Dtha'r you don't really even

- g\ notice it, so it's part of
everyday life.” Bill Gates
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Computers and Creating Documents

This section is adapted from the Clerical Curriculum Developed by Literacy Link Eastern
Ontario. Used with permission.

Technology is an important part of office work today. Clerical staff will work on
computers throughout the day. Various jobs will require you to do different computer-
based tasks. Some of the things you may be required to do are:

(O Create and edit documents

O Create and input data into a spreadsheet
O Fill in forms

O Download or upload forms

J Manage files

O Communicate by email

O Maintain a database

O Maintain electronic calendars

O Create or fillin surveys or polls

O Research information online

O Create flyers, posters or notices for work
O Send text messages or reminders

O Be flexible in learning new programs and systems

Most offices use MS Office Suite, but some use Apple brand computers. These days, some
offices are moving toward using web-based options like Office 365 or Google Docs. These
low-cost options allow you to use word processing, spreadsheets, email and PowerPoint
documents which are similar to, and compatible with, MS Office programs. This means
that someone with MS Word can open a document created in Google Docs. Though this
can seem overwhelming or too complex when you first start working with computers,
remember that most of these programs are very similar. Once you are comfortable in one,
you should be able to figure out another.
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Before we explore Your comfort level with computers, let’s look at a skill that is very
important for clerical and administrative work: keyboarding.

Quick check in:

Keyboarding

Can you... YES | NO

Find the home row quickly and easily2

Find the question mark, period, comma?

Use the number pad?

Make capital letters?

Use special characters, such as $, &, #, *, and @2

Format text by using the underline, bold and italics feature?

Type 25 words per minute (wpm) without looking at the keyboard?

No matter what your age or current comfort level, you can learn to type and/or improve
your typing speed. As a bonus, people who struggle with spelling will find that it improves as
they practice typing!

There are a variety of accessible keyboards available for different needs, including some
with larger and brighter keys, some that are used for braille, rounded ones, ergonomic ones
that take stress off of your wrist, and more. There are even keyboards that are set up for one-
handed typists! If you are continuously finding it difficult to type, it may mean you need a
different style of keyboard that is compatible with your needs.
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There is a great online program designed to help you improve your typing speed.

o Go to www.typingclub.com and click “Login” (top right of the screen)

e A login page will appear. If you do not already have an account, scroll to the
bottom where it says: “Don’t have an account? Sign up” and click the “Sign up”
hyperlink.

Fill in the required fields and remember to create a password you will remember.

o Click the box to agree to the terms of use and privacy policy, then hit Sign Up.

Once you have an account, you will see this page:

My Lesson Plans + More Lesson Plans

Google Workspace

[“Get Alimage
generation with
Gemini in F Slides.

Typing Jungle

Typing Jungle MO & D m

e Click Start. This will bring you to the start of lessons, and will look like this:
Home Row
1 2 3 4 5

: - dk
m
2 Click the lesson to begin -e

ntroduction to Typ Keysf& Space Bar Review s @
6 7 8 2 y
P <
y Yy -

n 12 13 14 15

Practice: s &

@
|

e Click "Take Placement Test” and then “Start Test.” (This test can be done one-
handed if needed)

Did you score less than 40 WPS (words per minute)2 Then you need more practice. Starting
today, you should practice typing for at least 15 minutes per class, using the Typing Club
website. Start with the “Placement Test” and document your progress in using the chart
provided.



http://www.typingclub.com/

Keyboarding Progress Tracking

Date Lesson # Speed At Placement Test
(dd/mm/yyyy) (words per minute/wpm)
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Let's reflect on our experience using computers. Answer the following questions honestly.

1. When was the first fime you remember using a computer? What were you doing?

2. Have you ever been frustrated on a computere Explain what happened.
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Take a moment to examine what we already know about computers. Let's do a self-

assessment on our digital skills. Below is a list of skills.

e Please check YES for anything you CAN do independently and without help.

e Please check NO for anything you CANNOT do on your own, or can't remember
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how to do.
When you are done, tally up your YES's and your NO's and review the scoring guide
below.
Computers Basics
Can you... Yes | No
Identify the different parts of a computer
Turn the device on and off
Explain the difference between hardware and software
Confidently type without looking at the keyboard
Save and print documents/files
Create and/or rename folders to organize files, documents and/or photos
Locate files, documents and/or photos
Use simple commands, such as “copy,” “cut,” and “paste”
Computers & Smart Technology
Can you... Yes | No
Set a password, passcode or PIN to protect your device
Access settings and make changes to your security (on device/apps)
Connect to Bluetooth devices for computer use (i.e. wireless mouse)
Open programs, apps and/or files on your device
Access the camera and/or video camera
Save files and/or photos to your device
Create folders and organize files and/or photos
Print documents, pictures, forms, etc.
Send and receive text messages/calls
Internet
Can you... Yes | No

Connect to Wi-Fi and/or Bluetooth devices

Open an internet browser (Google Chrome, Internet Explorer, Safari, etc.)

Create user accounts and log-in successfully

Create a safe and unique password that meets the criteria provided

Send and reply to emails (using Subject lines and appropriate grammair)

Download and add attachments to emails

Access programs/apps for video calls (i.e. Zoom, FaceTime, Teams, etfc.)
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Microsoft Word

Can you...

Yes

No

Create a new document

Format a document (margins, page layout, font size/style, adjust spacing, efc.)

Save a file or document to a USB

Save a file as a PDF

Correct spelling and/or grammar mistakes

Insert pictures and shapes into a document

Create a table or chart

Insert a header and footer

Insert page numbers

Microsoft Excel

Can you...

Yes

No

Open and save a workbook

Change the height and width of columns and rows

Add new columns and rows

Freeze columns and rows

Use basic formulas

Sort data (by name, date, etc.)

Filter data

Create tables and charts

Sort and filter data

Mail merge

Microsoft PowerPoint

Can you...

Yes

No

Create a PowerPoint presentation

Personalize your presentation by changing themes

Add and remove slides

Add and format text to slides

Add pictures, shapes, videos, links, etc.

Apply transitions and animations

Play slideshow

Total

IF YOU SCORED BETWEEN 40 - 50
Look at you! You have computer confidence! This course may actually be too easy for you.
Talk to your instructor to see what aspects of the course will be beneficial to you.

IF YOU SCORED BETWEEN 30 - 40
Not bad! You have many of the computer skills needed for employment. This course will help
you build more confidence in yourself.

IF YOU SCORED BETWEEN 20 - 30
You have some of the essential computer skills needed. This course may be challenging, but
with hard work, we can get you where you need to be.

IF YOU SCORED LESS THAN 20
Oh nol This course will be too difficult for you at this time. Talk to your instructor about focusing
on building essential computer skills and try again when you're ready.

@@O®
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Building Your Skills

Reflect on the results of your self-assessment. Were there any surprises in how much you
already knew?2 Or how much you didn’t know?2 This section, we are going to look at building
our skillset so that we are more confident using computers.

Learning Activity 3.4 | ==

Make a list of the skills you checked “NO” for on your self-assessment. Sit down with your
instructor and decide which skills you need to brush up on. Using the table below, write
them in the left-hand column. In the right-hand column, write how you willimprove that
skill. An example has been provided.

Digital Skills | Need to How | Will Improve This Skill
Improve
E.g. Keyboarding Practice my typing using Typing Club for 15 minutes a day.

Using the list of skills that you identified as wanting to improve, prioritize them in order of
importance. Write them down in the space below from most important to less important.
1 = most important, é = less important

Priority Digital Skills | Need to Improve
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There are many free resources that can be extremely helpful in helping you build your
digital skills. Below is a list of resources that are available to you:

ABC Connect for hitps://abcconnectforlearning.ca/resources/

Learning
GCF Global https://edu.gcfglobal.org/en/subjects/tech/
Good Learning https://goodlearninganywhere.com/courses/
Anywhere
The Learning Hub https://www.learninghub.ca/apps/pages/DigitalTechnology

Metro Toronto
Movement for Literacy

https://www.mtml.ca/resources/smartphone-skills/learners-ses

Using Software - MS Word

MS Word is a common program used in many offices. It was developed to help you create
documents. There are many functions you can do using MS Word, such as writing
documents, inserting tables/charts/pictures, creating flyers/pamphlets, etc. This course
does not teach you all you need to know about using MS Word. If you are not confident in
using this program, speak with your instructor and ask if there is a computer class you can

participate in.

As we move forward, we will assume you are able to perform simple tasks using MS Word.
Again, speak to your instructor if you are having frouble, or check out the Word tutorial via

GCF Global at: https://edu.gcfglobal.org/en/word/



https://abcconnectforlearning.ca/resources/
https://edu.gcfglobal.org/en/subjects/tech/
https://goodlearninganywhere.com/courses/
https://www.learninghub.ca/apps/pages/DigitalTechnology
https://www.mtml.ca/resources/smartphone-skills/learners-ses
https://edu.gcfglobal.org/en/word/
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Watching a video will give you a good idea how to proceed with a computer program,
but the best way to learn is through actual practice. Using MS Word, or a similar program,
recreate the two notices below. When you are done, you can either save your work onto
a USB and show your instructor, or you can attach your document to an email and send
your completed noftices to your instructor.

Notice 1: Office BBQ

Calling all Employees!
It's time for our Bi-Annual Employee Appreciation BBQ! OPTIONAL:
Use Google
Don't forget to bring your gloves for our office versus Images to find
warehouse tug-of-war challenge. The grand prize this year }/ I_ an appropriate

is a Friday pizza party. BBQ picture and
insert it into your

We'll see you August 1, 2025 at 3:00 pm at Rotary Park. noticel

RSVP to Fatima at fatimaa@gmail.com and let her know of

any allergies and/or dietary restrictions such as: Are you up for

) . the challenge?
Gluten-Free | Dairy-Free | Vegetarian | Vegan | Halal

Notice 2: Notice To All Staff

Notice To All Staff

DATE

RE: Change to lunch schedules

Due to staff request, we will not be offering a flexible lunch. You will be able to take either 30, 60 or
90 minutes provided you adjust your end of daytime accordingly. To ensure we have enough staff
coverage at all fimes, lunch schedules are subject to approval of your supervisor. Please note your
lunch hours cannot be adjusted more than once per month.

Sincerely,

Mina Lee
Manager of Human Resources

Staff Member Supervisor Length of Lunch Start Time



mailto:fatimaa@gmail.com
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Smartphones, Tablets & Other Touch Screens

Technology is changing at a rapid pace, and have become important tools for
employment, and for our personal lives. Tablets, smartphones and some computers now
offer touch screens. Touch screens have made technology more efficient and intuitive;
making it easier to navigate devices. There are many offices that use touch screen
technology as part of their operations. For example, some offices will you a tablet that
connects to a computer for guests to sign-in for their appointments. Even Indigo uses
touch screen computers around their store for customers to search for items, and it will
direct them to where to find them, if there is any available.

It seems that touch screen technology (such as tablets and smartphones) are slowly
replacing computers in our lives. While tablets and smartphones have been designed to
be more accessible for people to use, there are still downsides. For example, tablets and
smarfphones tend to have small screens, which can make it difficult for people to read
information on one page; tablets and smartphones have also hindered the importance
of proper keyboarding skills, as they tend to require you to use your forefinger for selecting,
and thumbs for typing. It's important for you to stay up-to-date with all forms of
technology, so that your skill set doesn’'t become limited.

Smartphones And Tablets

Smartphones were first introduced in 2007 and was designed to be a hybrid of a
computer and a phone. Today, we categorize smartphones into two groups: iPhone
(Apple) and Android (Samsung, HP, LG, Google, etc.) Both smartphones generally have
the same functions, but they do operate in different ways. People tend to be very loyal
to their smartphone brand, and often own tablets of the same brand. And although
people are loyal to their preferred brand, there really isn’t one product that is better than
the other. iPhones are known to have stronger security functions, and Androids tend to
faster in how they run. It's all about personal preference.

On the following page, there is a comparison of the notable differences between
smartphones and tablets, compared to computers and laptops.
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COMPUTER

Computers are not very
portable, and are often set up
in stationary spaces, such as
offices/desks.

Computers often have
additional technclogy
included for use, such as a
keyboard and a mouse.
Computers are used for a
variety of reasons, such as
employment, educational
studies, keeping in touch with
people, using software
programs and searching the
intermet.

Computers have various ports
for connecting devices, such
as USB’s and HDML.

LAPTOP

Laptops are smaller and are
designed to be portable.
Laptops have a keyboard built
into the frame, as well as a
“track pad” that is used as a
mouse.

Like computers, laptops offer
different ports for connecting
other devices (USB's, HDMI,
etc.)

If you do not like the keyboard
or mouse that are included,
you can plug in external ones
using a USB port or Bluetooth
technology.

Laptops, likke computers, are
used for a variely of reasons,
such as employment,
educational studies, keeping
in touch with people, using
software programs and
searching the internet.

] Hardware - the physical parts of a computer,
@) lapfop, smartphone or fablet (e.g. monifor,

mouse, keyboard etc.)

g
Ea%l?o Software - programs and other operating
— information that is installed on computers and

laptops

Understanding Apps

Apps (short for applications) are programs that help you do
specific things on your smartphone, tablet or on some
computers. You can get apps from the app store on your
device, like the Google Play Store, Apple App Store or
Samsung Galaxy Store. Some apps are free, while others may
cost money - either a one-time payment or a subscription.
Always read the app details before downloading it.

%)
' 4
o

SMARTPHONE

Smartphones range in size,
but are generally much
smaller than computers,
laptops and tablets

Because it's primary function
is fo be a phone,
smariphones are very
portable, and can access
information  using  wireless
internet (WiFi) or cellular data.
Smartphones have a
specialized port for charging;
they do not have ports for
connecting devices; other
devices can be 'synced’ using
Bluetooth.

Smariphones do not have
software on them; instead,
they use applications, also
known as ‘apps.’

Smartphones probably have
more functions available and
are designed to make life
more convenient; everything
at your finger fips (such as a
camera, GPS, music, efc.)

connect computers,

tablets to other devices

TABLET

Tablets are very similar to
smartphones, but are not
connected to a phone
number.

They are larger than a
smartphone, but still easily
porfable; tablets, like
smartphones, can access
information using WiFi and
data plans.

Like smartphones, tablets
use a touch screen and
apps rather than software
Tablets also have a special
port for charging, and can
only ‘sync’ with other
devices using Bluetooth.

Bluetooth - short-range wireless connection used to
laptops, smartphones and

USB - a standard fool used to connect to computers,
laptops and many smart televisions

Sync - the act of connecting one device to another
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Below are three apps that are commonly used in many offices, for different reasons. Search
these popular apps using your device and complete the chart below.

APP PRICE 3 USEFUL FUNCTIONS OTHER NOTES
1
Canva
2
3
1
ChatGPT
2
3
1
MS Teams
2
3
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Scenario: Your manager needs an app to stay connected with her Personal Assistant
while they work in different places and travel often. Use the internet or an app store to

find a helpful app, then write a short email recommending it.

New Message

40
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Review  the Essentfial  Skills profle for an  Administrative Clerk at
https://www.jobbank.gc.ca/essentialskillsresults/5.

Click on *“Digital technology” for Administrative Clerks. Which level of digital
communications do you need for most clerical work?

Learning Activity 3.8b | raly=- Y 4

Using the same link to the Essential Skills profiles as above for Administrative Clerks, find
two important Digital Technology and Continuous Learning skills.
(Note: Continuous Learning is found under “Additional Information” on this list.)

Using Software — MS Excel

Many people find MS Word an easy program to learn, whereas MS Excel is known to be
more challenging. Excel has a completely different purpose from Word. Excel is used to
organize, analyze and even visualize data into spreadsheets.

Using Excel, you can enter various types of data, such as numbers, text and dates, intfo rows
and columns. There are many features incorporated into Excel that allow you to present
your information in different ways through filters. One of Excel’s most notable features is the
ability to use formulas to perform calculations. That's right — if you know the formula, Excel
will do that math for you! To use a formula, you will select a cell (box) where you would like
to begin. In that cell, you will type in the formula you wish to you.


https://www.jobbank.gc.ca/essentialskillsresults/5.
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If you are using data already in the spreadsheet, identify the information you want to
include. Always use the column letter and the row number to indicate the cell/information
you are wanting fo use.

For this course, we assume you have some basic experience with Excel, but we will look at
some of the more common formulas that may be relevant to working in an office. If you
need an infroduction to MS Excel, check out these free online futorials at:
hitps://edu.gcfglobal.org/en/excel

Function Formula Example
You want to add up a total =SUM(cell range) =SUM(B2:B9)
You want to add individual items =Valuel + Value2 =B2+C2
You want fo subfract individual items =Valvel - Value2 =B2-C2
You want to multiply items =Valuel * Value2 =B2*C2
You want fo divide items =Valuvel / Value2 =B2/C2
You want to find the average =AVERAGE(cellrange) | =AVERAGE(B2:B9)
You want tfo find the median =MEDIAN(cell range) =MEDIAN(B2:B9)
You want fo find the maximum number | =MAX(cell range) =MAX(B2:B9)
You want fo find the minimum value =MIN(cell range) =MIN(B2:B9)



https://edu.gcfglobal.org/en/excel/
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Using a computer, open MS Excel and create a new workbook. Below is an example of a
timesheet. The employee, Fatima, makes $25.00 an hour. She makes $30.00 an hour for
overtime hours. Enter the information provided below into your spreadsheet.

Employee: Fatima Al-Hassan Week of: June 14- 20, 2025
Date Start Time  Finish Time Regular Hours  Overtime Hours Total Hours
16/06/2025 8:00AM 5:00P M 8 1 9
17/06/2025 8:00AM 4:00P M 8 8
18/06/2025 8:00AM 5:30PM 8 1.5 9.5
12/06/2025 8:00AM 4:30PMA 8 0.5 8.5
20/06/2025 8:00AM 3:00P M 8 8

Total Hours 40 3 43

Total Rate Per Hour| 3 1,000.00 | $ 20.00
Total Pay| $ 1.090.00

Using basic Excel formulas, answer the following:

How many regular hours did Fatima work?

How much did she make on her regular hours?2

How many overtime hours did Fatima work?

How much did she make on her overtime hours?

How many total hours did Fatima work?

How much did she make in total (before taxes and other deductions)?

A e e

When you are finished, either print it or email it to your instructor for review.

Using Artificial Intelligence (Al) In The Workforce

Technology is always changing, and it makes it very hard to keep up. Sometimes it can be
overwhelming how quickly it changes, but technology is always adapting to find ways to
make our lives easier — both at home and at work. Artificial inteligence has become the
newest wave of cutting-edge technology and is finding new ways to make us more
efficient in our jobs. Al in the workplace offers many benefits, such as: improved decision-
making, a boost in productivity, more efficient operations and proactive risk management
and security.

For entry level clerical work, one of the most useful ways to use Al is to help edit and
proofread your writing. Using sites such as ChatGPT and Gemini Al, you can write text and
prompt Al to help you improve it. Al can also help you understand long text by offering a
summary.

For example, if you are given a long document to read over, you can copy the text and
paste it into either ChatGPT or Gemini Al. Then you give Al the prompt “Summairize this text.”
After a moment, Al will present you with bullet points of the important information from the
document, saving you time reading and understanding it.
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Choose one of the following Al websites to use:
o www.chatgpt.com
e hitp://gemini.google.com

First, write the prompt “make it professional.” Then, below it, write an email to a coworker
asking them if they would be wiling to switch shifts with you. Make sure you include
important information, such as when the shift is and why you need to switch. Copy the final
draft of your email in the space below.



http://www.chatgpt.com/
http://gemini.google.com/
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Now, let’s get creative! You can also describe an image and ask Al to create it for you.
For example:

THE PROMPT:
A woman with brown hair is sitfing at a desk working on a computer. * Here is the image you requested:
— @ eep Rese E
© P C <
Using either ChatGPT or Gemini Al, describe an image and see what it creates!

Tips:
1. Use clear, simple language
2. Make sure you use describing words, such as colours, styles, or other items you want
included in the image
3. Don't overcomplicate what you are describing because it can sometimes confuse
Al

Have some fun with it. If you are not happy with your image, review your prompts and edit
your wording. When you are satisfied with your image, try sending it to your instructor in an
email!
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Self-Assessment

Now that we have completed Module 3: Computers and Technology, take a moment to
complete the self-assessment below.

Yes Somewhat No

I have a good understanding of the computer skills |
need to work in an office.

| feel confident in my abilities to use technology for
employment.

| am confident in my keyboarding skills and typing
speed.

| can create documents in MS Word.

I can create a spreadsheet in MS Excel and use
basic formulas.

| am confident that | can learn how to use various
apps and other technology for employment (such as
Canva, ChatGPT, etc.)

| feel confident using tutorials to learn more
advanced features of programs as | need them.

I know who to ask for help if | am struggling with
learning specific computer skills.

Take a moment to sit down with your instructor and discuss if you have any concerns about
your skills development.
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Difficult Vocabulary
Check the words you are familiar with and can use in everyday conversation:
O Tactics Q Organization Q Compilaint Q Interaction
Q Outcome Q Efiquette Q Solution Q Barrier
Learning Activity 4.1a | ==
Match the vocabulary words to the appropriate synonymes:
A. Tactics 1. Dealings
B. Outcome 2. Group or company
C. Organization 3. Objection/Problem
D. Efiquette 4. Result
E. Complaint 5. Answer/Result
F. Solution 6. Strategy
G. Interaction 7. Manners
H. Barrier 8. Obstacle/Problem
Learning Activity 4.1b | =
Write a sentence using each of the vocabulary words below:
Tactics
Outcome
Organization
Etiquette
Complaint
Solution
Interaction
Barrier
Note

In the rest of the module, you will find each of the vocabulary words listed at least
twice. Take a moment to scan through and highlight the words as you see them.
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Phone Etiquette

In a clerical position, you will communicate with co-workers, clients or customers in
person and over the phone. Speaking to someone over the phone is more difficult
than speaking to them in person because you cannot see their facial expressions or
their body language.

When speaking to someone on the phone, it is important to always be clear,
informative, efficient and polite. These are called soft skills. Soft skills are basically the
people skills which make communications pleasant. Speaking on the phone takes
strong communication skills. When answering the phone at work, you should always
keep in mind:

1. Identification

Whether in person or on the phone, when you are at work, you represent your
organization. When answering the phone, it is best to identify your company and then
yourself, followed by a polite greeting.

Example: Good Morning, Taryn’s Cleaning Services. Natalia speaking. How may | help
youe

2. Listening
i. Itisimportant to listen carefully to the message being shared.
i. Information from the caller should be confirmed before you respond or
transfer the call.
ii. If you are having difficulty understanding a caller because of phone
troubles, try the following tactics:
Q Tell the caller you cannot hear them
Q Ask the caller to speak more slowly
Q If the caller seems to have bad cell reception, let them know
Q If possible, step into a space that has less background noise
iv. If you are having difficulty understanding a caller because of language
issues, such as a heavy accent or limited spoken English skills, try the
following tactics:
a Tell the caller you are having a little frouble understanding them over
the phone
d Ask them to speak slowly and clearly
O Repeat the information to ensure it is correct
O Take your time and don't get frustrated

3. Pay Attention
i. Though you may have heard the same question, comment or complaint
hundreds of times before, you need to listen carefully to each speaker
before responding. Nothing is more frustrating than reaching out for help or
support only to feel like you are being ignored.
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Find a partner and roleplay the following conversation. Take turns being the clerical
worker and the customer.

Clerical Worker

Good afternoon, Dr. Singh's office, (name) speaking. How may | help
you?e

Customer

Yes, hello. This is (name) calling. | was supposed to have an
appointment with Dr. Singh on Tuesday. | can't make it and | need to
reschedule.

Clerical Worker

I'm sorry to hear that. Let me look at Dr. Singh'’s schedule. Is there a day
and time that works better for you?

Customer

Yes, | am finished work early on Wednesdays. Anytime after 3:30 is good.

Clerical Worker

Okay. Unfortunately, Dr. Singh doesn’'t have any openings for next
Wednesday, but there is an opening at 4:00 on Wednesday April 30t.
Does that work?2

Customer

Yes, that works. Thank you.

Clerical Worker

My pleasure. Is there anything else | can help you with today?2

Customer

No, that is all. Thank you

Clerical Worker

You're welcome. Have a great day.

4. Show Empathy
i. You aren’t always able to help the people that you are speaking with. They
may not be able to get the service exactly as they wanted it, when they
wanted it.
i. Take the time to connect with callers through acknowledging the issue
and when possible, offering solutions.
iii. If acaller has a complaint, it is your job to listen and respond appropriately.

5. Be Tactful
i. Be sensitive to the person you are dealing with and respond appropriately.

6. Respect Confidentiality
i. When you are getting or confirming information over the phone, be
aware of your surroundings and the people around you.
i. You need to be aware of the privacy policies in your organization.

7. Be Patient
i. In this fast-paced world, we are always on the go. Take an extra moment
to listen to your caller and give them enough fime to respond.
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The following interactions took place between a customer and the receptionist at an
accounting firm called Wealth Watchers. Read through the conversation and answer
the questions below.

Hello?
Receptionist Good afternoon, Wealth Watchers, how may | help you?
Customer Is this Wealth Watchers?
Yep. What do you need?
Receptionist
Customer Do you help with tax problems?
Yes, we do.
Receptionist
Umm, | have some problems with my taxes and need to book an
Customer appointment with someone
Sure. Sayed has an opening tomorrow at 2:30am.
Receptionist
Customer Okay, should | bring anything?
Yeah, all your tax documents and some ID. See you tomorrow at 9:30am.
Receptionist
Customer Alright. Umm, thanks.

1. Which soft skills rule(s) of phone etiquette did the receptionist break?2

2. What impression do you think the customer had on Wealth Watchers business at
the end of the phone calle

3. Rewrite the receptionist’s responses in the bolded spaces below the ones
provided to make a more positive experience for the customer.
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Learning Activity 4.2c | \ AT AV

Below is the beginning of a more challenging conversation between a clerical worker
and customer. Read through the conversation. Using the skills we have reviewed in this
section, consider how you would respond to the customer.

Clerical | Thank you for calling System Solutions. My name is Raj, how can | help you?
Worker

Customer | Finally. | have been on hold for 30 minutes, and this is the third time | have
called about the same issue.

Clerical || apologize for the long wait. Can you please share your concerns, and | will
Worker do my best to help you?

Customer | | ordered something over two weeks ago and it still hasn't arrived. When |
ordered it, Iwas told delivery would be 3-5 business days, but it hasn't arrived,
and | cannot frack it. | need it for tomorrow, and this has been very
inconvenient!

Clerical
Worker

Now, re-read your response to the customer. Check off all the skills you used in your
response and identify how you demonstrated it:

Example Of How | Used This Skill in My Response

M Identification Thank you for calling System Solutions. My name is Raj, how can | help
you¢e

Listening

Pays Attention

Shows Empathy

Be Tactful

Respect
Confidentiality

O OO0 0 000

Be Patient
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The Importance of Memory

Memory — specifically your ‘working memory' — is very important for clerical workers.
Working in an office, you will be expected to handle information, juggle and multi-task
and maintain focus on details. Having good memory skills will make you more
productive, help you build strong organizational skills and will lead to higher job
performances.

As a clerical worker, here are some tasks that require good memory skills:
e Customer information and data
® Financial records
e Knowing policies and procedures

memory on a scale of 1 to 10 (1 being terrible

%D Think About This: How would you rate your
and 10 being excellent)?

If you struggle to remember details and information, don’t worry. There are lots of tips
and tricks you can do to help you improve your memory, such as:

M Keep a pad of paper near you and take good notes

M Keep an agenda or planner near you to write down appointments
M Use different apps to help you stay organized

M Listen carefully and ask for clarification when necessary

M Break down tasks and large chunks of information into smaller, more
manageable pieces that are easier to remember
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Learning Activity 4.3 | W& W e

Let’s put your memory to the test. There are two scenarios below. Schedule time with
your instructor to role-play ONE of the following phone call scenarios. See if you can
remember the soft skills that you have learned so far.

Scenario A: The Krusty Krab Head Office

Situation The customer is calling fo complain about their experience at a
local Krusty Krab. The caller says that service was slow, the staff
was rude, and the food was overcooked.

Barrier The customer has poor cell reception, and the call keeps cutting
out

Suggestion to Offer

Desired Outcome Customer is satisfied by the end of the conversation and plans
to revisit Krusty Krab locations in the future.

Instructors Notes

Scenario B: Degrassi High

Situation A parent is calling the school to complain about recurring issues
that are happening at school between their child and another
student. They have tried discussing their concerns with the
teacher, but the issues keep happening, and they are frustrated
and concerned. The parent would like fo meet with the principal
as soon as possible.

Barrier The principal is away at a conference for the rest of the week.

Suggestion to Offer Schedule an appointment with the parents to meet with the
principal as soon as possible.

Desired Outcome The parent feels respected and validated. They have an

appointment scheduled at the principal’s earliest convenience.

Instructors Notes
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Decision Making and Communication

Learning Activity 4.4a |® & = /

Below is a list of decision making and communication skills that are necessary for
clerical workers. Read them over and come up with an example of a solution you
would propose in each scenario. The first one has been done for you.

Skill

Possible Solution

Encounter delays due to low
stock or resources

Encounter delays due to
equipment faults

Encounters errors in
administrative and financial
records

Encounter delays due to
incomplete records

Encounter inaccurate or
incomplete forms

Encounter dissatisfied
customers, co-workers

Receive inaccurate orders
from supplies

Schedule a regular inventory check to stay on top of
things and ensure purchasing is done with enough time



Learning Activity 4.4b | ® 5 = /

Similar to the previous activity, let's look at communication skills that are important
as a clerical worker. Using the examples provided below, provide a response to
match each situation.

Skill Possible Response

You have called a client to give
them instructions to follow
before their next appointment.

A supplier called to notify you
that they are out of stock for an
item you had ordered.

A client tried to call during
lunch hour and left a message
asking about their upcoming
appointment

A coworker has come to you to
complain about an error on
their pay.

An unhappy customer has
called to complain about an
item they purchased and would
like to return it.

Someone calls, but you are
having a hard time
understanding them because of
the noise in the background.

A client hasn’t shown up for their
appointment yet. This is the
second time they haven't
shown up.
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Self-Assessment

Now that we have completed the module on Module 4: Communication Skills -
Phone, take a moment to complete the self-assessment below.

Yes Somewhat No

| feel confident in how | communicate with people
over the phone.

| know the importance of identifying myself over the
phone.

| can listen and pay attention to the other person on
the phone.

| am confident that | can respond with empathy and
tact during difficult conversations.

I understand the importance of respecting
someone’s privacy and confidentiality.

I can politely ask for clarification when | don't
understand something that has been said.

Take a moment to sit down with your instructor and discuss if you have any concerns
about your skills development.
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Difficult Vocabulary

Productive Appropriate Positive Confident

Distracted Impression Humour Private

Appropriate To be suitable for a Productive To work hard and be useful
situation

Positive To be upbeat and Distracted To be unfocused
confident

Impression A feeling or idea about Humour Funniness, as in jokes or gags
something

Confident Positive and strong Private Something that is personal or

confidential

Learning Activity 5.1a | ¥ /

Write a sentence using the BUZZ words provided.

ST

PRODUCTIVE, IMPRESSION

SR

APPROPRIATE, POSITIVE

ST

HUMOUR, DISTRACTED

| SR

PRIVATE, CONFIDENT
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Learning Activity 5.1b | W =
Use the vocabulary words to complete the following sentences.

Appropriate | Confident | Distracted | Humour |

Impression | Positive | Private | Productive

1. Using in the workplace is a nice way to get to know your
coworkers.
2. Naomiis a very employee. She is always smiling and friendly.

3. Josefis not very organized. It is easy for him to get

4. Our team worked very hard today! It was a very shift.

5. Whenever he talks about his family, | get the that he is @
good dad.

6. When discussing something that is , make sure no one else

is around and that you are quiet.

7. Emilio has an appointfment with Human Resources. One of his coworkers was

offended and complained that his jokes are not for the
office.
8. Amalis an excellent Administrative Assistant. We are that she

will get promoted soon.

()
-
SPELL CHECK! QJJ

Humor or Humour? Neighbor or Neighbour?
Labor or Labour? Color of Colour?

Both versions of spelling are correct. Words that end with
“or" fall under American spelling, while words ending
with “our" are considered Canadian and British ways of
speling.  All  are acceptable, although some
offices/companies prefer employees use Canadian
spelling.

- /)




Socializing At Work

Most places of work have more than one employee, so being able to work as a positive
and productive member of a team is important. Keeping workplace relationships
professional is key to successful teamwork. Keeping these interactions both positive and
productive is key to being successful at work.

Whether you have worked with a coworker for a couple of weeks or even a decade, it
is likely that you may have formed a friendship. Having friends at work can be great. It
makes the day go by a little better and it gives you someone you feel safe to brainstorm
and discuss ideas with. However, it is best to develop a clear boundary between your
friendship and your personal interactions. Keep in mind that you don’'t want your work
friendships to get in the way of your job. Remember: you are coworkers first, and friends
second.

Learning Activity 5.2a | e/
Read the following scenarios and decide how you would deal with the situation:

1. Your work friend invites you out for a drink after work. You've been working really
hard and could use a little break. Do you:
a. Say no, because you never mix personal and professional.
b. Say yes but just go for one drink or dinner.
c. Say yes and have a night out venting about the office.
d. Suggest going for lunch the next day instead.

Explain your response:
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2. You go shopping during lunchtime with some work friends. You are a little longer
than you should be, and it looks like you are going to be 15 minutes late getting
back to work. Your friends seem unconcerned. Do you:

a. Leave without your friends, so you can be on time.

b. Letyourboss know when you get back to work that you are late and that
you will make up the time.

c. Keep shopping and hope no one notices when you get back.

d. Call your boss and turn in your tardy co-workers.

Explain your response:
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3. During a meeting, your friend suggests a policy that you strongly disagree
with. You know it's something they think is important, but you believe it would
not be a good change for the company. How do you respond when your
boss asks your opinion?

a. Back your friend up because it's important to them.

b. Choose not to give an opinion and talk to your friend privately about
it.

c. Give your opinion on the topic because that is your job.

Explain your response:

4. A co-worker's mother recently died. Do you:
a. Call the friend at home to express your condolences.
b. Send a text or message on social media.
c. Send a card around the office and take a collection towards flowers.
d. Sit with the family at the hospital.

Explain your response:

Learning Activity 5.2b | v/

Can you think of a time when you had a positive friendship at work2 How did it impact
your work? Explain.
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Greeting Customers and Clients
Put Your Best Face Forward
Customer and client interactions are important parts of any business. When you are
meeting with clients, whether just to welcome them to the office or to sit down and go

over a document together, you need to put your best face forward. To do that,
remember the Three P’s:

1. Presentable
2. Polite
3. Positive

When it comes to making a good impression on people you should always consider
the Three P’s. The old saying, “You never get a second chance to make a good first
impression holds” frue tfoday. First impressions are important and they set the tfone
for your relationship with a client or co-worker.

Learning Activity 5.3 | =
Do you make a good first impression?

ALWAYS | SOMETIMES | NEVER

Are you presentable when meeting someone for the first
fimee (clean clothes, tidy appearance)

Do you greet people when they first arrivee

Do you offer to shake their hand at infroductiong

Do you make eye contact with the person you are
speaking withe

Are you friendly and offer a smile to make someone feel
more comfortable?

Do you maintain confidence and poise?¢

Do you try to make a connection with the person you are
speaking with by engaging in conversation?

Are you aware of what your body language might be
sayinge
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Learning Activity 5.4 | =l

Read the following scenarios and decide what the person could have done better.

Scenario 1

Asher works at a busy hair salon. They are supposed to greet customers, answer the phone
and book appointments, but since it's so busy today they're also helping out on the floor.
When Rowan came in for her appointment, all the hairdressers were busy, and Asher was
sweeping the floor. Asher saw Rowan, but kept sweeping because they knew no one
could take her for at least 10 minutes.

Q This was Rowan'’s first time at the salon. How do you think she felt, and what do you
& think Asher could have done differently?

Scenario 2

Avery arrived at her interview with InnSURANCE 10 minutes late. Traffic was bad and she
stopped for a coffee on the way. When she got to the office, she was a little out of breath
because she had to park several blocks away. She forgot the name of the woman she
was supposed to see.

Q What kind of first impression do you think Avery made on her interviewers?
Y

Scenario 3

Graeme was working in a busy office. He was on an important phone call with a client
when his new manager arrived for her first day of work. When she got to Graeme'’s
desk, he shook his head at her and made an awkward gesture. His new manager was
a bit confused and left to meet the next person.

What could Graeme have done differently to have balanced the needs of

“@ his client and his new manager?
£,
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First Impressions and The Handshake

More than just body language, a handshake is very important in business relationships. There
are studies that show how important a handshake can be. One study even drew a
connection between a “good firm handshake” and whether someone would make a good
employee or not. Before we examine this closer, review the pictures below. Imagine you are
meeting a manager for a job interview. Which of the following would be considered an
appropriate way to shake their hand?

Vi g,

/ ‘”K_—-’ )l‘ ¢ .i\
¥ \ /L\,_, ) ™

L '-\
—~ ~

A good handshake can create a sincere connection between you and the person you
meet. While a handshake seems simple enough, there are ways to make a bad impression
with a handshake. To master the art of the handshake, remember the following Do’s and
Don'ts:

Do’s: The Good Handshake Don’'ts: The Bad Handshake
M Either initiates the handshake by Not offering your hand when the other
reaching out first, or immediately initiates a handshake
responds when a hand is offered X Too strong or weak of a grip
M Firm grip without being too strong Lasts longer than 5 seconds or has
M Lasts about 5 seconds, or may have more than three “shakes”
one or two “shakes”

No one is exempt from having a bad handshake; even famous politicians, business leaders,
actors and sports professionals have an awkward one now and then. Don't believe us?
Check out the Top 10 Most Awkward Handshakes of All Time on YouTube:

https://www.youtube.com/watchev=WixdWIuJVYQ

In 2017 “The Handshake” became a very popular topic in news and entertainment media
as various high-powered officials from around the world demonstrated how not to shake
hands. They weren't the first! “Bone Crusher” handshakes became a mainstay of political
interactions, with world leaders almost arm wrestling each other to show strength through
their shake.

While shaking hands is considered a normal and appropriate way to greet someone here
in Canada, we must also consider the role culture plays when offering our hand at an
infroduction. There are cultural “rules” around the world where handshakes must be
considered. For example, in Muslim countries, it is not appropriate for women to shake hands
with men.


https://www.youtube.com/watch?v=WixdWIuJVYQ
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Learning Activity 5.5a | rablly /

There are many ways to greet people around the world. Watch “Cultural Efiquette: How
Greetings Differ Around the World” on YouTube. Use the space below to make notes as you
watch. Once finished, your instructor will give you a question sheet to complete.

Cultural Etiquette: How Greetings Differ Around the World
https://www.youtube.com/watchev=lvH4Pg270Jk



https://www.youtube.com/watch?v=lvH4Pq270Jk
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1. Think about everything we have covered. In your own words, how would you
describe a good handshake?

2. Consider what you learned about cultural greetings. How would you
determine the appropriate way to greet a person when you first meet them?2
There are no wrong answers.

3. Working with a partner or your instructor, take turns practicing your greeting
for an interview. Remember, you want to make a positive first impression.
Consider the information we have reviewed when presenting yourself.
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Humour In the Workplace

Humour can be a positive way to break up the day. When appropriate, it builds morale
and creates a positive, tfeam-building atmosphere. However, when done incorrectly it
creates bitterness and can distract from work.

Studies even show that humour makes people seem strong and confident in the
workplace. Employers see it as a positive quality in employees, and well-placed humour
can help you build positive relationships with your coworkers and employers. However,
using humour incorrectly — such as a misplaced joke or a crass sense of humour - can
create a toxic work environment.

Here's how you can become a Hilarious Hero at work:

WHAT SHE

'SAID |

Having a positive workplace relationship with your coworkers can help you
navigate when and how to joke with them (example: knowing their hobbies,
interests, pets, etc. will give you topics you can discuss and joke about.)

Offering a light joke or funny anecdote during a presentation or virtual meeting
can help engage the people who are listening.

Humour can help put people at ease during difficult or stressful times; just be
careful and gauge whether it is a good time to use humour or not.

Using puns (play on words) can make a comment funny in a silly way.

An office joke should focus on an event, not a person or group of people.
Jokes should never single a person out in a negative way.

The goal of workplace humour is to laugh with people, not to laugh at them.

Humour should never focus on religion, race, sexual orientation, gender or other
personal factors that could be seen as offensive. Most workplaces have strict
policies against this type of bullying behaviour.

Use sarcasm very carefully; it can be seen as belittling or mean-spirited.

Never put down your co-workers, boss, company or the products you are selling.

Y& READ THE ROOM

'S
THAT Michael Scott (played by actor Steve Carell) from

the hit show “The Office” often demonstrates
perfect examples of appropriate and
inappropriate jokes for the workplace.

Michael has a different relationship with each
staff member, but his humour style never
changes. Some staff members find his jokes funny,
while others may be offended. Often, this ends up
with people complaining about his behaviour.



Learning Activity 5.6 | =
Appropriate or Not Appropriate?
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Read the following jokes and determine if they are appropriate or inappropriate for the

workplace. Below each, explain your choice.

Appropriate

Not
Appropriate

“l asked Lucy if | could leave work early the other day, and
she said 'yes, if | made up the time." | said, "sure, it's twenty
past fourteen!”

EXPLAIN:

"Congrats to Allen for finishing that marathon — and we
thought his fastest sprint was towards the lunchroom!"

EXPLAIN:

“Classic Omar! He forgot to submit his timesheet — | swear
he has dementia.”

EXPLAIN:

“I'm glad | wore my loose pants today - | see Roxanne
brought in her delicious chocolate chip cookies for staffl”

EXPLAIN:

“Lydia was just showing me pictures of her new puppy. She
knows that 1 like big mutts, and | cannot lie.”

EXPLAIN:

“Magda is in a wheelchair while she heals from surgery. |
bet she will win Musical Chairs at the company holiday

party.”

EXPLAIN:

“| heard that Stefan left his wife for a woman he met at the
gym. I wonder if that relationship will ‘work out’.”

EXPLAIN:
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Keeping Focused at Work

Learning Activity 5.7 | 4%
How easily do you focus in the workplace? Take the quiz:

Do You... Always | Sometime Never

... have trouble concentrating when there is
a lot of noise?

... join in every conversatione

... chat with everyone who walks by

.. check your social media feed frequently?

.. have tfrouble doing one task at a time¢

.. have your email open constantly?

.. make personal phone calls at work?g

If you answered “always” to three or more of these questions, you likely need to work on
your concentration skills. The good news is concentration and focus are things that you can
work on and improve with time and practice.

*Remember each office has its own culture and what is appropriate for one might not work
in another.

On the following page we are going to look at ways to make us more efficient and
focused while at work.
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Strategies For Staying Focused and Organized At Work

GET ORGANIZED

=)
EEE

BE PREPARED

A=
f——

d:

LIMIT DISTRACTIONS

GG

M Write a task list and keep it in sight. This will help keep
you on frack throughout the day.

M Use your calendar to keep track of meetings, appointments
and your fto-do list. You can do this on a paper-based
calendar if you like or, if you prefer, you can use a calendar
on your phone or on your email.

4| Keep your space neat and tidy so you don’t get distracted.

M Review your schedule and prioritize tasks so that

M set specific times for breaks and, if it's appropriate, keep
healthy snacks and water close by, so you can stay at your
desk if you get hungry.

M Put your phone in a drawer or change your notification
settings so you are only notified with specific information.

M Did you know that most phones allow you to add
exceptions to your do not disturb settingse For instance, you
could add an exception for your child’'s school.

M Let co-workers who are close by know when you really
need to focus on something.

M If it's appropriate at your office, try putting on
headphones and listening to music without lyrics. This can
help to drown out background noises.

M If possible, don't let your email run in the background all
the time. Check your email at specific points throughout
the day, so you aren’'t constantly being distracted by
every note that pops up.



Learning Activity 5.8 | ANy

Do you think you are good at multitasking? Let’s put it to the test!

A. Openthe “Timer” app on your phone or go to the ‘Clock’ app and find the
timer. Then, start the timer and type the following below while it is running.

® | enjoy reading a good book in the winter.
e 1234567891011121314151617 1819 20.
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&) TIME 1 =

B. Do it again, but this time write a word from the top line, and then
underneath it, write two numbers from the bottom line. It should look the
same as above when you are done. Don’'t forget to fime yourself!

43 TIME 2 =

C. Which was faster? Why do you think?2
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Build Your Attention Span

If you have trouble focusing on a task for more than a few minutes, try the 10/15/20
method. Set the timer on your phone or watch for 10 minutes. Work solidly on your task
until then, and don't let anything distract you.

After 10 minutes, take a short break and then try again.

Once 10 minutes is easy for you, change the setting to 15 minutes.

Oral Communication and Working with Others

According to the Essential Skills profile for Administrative Clerks, following oral
communication and teamwork skills have been identified as being important.

Leave and listen to messages from clients/customers

Communicate with suppliers about products and costs

Exchange information with coworkers about policies and procedures

Provide information to customers/clients, etc.

Partficipate and possibly facilitate staff meetings

Listen and discuss complaints from customers/clients and try to resolve the issues
brought forward

Conduct inventories and communicate with coworkers about what resources
are low in stock




Self-Assessment
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Now that we have completed the module on Module 5: Communication Skills — In
Person, take a moment to complete the self-assessment below.

| know the difference between appropriate and
inappropriate communication.

Yes

Somewhat

No

I understand the importance of making a good
impression and feel confident | can do so.

| am committed to being a positive and productive
member of a team/staff.

I can identify and use different strategies to help me
stay focused and limit distractions at work.

I can effectively multitask OR | am actively working
on improving my attention span.

I can use humour in a professional way, and |
understand the consequences if | use inappropriate
or offensive humouvr.

| feel confident in maintain a positive conversation
with customers/clients/etc.

Take a moment to sit down with your instructor and discuss if you have any concerns

about your skills development.
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Difficult Vocabulary
Miscommunication  Unprofessional Explanation Information
Personalize Punctuation Emoiji Necessary

LEARNING ACTIVITY é.1a | & /

Using the vocabulary words listed above, complete the following crossword puzzle.

Across Down
2 News or knowledge 1 A lack of understanding
3 To make something to meet an individual’s needs 5 Important

4 Not proper/amateur

6 Small pictures embedded in emails and texts

7 To give areason

8 Marks used to clarify meaning in sentences (., !;: 2)
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Learning Activity 6.1b | S

Complete the following email by filling in the blanks with words from our vocabulary list.

Emoji | Explanation | Information | Miscommunication
Necessary | Personalize | Punctuation | Unprofessional
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NEW MESSAGE

To: ehannon@dundermifflin.com
Subject: Inappropriate Email Communication

Good afternoon, Erin
It is that | send this email in writing to avoid any

To offer an ., we have

received a complaint from a client that your emails are
. You did not the
email, and the client was not clear if the was

for him. It was also mentioned that your repeated use of

and improper made the client feel you were not

serious.

Please be more aware of how your written communication is being received by
clients. Should we get more complaints, we will have o look into disciplinary
measures.

Sincerely,

Toby Flenderson
Human Resources

__sino JU O &) W~
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Tips For Effective Email Communication

Learning Activity 6.2 | @ = /

Below is a sample email. Take a close look at where certain functions are for how to send
the email to different recioients. Answer the auestions below.

Message Insert Format text

">} =

=
1w  spetrilo@shadypinesceo.com « ¢ TO: the person you are writing
cc dzbornak@shadypinescfo.com « ¢ ﬁ]% (ecrr?cr]ki)‘on Copy): this person also receives

gee bdevereaux@shadypinescoo.com « ¢ F&%i{%g”%ggﬁﬁgm Sce%%“ym's person also

Ay Oi: -~ O [ oo B ) 2

Attach a Document

N

Subject: Shady Pines - Site Tour “

Hello Sophia,

SUBJECT LINE: what the
email is about

<

| have received your email about scheduling a site visit of Shady Pines. | am able to accommodate a visit from
all upper management on Tuesday April 22 at 10:00 am. Please let me know if there is anything you need me
to prepare ahead of your visit.

Kind regards,

Rose Nylund si .

« gnature:

Program Manager - Shady Pines * Name
d 9 v e Position/Title

13 Everglades Drive, Miami FL 35692 e Compan
Tel: §13-547-###4# * Contact %formoﬁon (including email and website)
N

Answer the following questions:
1. Who is the email to?

2. Whois being BCC'd?

3. What font is being used?

4. What size font is being used?

5. Based on the information you can see, who is this tour fore Explain your answer.
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The Art of Email

A lot of workplace communication is being done through email these days. It's very
convenient and almost instant. Because of the format, it can feel informal, but there are
rules of etiquette and privacy around workplace emails that should be followed.

Email Structure

M Grammar, spelling and punctuation are important in email communication. Major
errors can lead to miscommunication and minor errors can make you seem
unprofessional. All email programs have grammar and spell checkers imbedded in
them. After you've written your email, take a minute to review it, then ask yourself
“does this make sensee”

M Use proper sentence and paragraph formatting. An email may seem informal, but
it is a professional document.

M Don't use ALL CAPS or BRIGHT RED LETTERS. This is the equivalent of yelling in an
email.

M Generally, avoid using emoticons & @ & too much punctuation in your emails!

M Stick with clear and simple messages using only standard punctuation.

M Choose a simple font and colour and stick with it. Choose a simple colour like
black or blue. Some fonts can be hard to read, while others take away from the
importance of your message.

Like this - Too smalll to read easily.

Like this - this font distracts from the message.

Like this - this font is too condensed. It is difficult to read.
Like this - silly or ornamental fonts are unprofessional.

M Always use the subject line. People are busy and stating a clear and concise
email subject can help them prioritize their work. Also, did you know that if you
continuously send emails without a subject line they might get flagged as SPAM?
This means they will be put in the “junk” box and might get deleted before they
are read.

M Respond to emails quickly. This lets the sender know you received it.




Privacy And Content

Though it might seem like it, email is not a private form of communication. Once you
send information in an email, you lose control over it. It is very easy for information to be

misplaced or shared these days.

Here are some hints to keep content private and professional.

When Emailing Information About a Client
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Don’t put a client’s full °
name in the subject line

Each workplace will have its own rules about
this.

Perhaps you will be allowed to use just a first
name, initials, or a client/case number.
Always confirm the company’s preference if
you are unaware.

Don’t over-share
information

Keep the email to the point and on a “need
to know” basis.

Remember, you are sharing personal
information about a client. Protect as much
of it as you can.

Get consent

Consent is permission. If you are sharing
information outside of your office/agency,
you must get consent from the client first.
The most effective way of getting consent is
to have the client sign a Consent Form so
that it is documented with their signature. If
this is not possible, you can get verbal
consent from the client.



Internal Emails to Co-Workers/Supervisors
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00 OO

Keep your emails short
and to the point

People are busy; if you provide too much
information, they may miss the important
points

Pay attention to who you
are replying to!

Group emails can be a great way to share
important  information  with  a larger
audience.

If you are replying to an email, make sure
you reply to the correct person.

Reply means you are replying to the person
who sent the email

Reply All means you are replying to all
people included in the email.

Be careful of the content

Never write anything in an email that you
wouldn’t want to be made public.

Once you hit Send you lose control of the
email.

When sending an email, you are frusting that
the person on the other end will keep it
private — but you never know.

Know where to find your
emails

There are generally multiple copies of emails
once they are sent.

For example, if you send an email to your co-
worker, it will show up in their Inbox. That
same email will show up in your Sent folder.
Once an email is deleted, it can be found in
the Trash folder.

Understanding the
corporate culture

Some companies encourage employees to
be friendly with one another; adding a few
emoiji or pictures to your email is welcome.
Other companies may prefer you to keep all
email interactions professional.  Always
check what the company policies are and
make sure you abide by them.

Gossip

Never, ever gossip over email or share
unnecessary personal information.

As mentioned above, once you send the
email, you lose control of it. The recipient of
the email could forward it/send it to others
and then that information can spread wildly.
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Learning Activity 6.3 | =/

Read the email below and answer the questions.

Message Insert Format text Draw Options

1 dalhrstaff@fakemail.com

L
e

Cec
Bce

Amanda Richardson File
Hey everyone,
Thanks for covering for me while | 'was sick. | had a terrible flu that just wouldn't go away. Honestly, | hope no one else gets it!

Anyways, I'm back now and trying to catch up on work. Who was working on the Amanda Richardson file? | have some questions
about it. Does anyone know if she was off sick for 12 days last year or 21 days? | need to know because she is only entitlied to 14 sick
days, so if it was 21 days, she needs to repay that time or get a doctor's notes proving she was really sick. Who's off that much,

anyway?!

Regards,

C.C McDonald

Human Resources

Group One Corp.

111 §t. Lawrence Blvd., Kingston ON
613-547-####
ccmedonald@fakemail.ca

www. fakewebsite.ca

1. Who is the email to¢

2. Whatis C.C. McDonald’s job ftitlee

3. Find three examples of inappropriate information shared in the email.




4. Using the space on the following page, rewrite the email so that it is appropriate for the

workplace.
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Rewrite The Email So That It Is Appropriate for Work
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Learning Activity 6.4 | J o

Email your instructor a quick note about why you missed class last week. Make sure you
include a subject to identify what the email is about. Your email should use full sentences with
appropriate tone. There should be minimal spelling/grammar errors. Make sure to thank your
teacher for understanding and set up a date to catch up on the work you missed.

@@ If you don’t have an email address (or prefer to not email your teacher) use the
‘@ o/ space below.

New Message - 7 X
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Personal Email and Finding a Job

If you are looking for a job, you are likely to use your personal email address to send
resumes. Most jobs these days require that you look at the profile online and then either
apply online or send a resume through your personal email.

Your personal email says a lot about you. Employers notice. When looking for jobs, your
email address should be professional. Think about it as the suit you wear to an interview.

TIPS TO TRY:
M use your name: Rosa.Squire@.......... com
M Use a few numbers or special characters to personalize it: Rosa.Squire21@gmail.com
M use initials or version of your name like Rosa.e.Squire, RE_Squire, SquireR
M Add your city or province like Ontario_Rosa@........ com

M Use a well-known email server such as Gmail, Outlook, Yahoo and Live to avoid having
your email flagged as “spam”

Things To Avoid:

Cutesy nicknames like Rosysquirrel@......... com; these may be fun and
easy to remember for your friends, but they are unprofessional for work.

Anything sexualized or that you might use for a dating sight hotbody@........ com.
Anything which mentions drugs, alcohol or partying like beers420@....... com.

Too many numbers or characters at the end of your name, such as
rosa.squire21 3!45@....... com; this can be hard to remember, and annoying to
type in. (Consider having to give this over the phone. Is it quick and easy, or does
it require explanations and corrections?)

Health status or other personalized words which may give an employer
reasons to ignore your application survivor@....... com.

Political references.

Final Tips on Job Search and Email Addresses:

M if your email address is on your resume, check it regularly.
M Keep a digital version of your resume handy, so you can quickly email it out if needed


mailto:Rosa.Squire21@gmail.com
mailto:Ontario_Rosa@........com
mailto:Rosysquirrel@.........com
mailto:hotbody@........com.
mailto:beers420@.......com.
mailto:rosa.squire21_3!45@.......com
mailto:survivor@.......com

Learning Activity 6.5 |

& b
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Are these email addresses appropriate for work or a job search?2 Give a reason why or

why not.

Email Address

Appropriate Vs.
Inappropriate

Why Or Why Not?

happylover@....... com

Singh 1.t122.4-5@......com

SinghF.12@......com

bubblegumgirl@......com

Amelia.j.Watson2@....... com

NDP_supporter@...... com

Tories _for the win@....... com

Your Email Address



mailto:happylover@.......com
mailto:Singh_f.t!22.4-5@......com
mailto:SinghF.12@......com
mailto:bubblegumgirl@......com
mailto:Amelia.j.Watson2@.......com
mailto:NDP_supporter@......com
mailto:Tories_for_the_win@.......com
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Writing, Communications and Digital Technology

Written communication and digital skills are probably the two most important skills for
clerical workers and often connect to each other.

For example, a clerical worker is regularly tasked with writing reminders and short notes
for co-workers, such as reminders about upcoming meetings and report submission
deadlines. Those reminders would have to be typed as a document and/or sent in an

email. See how those skills overlap?

Learning Activity 6.6 | =

Below is an incomplete list of written communication and digital tasks that are part of
most job descriptions for office workers. Read the ones that are provided and consider

how it connects to the incomplete skill.

Writen Communication

Digital

Use word processing programs to create
letters to clients.

Use payroll software to track staff hours and
submit timesheets.

Create financial that

spending.

reports highlight

Schedule client appointments based on
staff availability.

Use software to create a presentation for an
upcoming meeting.



Self-Assessment
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Now that we have completed the module on Module 6: Email take a moment to

complete the self-assessment below.

I am confident in my written communication skills
(i.e. grammair, spelling, punctuation).

Yes

Somewhat

No

| can write professional emails using proper email
structure.

| can identify appropriate and inappropriate
information and what to include/not include in
written communication at work.

I understand the importance of protecting private
information in emaiils.

I understand the importance of collecting consent to
share a client’s private information with others.

I can identify how written communication, and
digital skills overlap and feel confident in my abilities
to use both professionally.

Take a moment to sit down with your instructor and discuss if you have any concerns

about your skills development.
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Numeracy At Work

There are many ways an office worker uses math in the workplace. Here are a few:

M Calculate summary averages

M Calculate and verify invoices and
receipts

M Record payables and receivables
against various ledgers

|Z[ Calculate discounts, taxes and
currency exchanges

M Handle cash/debit/credit
tfransactions and provide change

M Count and sum totals

M Monitor budgets

M Compare operating statistics
M Estimate levels of inventory

Learning Activity 7.1 | v =

Think about your own math skills and complete the following self-assessment. Check all the
things you can do independently:

L Read a traditional
analog clock

L Read a bus schedule

L Read a map

L Make change

O Add multiple integers
and carryover

L subtract multiple
integers and borrow

L Multiply

U Divide

[ understand decimals

L convert numbers to
fractions

L convert fractions to
decimals

L Estimate costs

U Use a spreadsheet to
frack purchases

U Read charts and
graphs and
understand data

[ understand and use
formulas to use in
spreadsheets

If you struggle with basic math skills, now is the fime to improve. It will help you feel more
confident in your daily life. If you are taking this program through a literacy centre, ask your
instructor about getting extra math support or joining a math class.

fﬁ « If you are working on your own, consider upgrading your skills
[ GCFGlobal  oniine through GCF Leamn Free’s Global online classroom:

Creating Opportunities for a

N 2 https://edu.gcfglobal.org/en/subjects/reading-and-math/.



https://edu.gcfglobal.org/en/subjects/reading-and-math/
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Think about the types of math you regularly use. What math skill would you use to figure
out each of the following? Match the following types of math to the daily activities listed
below:
1. Addition A. Calculating what portion of the workday is spent in
meetings (e.g., 1/4 of 8 hours)

2. Subfraction B. Splitting a marketing budget evenly across 4 quarters

3. Muttiplication C. Figuring out how many pens are needed for 15
employees if each need 3 pens

4. Division D. Adding up monthly expenses to determine the total cost
for a project

5. Fractions E. Determining how much sales increased this month
compared to last month

6. Percentages F. Removing outdated entries from a mailing list of 500
contacts

Math At Work and In Life
Learning Activity 7.3 | e =

Math skills, such as adding, subtracting, multiplying and dividing, are the building blocks for
how we use numbers (also called numeracy). Think about ways in which you have used
math this week? List them below.

Daily Activities Types Of Math
1 Calculating how much money was spent Addition
shopping
Cutting a recipe in half Division

O O N| &) O | W DN

—_
o




92

Today, many people think that because we have a calculator at our fingertips, we don't
need to learn basic math skills. But the truth is that having basic math skills helps us in so
many ways.

For instance:

Human error. People program computers, cell phones and calculators and it’s easy
for mistakes to happen. Having strong estimating/guessing skills helps you know if a
mistake is made.

Technology can fail: batteries run out, computers wear out cellphones get dropped.
Mental math lasts forever!

Understanding math can also help you with your problem solving and reasoning
skills.

Improving your mental math can stimulate your brain and help keep your brain
healthy. (Think about it as jogging for your brain.)

Knowing the basics helps you understand time, money and measurements.

Numeracy In the Clerical Field

According to the Ministry of Labour, Immigration,
Training and Skills Development, we tend to use
math daily in four different ways:

1.

A LD

Noft all jobs use these types of math or use math in
the same ways. For instance, a carpenter, an
engineer and a grocer would use measurement-
based math, while a cashier, an accountant and a
bank teller would use more money math.

Data - Reading charts and graphs
Money - Costs, comparisons and calculations
Time — Scheduling, reading clocks

Measurements - Finding height, weight,
volume and more




Learning Activity 7.4 | & J

Consider everything you have learned to this point. There are a lot of skills needed to work
in an office. Thinking about the different skills and responsibilities for clerical work, think of
two examples of money, measurement and data are used.

1.
Money
2.
1.
Measurement
2.
1.
Data
2.

In clerical jobs, you will use math in different ways.

In the following activities, assume that you are
working for the local gym.

You are working as a clerical support.

You handle scheduling, new registrations, phone
and email inquiries.




Learning Activity 7.5a | s/

You are asked to change the monthly swimming schedule. You want to add an exira
hour to the popular “Seniors Swim" one day a week. Read the survey and answer the
questions below.
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Day Amount of Seniors Swimming Amount of Seniors Swimming
7:00 - 8:00 AM 4:00 - 6:00 PM

Monday 87 52
Tuesday 77 56
Wednesday 45 61
Thursday 56 65
Friday 36 46
Saturday 21 62
Sunday 66 36

Using the information above, answer the questions below.

1. Why do you need to change the swimming schedule?

2. How many people in total swam in the mornings?

3. How many people in total swam in the afternoons?

4. How many people in total swam throughout the week?

5. Which day and time did the least number of seniors attend?

6. Which day and time did the highest number of seniors attend?

7. The next week was a holiday, and the pool was closed for two days. Only half the total

amount of seniors swam. How many people swam that week?

Which day and time would you add an exira hour of swimming and why?

Enter the times from the calendar in the schedule on the following page. Remember
that to add the extra hour per week, you will have to decide which program to shift.




Learning Activity 7.5b | =/
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Here is a written schedule of the swim programs at the local aquatic centre. Using the
data provided, fill in the schedule below.

Swim Program

Days Running

Scheduled Times

WED.

A Seniors Swim M, T, W, Th, F, S, Su 7:00 — 8:00 am; 4:00 — 6:00 pm
B Seniors Swim 1 extra hour per week

C Free Swim M, T, W, Th, F, S, Su 8:00 - 9:00 am

D Parent & Tot Swim M, T, W, Th, F 9:00-11:00 am

E Parent & Tot Swim S, Su 9:00-11:30 am

F Lessons M, T, W, Th, F 11:00 am —4:00 pm

G Lessons S, Su 11:30 am — 4:00 pm

H Swim Yoga M, T, W, Th, F, S, Su 5:00 - 7:00 am

5:00 am

6:00 am

7:00 am

8:00 am

9:00 am

10:00 am

11:00 am

12:00 pm

1:00 pm

2:00 pm

3:00 pm

4:00 pm

5:00 pm

6:00 pm Adult Free

7:00 pm Swim

8:00 pm

Private Adult Free
Lessons Swim

Children’s Party Party Party
Lessons Rentals Rentals | Rentals
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Using the chart on the previous page, answer the following questions:

1. How many hours per week are available for party rentalse

2. How many hours per week are available for private lessons?

3. If each private lesson takes 30 minutes, how many private lessons can be given per
week?

4. If you are closed Monday for a holiday, how much swim yoga will you lose that

week?
Learning Activity 7.6a | o=
Using the internet, find the closest YMCA to you.
LOCAL YMCA
Street Address: City:
Province: Postal Code:
Phone
Website
COST OF MEMBERSHIPS
Monthly Yearly
Adult
Child
Senior
Student
Family

Note: Not all YMCA's offer yearly membership. If your closest YMCA doesn’t, write N/A in
the column.
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Using the information you found online and the numeracy skills we have been building,
answer the following questions. Make sure to show your work. You can use scrap paper to
do the rough work, but make sure you include it with your final work.

1. You are selling six new memberships today. Three adult memberships, two family
memberships and one senior membership. What is the fotal sold?

2. Six students signed up for memberships. What is the total amount of money
collected for memberships?

3. Two families cancel their monthly registrations. How much money will you lose each
month?

4. Consider there is a single parent with three children. Compare the cost of 1 adult
membership and 3 child memberships to the cost of one family membership. How
much money is saved?

Calculating Timesheets
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Often, office administrators will be responsible for collecting timesheets from other staff as
part of their payroll responsibilities. But even at the simplest level, you will have to submit
your own time sheetfs.

Collecting and submitting timesheets is a very important task as people’s pay is at stake.
You need to be accurate with your calculations but also organized when monitoring
people’s hours to make sure they are paid correctly. This requires problem solving and
numeracy skills.

Learning Activity 7.7a | Sl

Samson Cowell works for a construction company. Samson works 8-hour days and has a 1-
hour unpaid lunch. He makes $25/hour for regular hours, but when he works beyond 8 hours
a day, he gets paid an overtime rate of $30/hour. He has submitted his weekly timesheet,
and you need to determine how much he earned for the week. Complete the time sheet
below by calculating the following:

1. How many regular hours did Samson work, and how much did he make?

2. How many overtime hours did he work, and how much did he make?2

3. How many paid vacation days did Samson use?¢ Paid vacation equals the same as
his regular paid hours — so how much did he make while on vacation?

4. What are the total hours for this pay week?

5. Whatis Samson’s total pay for the week of May 52

Employee: Samson Cowell Week: 05 May 2025
DATE LOG IN LOG OUT REGULAR HOURS  OVERTIME ON LEAVE VACATION TOTAL HOURS

05 May 2025 8:00 AM 5:00 PM 8 0 0 0 8
06 May 2025 8:00 AM 5:00 PM 8 0 0 0 8
07 May 2025 8:00 AM 5:00 PM 8 0 0 0 8
08 May 2025 8:00 AM 7:00 PM 8 2 0 0 10
09 May 2025 Vacation Vacation 0 0 0 8 8
10 May 2025 Vacation Vacation 0 0 0 8 8
11 May 2025 8:00 AM 6:00 PM 8 1 o] 0 9
12 May 2025 8:00 AM 5:00 PM 8 0 0 0 8

TOTAL HOURS

RATE PER HOUR $25.00 $30.00 $25.00 $25.00

TOTAL PAY
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Learning Activity 7.7b | = vl

Using MS Excel, create a spreadsheet to frack the following person’s hours. Make sure you
enter the data provided below and use formulas to do the calculations for you. You can
refer to Module 3: Computers and Technology to review the different formulas and
functions in Excel.

Employee Hiro Nakamura
Regular Pay Rate $27/hour
Overtime Pay Rate $32/hour
Vacation Pay Rate $27/hour

DETAILS:

Hiro is scheduled to work Monday to Friday and normally works 8:00 am — 5:00 pm
He has a 1-hour unpaid lunch

On Tuesday, Hiro has an appointment at 3:00 pm and needs to take the rest of the
day off as Vacation pay

On Wednesday, Hiro was asked to start one hour earlier to cover for a coworker
On Thursday, he had to work 2 hours later because of project deadline

Your spreadsheet should look similar to this:

ra

A

1 EMPLOYEE: HIRO NAKAMURA PAY PERIOD: Week of May 5, 2025

B & D E F G

DATE TIME IN TIME OUT  |REGULAR HOURS| OVERTIME HOURS | VACATION | TOTAL HOURS

B W

May 5, 2025

o

May &, 2025

& |[May 7, 2025

7 |May 8, 2025

[==]

May 9, 2025

g |May 10, 2025

(=]

May 11, 2025

1 May 12, 2025

ra

P

TOTAL HOURS
13 RATE PER HOUR
TOTAL PAY

Using the information listed above, enter the data into your spreadsheet and complete
Hiro's fimesheet for the week of May 5. Remember to use formulas that will calculate the
information for you. When you are finished, you can either email your completed
assignment to your instructor, or print a copy and hand it in.
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Money Math

As a clerical worker, there will be situations where you may have to work with money,
such as paying an appointment fee, returning a product, etc. Some companies are
cashless and only accept credit or debit. This requires knowing how to use a Point-of-Sale
system (example: Square.)

These systems do the math for you, but, as many of us have experienced technological
failures. There may be times when the Point-of-Sale system isn't working, and you must
work with cash in hand and relay on your numeracy skills to complete the transaction.

Learning Activity 7.8a | 4

Without using a calculator, work out how much change you need to provide the
following customers:

1. Serah needs to pay for her appointment with Dr. Bhanot (dentist.) The amount
owed is $76.83. She gives you a $100 bill. How much does she get back?

2. Chantal had her hair done and her total comes to $56.50. She wants to tip her
hairdresser $10 and gives the receptionist three $20 bills and two $5 bills. How much
change do you give Chantal?

3. Jack had a physio appointment today and owes $147.25. He pays with two $100
bills. How much do you give him back?

Learning Activity 7.8b | & W

Let’s roleplay! Working with a partner or your instructor, take turns being the office worker
and the customer. You can use one of the following scenarios or create your own:
e A customeris paying for a new internet router.
e A customer has come in to complain that the chemicals they bought are not
working to clear up their pool and they would like a refund.
e A client has come in to schedule an emergency appointment with the dentist.
There is a booking fee of $35 for emergency appointments.

Regardless of the scenario, your Point-of-Sale system is not working, and you need to
handle all fransactions with cash and by hand. Using fake money, practice paying for an
item and giving change. This is also a great opportunity to reflect on the communication
skills we learned earlier! Make sure you are friendly and polite during the interaction.
Customer services skills are ALWAYS important!
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Self-Assessment

Now that we have completed the module on Module 7: Numeracy at Work take a moment
to complete the self-assessment below.

Yes Somewhat No

I am confident in my ability to do simple math
(adding, subtracting, multiplying, dividing)

I can confidently solve more challenging math
problems with the use of a calculator.

| can do quick money math calculations without the
use of a calculator or cash register (i.e. make
change.)

I am confident in my ability to manage time.

| can read and understand data to find information
and make inferences.

I can collect, organize and enter data into Excel.

Take a moment to sit down with your instructor and discuss if you have any concerns about
your skills development.
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Difficult Vocabulary
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Product Research Specific Jargon
Properly Troubleshoot Document Communicate
Product The result of something Research Investigate  or  review
information
Specific Something that is clearly | Jargon Language/vocabulary
defined specific to a job or field of
study
Properly To do something correctly Troubleshooting To solve problems
Document Form or text with a specific | Communicate To share information

purpose

Learning Activity 8.1a | VAR
Use the vocabulary words to complete the following statement.
Product Research Specific Jargon
Properly Troubleshoot Document Communicate
To effectively, one must
each step taken and findings
clearly, especially when dealing with a

all stakeholders

it.

understand the issue and the

. Avoiding unnecessary

ensures that

conducted foresolve
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Learning Activity 8.1b | s/

Use the vocabulary words and create two sentences for each.

Product

Research

Specific

Jargon

Properly

Troubleshoot

Document

Communicate

Note

In the rest of the module, you will find each of the vocabulary words listed at least twice.
Take a moment to scan through and highlight the words as you see them.
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Finding and Using Information

Finding information means reading and using different strategies to get the job done
efficiently. When finding and using information, there are a few things to consider that will
help you be more effective in what information you are collecting and how you are using
it.

1. First, know why you are reading
a. Are you looking for specific information or are you looking for basic
understanding?
b. Do you need to read the whole document, or are you looking for a specific
section or piece of information?2

2. Know what you are reading
a. Preview the document —look at titles, skim the pictures and the layout.
b. Do you have the background information needed to understand the
documente

3. Check your understanding while you are reading
a. Pause as you go through to check facts and figures.
b. If you don't understand something, reread the text.
c. Do you understand the vocabulary being used? Are there too many
technical or “jargon” words being used, making it hard to understand?
d. Are you able to explain what you've read in your own words?
e. Are you able to apply what you've learned?

4. Use reading techniques to improve comprehension
a. Look up new vocabulary.
b. Use context to help you understand new information.

In clerical work, you will use documents mainly to find or communicate (share)
information. This means you are either reading documents, or creating and filing them
in. For instance, if your printer breaks at work and you need to order a new one. You
will need to do the following things:

M Research printer options to make sure they fit the needs of your office.

M Compare brands and prices by reading flyers, websites and product reviews.

M Decide which one you want.

M Order it from a website or office supply store.

M Fillin the documents and forms needed to order the printer. For instance, you might
need to fill in a shipping form, a payment form and a warranty.

M Check the order when it arrives.

M Read the instruction manual while setting it up.

In each of these steps, you will find or communicate information using a form. Finding
information requires that you read, skim or scan through a document until you see the
specific information you are looking for. Communicating information requires that you
give information by filling in a form, either on paper or on the computer.
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Learning Activity 8.2a | =/

Below is a list of steps on buying and ordering a new printer. Read over each step and
then, using the chart provided, put them into the order of first to last. Then, review each
step and determine if you are finding information (reading) or communicating information
(writing). Check the appropriate column.

Jumbled Steps to Buying a New Work Printer
¢ Ordering the printer e Request a new printer for work  eSign for the new printer
e Make a spreadsheet to e Emailstafftoletthem know the when it arrives
compare printers and prices new printer is up and running e Read the manual
¢ Troubleshoot e Research printers

Steps Finding Communicating
Information Information
(Reading) (Writing)

1

2

3

4

5

6

7

8

Learning Activity 8.2b | =/

When looking to purchase anything it is 2 CG-Computer-Guy007

important fo compare the products, prices
and read reviews. Reading reviews can tell
you a lot about a product as you can learn

8§ QWais

Reviewed in Canada on Aprill3, 2025

from someone else’s experiences. Here is a
sample review of a printer. Read it over. Based
on this review, is this a printer you would
purchasee Why or why note

Verified Purchase

The XX-1 was hard to install. The manual didn't
have a good troubleshooting section. There was
just foo much jargon to understand. When |
called Customer Service, | was on hold for a very
long time. But when | eventually got to speak to
someone, they were helpful. Once the printer
was set up, it worked pretty well. It's good on ink
and prints quickly. Sometimes the paper gets
jammed because it tries to pull more than one
sheet of paper at a time, so you need to be
careful not to fill the paper feeder.




When you were reading the sample printer review, you took the time to carefully read
over the information to make sure you understood what the reviewer was saying. Based
on CG-Computer-Guy007’s experience, you determined if that printer was suitable for
your own needs. Finding information doesn’t always have to be about reading
everything carefully; it can also mean skimming or scanning a document.

e Skimming is when you quickly look over a document to get the general idea.

e Scanning something quickly is looking over a document for a specific word or

phrase.

A perfect example is navigating a Table of Contents in a manual. If you were looking for
certain information, you would scan the Table of Contents looking for the information
you needed, such as “Connecting to WiFi.”

Hint for skimming and scanning information — use a table to help you understand the
document and find information.

Learning Activity 8.3 | S A

Review the Table of Contents of “HP 4-in-1 Printer, Scanner, Photocopier & Fax Machine”
then answer the questions on the following page.

HP 4-in-1 Printer, Scanner, Photocopier & Fax Machine

Table Of Contents
| Chapter Section Pages |
1 - Warranty 1.1 Refunds 2-9
1.2 Policies
2 — Safety & Legal 2.1 Liability 10-14
2.2  Copyright
3 -Setup 3.1 Parts 15-23

3.2 Plugs & Cords
3.3  Troubleshooting
4 - Networking 4.1 Connecting to WiFi 24 - 31
4.2  Networking with Computers
43  Remote Connection

5 - Faxing 5.1 Sending 31-32
5.2 Receiving

6 — Scanning 6.1 Colour VS Black & White 33-35
6.2  Sending

7 — Printing 7.1 Colour VS Black & White 36 —42

7.2 Connecting

7.3  Private Printing

7.4 Paper & Page Setup
7.5 Documents

8 — Troubleshooting 8.1 FAQ 43 - 49
9 — Contact 9.1 Distributers 50-53
9.2  Manufacturer
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Answer the following questions by skimming and scanning the table of contents for “HP 4-
in-1 Printer, Scanner, Photocopier and Fax Machine.”

1. What is the table of contents for2

2. What is the name of the company?

3. In which section would you find information on returning the printer2

4. In which section would you find help with connecting to your office network?

5. Where would you look if you were offline?

6. Where would you find contact information?

Sharing Information

We also use forms to communicate information. In a clerical job, you will be filing in or
creating forms. Forms can be filled in by hand or online. Either way, they need to be filled in
properly. It is important to keep documents neat and fidy. A messy form could cause
something to be delivered to the wrong area, the wrong product to be shipped or perhaps
not to be shipped at all.

Learning Activity 84| @ & / &

Imagine you've been asked to order a new printer for the office. You've done your
research, and you go over o the store to look at it in person. Please fill in the following order
form to order it.

a Go to www.staples.ca and find a printer which also scans and photocopies.

Q Use the product information to fill in the form below.

Q Assume you are shipping fo your school or learning centre.

O Make sure to add a note that your school is on the second floor of an office building.



http://www.staples.ca/
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Ordering Information

COMPANY NAME DATE (DD/MM/YYYY)
STREET ADDRESS

cIty PROVINCE POSTAL CODE
CONTACT NAME TITLE PHONE/EMAIL

Product Information

Product Name Product Number

0 VISA 0O MASTERCARD O CASH
Original Cost Including Taxes Select Method Of Payment

Payment Information

Billing Address

Company Name

Street Address Province Postal Code

Delivery Information O Same As Billing Address

Company Name

Street Address Province Postal Code

Contact Name & Title Phone/Email

Delivery Instructions
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Learning Activity 8.5 | 7

Now that you've ordered your printer, please send an email to your boss and let her know
which printer you've selected and why. List a few features and remember to add the price.

New Message

i
4

send RIS
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Reading and Document Use

There are a variety of tasks that involve reading and document use for any office
administrative staff. These tasks differ in their levels of difficulty but are all things you can
learn to do either through this training, or more advanced training afterwards. As an
administrative worker, you may be required to:

e Locate and organize data, such as names, dates, codes, dollar values,

e Locate data on files, labels and tags

e Locate data in lists, such as names, addresses, telephone numbers and email
addresses

e Enfer datainto a variety of forms, such as applications and waivers

e Locate information in a variety of forms

e Locate data by interpret graphs

e Complete complex forms, such as shipping forms that may require identification
numbers, classification numbers or information about importing

Self-Assessment

Now that we have completed the module on Module 8: Document Use take a moment to
complete the self-assessment below.

Yes Somewhat No

I am confident in my ability to research information
and use my critical thinking skills to determine what
information to use.

I can identify the steps needed to complete a task.

| am confident in my ability to troubleshoot issues
independently.

I can identify when it is time to seek additional help
when | have tried to troubleshoot issues without being
able to resolve them myself.

| can communicate messages clearly without using
jargon.

I can find and locate information from various types
of documents, such as text and tables.

| am confident in my ability to complete forms of
varying difficulty.

Take a moment to sit down with your instructor and discuss if you have any concerns about
your skills development.
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Difficult Vocabulary

This section is adapted from Literacy Link Eastern Ontario’s Clerical Curriculum.
Used with permission.

Media System Accuracy Record
Consistent Request Management Ignore
Learning Activity 9.1a | ==

Using an online dictionary or an app on your device, look up the following words and
write their meaning down.

Media

System

Accuracy

Record

Consistent

Request

Management

Ignore
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Learning Activity 9.1b | S G

Our vocabulary words have been hidden in this word search puzzle. Use a highlighter to
find the words listed below. Once you have found all the words, copy the unused letters
starting in the top left corner into the blanks below to solve the hidden message.

I A~ MG T Y I M A G T O M B
E R EASCDCIY¥Y F O APR A
m o F FETI oD ACEMN I QB
s C 5 2 U0 1 ENTIRADTE Q
L & T 1 gmMmiE3 I S & U 31 I F C
Y 5 TEMRTUDETIMCGCIC X X
o P LI REIMMHUEEKZS=SZMICH X
2 I HF D E ®XHW?Y TP A F
S DEOSCTMNCGH I Y K ER S
E I R DTY Z2 0 MWD S N N X
DM UK T A G 1 5 EH Y T
o W mMmuL oG P K Y DR M IL
M 1 A F 2P Y BED WV WY T D Q
 C Y E A M P D I RDA A O R
I F K T 2Z R X C U0 F a X E R

Accuracy | Consistent | Ignore | Management
Media | Record | Request | System

HIDDEN MESSAGE:
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File Management

An important part of working in a clerical position is data management. Today, most
companies keep both paper and digital copies of files, and it is important to keep these
records organized and consistent so that other people who need to access these files can
do so without difficulty.

As technology has changed over the years, files have taken a variety of forms, such as:
Q Paper (we refer to these are “hard copies” because they are something you can
physically touch)
Q Electronic (these are files that use different media)
o Video & audio recordings
o Multimedia presentations
o Slideshow presentations
Q Digital Storage (files that are available digitally)
o Hard drives, USB sticks, SIM cards
o CD’s, DVD's, Blu-ray (these are becoming less common)
o Disks (these are outdated)
O Cloud Storage (files stored digitally on the ‘cloud’)
a Microfiim (stores information by shrinking images of documents, text or data onto
film. You need specialized equipment to view microfim data. Think of archives at
the library.)

No matter what form a record is created in, it needs to be stored to keep content private
and secure, but still accessible to authorized staff.

The three key elements in making record management effective are documentation,
consistency and accuracy.

Documentation

Documentation means keeping physical evidence. It is a way of making sure all
information is accounted for and real. For instance, a dental office might keep a copy of
your credit card receipt to prove you paid for your last visit.

Consistency

Consistency in filing means each file is treated or handled in the same manner. This is
important so that one person may easily be able to find information that another person
has filed. Consider that you are working at a dental office. If a client comes in, any clerk
in the office should be able to find the information a person is requesting.

Accuracy

All files need to be filed properly and consistently, so information is stored and shared
properly. Again, think about a dentist’'s office. If the dentist requests a set of x-rays for
Dennis Anderson, but they have been misfiled or mislabeled, it could lead to many
problems, including inappropriate treatment plans being recommended, and loss of time
and money.
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To learn more about file management, watch the following video Introduction to Records
Management:

http://www.wisc-online.com/objects/ViewObject.aspx?ID=ORD805

An important part of fle management is alphabetizing, which means putting words or
letters in alphabetical order.

Here are some samples:

WORDS STARTING
WITH DIFFERENT Azure Byzantine Cobolt
LETTERS
ORDS § o *When organizing words that start
WORDS STARTIN ;
WITH THE SAME Sapphire Sky Steel with the same Ieffgr, Ipok fo the
LETIER second lefter — or third if needed —
fo find where it falls alphabetically.
FIRST & LAST c " Trod *The most common practice for
arney, arper, rugeavu, .. . .
NAMES R Stephen Jogtin organizing names IS.TO list the last
name first, then the first name.

Learning Activity 9.2 | =/

Put the following names in alphabetical order:

First Names

Veronica Duncan Logan Wallace Stosh

Full Names (Remember to go by Last Name, First Name)

Veronica Mars Duncan Kane Logan Echolls Wallace Fennel Stosh Piznarski



http://www.wisc-online.com/objects/ViewObject.aspx?ID=ORD805

Filing Rules
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The Association of Records Managers and Associates (ARMA) is an international body
which sets the standards for records management. The Associations has two chapters in
Ontario; one in Toronto and one in Ottawa. They keep up with changes to record creation
and management and help to inform individuals who work in the field of best practices.

There are many different filing systems which businesses may use, but the ARMA
alphabetic system is the most common.

ARMA indexes (files) by “units”. Forinstance, the name “Allan Aaron Arden™ has three units:

Allan + Aaron + Arden.

For Example:
Name Unit 1 Unit 2 Unit 3 Unit 4
Stay Puft Marshmallows STAY PUFT MARSHMALLOWS
Pizza Planet PIZZA PLANET
Bubba Gump Shrimp BUBBA GUMP SHRIMP
Dunder Mifflin Paper Company DUNDER MIFFLIN PAPER COMPANY
Stark Industries Lid. STARK INDUSTRIES ~ LTD.
Los Pollos Hermanos LOS POLLOS HERMANQOS
Alphabetical Order:
Name Unit 1 Unit 2 Unit 3 Unit 4
Bubba Gump Shrimp BUBBA GUMP SHRIMP
Dunder Mifflin Paper Company DUNDER MIFFLIN PAPER COMPANY
Los Pollos Hermanos LOS POLLOS HERMANQOS
Pizza Planet PIZZA PLANET
Stark Industries Lid. STARK INDUSTRIES ~ LTD.
Stay Puft Marshmallows STAY PUFT MARSHMALLOWS




118
Learning Activity 9.3 | @ = /

In the first chart, break each of the businesses down into units. Using the second table, list
the businesses in alphabetical order.

Name Unit 1 Unit 2 Unit 3 Unit 4 Unit 5

Canadian Imperial
Bank of Canada

National Bank of
Canada

Royal Bank of
Canada

Laurentian Bank of
Canada

Scotiabank

Bank of Montreal

Name Unit 1 Unit 2 Unit 3 Unit 4 Unit 5
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12 Simple Rules for Proper Filing

Of course, filing can be more complicated than just putting things in alphabetical order.
Luckily, to help us out, here are the 12 simple rules for proper filing, according to the
Association of Records Managers and Associates:

Rule 1 - Personal Names

Names are arranged in the following order: Last Name, First Name, Middle Name. Of
course, it might also be Last Name, First Initial, Middle Initial or somme combination thereof.

Remember: nothing before something...when one of the units is just an initial, it comes
before a name starting with that same letter. Leave out punctuation, such as periods |(.),
apostrophes (‘) or hyphens (-). Forinstance: Miles, R would be listed before Miles, Rebecca.

Name Unit 1 Unit 2 Unit 3
Terrance Anders ANDERS TERRANCE
Shelby B. Carter CARTER SHELBY B
Wilhemina Karen Jackson JACKSON WILHEMINA KAREN
Walter C. Jenson JENSON WALTER C
R Miles MILES R
Ann Marie Masterson MASTERSON ANN MARIE

Rule 2 - Personal Names with Prefixes

Common Prefixes are Mac, Mc, De, La, Van, O’ and many more. When a name has a
prefix at the beginning, such as O'Brien, simply ignore any punctuation and consider it as
one unit "OBRIEN".

Name Unit 1 Unit 2 Unit 3
Ona DuMonde DUMONDE ONA
Pauline DuMonde DUMONDE PAULINE
Ariel L' Abelle LABELLE ARIEL
Joanie A. MacDonald MACDONALD JOANIE A
Tobias C. McDonald MCDONALD TOBIAS C
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Rule 3 - Hyphenated Personal Names

Like Rule 2, when someone has a hyphenated first, middle or last name, it is looked at as
one unit. For instance: Mary-Anne is considered MaryAnne and Carleson-Graves is
considered CarlesonGraves.

Name Unit 1 Unit 2 Unit 3
Vera Andrews-Smyth ANDREWSSMYTH VERA

Mary-Anne Carleson-Graves | CARLESONGRAVES | MARYANNE

Marie-Helene DeJong DEJONG MARIEHELENE

Ginny Lee Jeong JEONG GINNY LEE
Trinity DeTom-Jones DETOMJONES TRINITY

Arianna Marie Silva-Michaels | SILVAMICHAELS ARIANNA MARIE

Rule 4 - Single Letters and Abbreviations of Personal Names

When a person uses his or her initials as their name, we index them as separate units. The
name J.K. Rowling would be alphabetized using Rowling as unit one, J as unit 2, and K as
unit 3. Nicknames or abbreviations are done the same.

Name Unit 1 Unit 2 Unit 3 Unit 4
Albus-Percival W. B. DUMBLEDORE ALBUSPERCIVAL | W B
Dumbledore
Harry James Potter POTTER HARRY JAMES
Hermione J. Granger GRANGER HERMIONE J
Edward R. Lupin LUPIN EDWARD R
J.K. Rowling ROWLING J K
Ginny Molly Weasley WEASLEY GINNY MOLLY

Rule 5 - Personal Names With Titles And Suffixes

Personal names can come with titles or professional designations. These can be Miss, Mr.,
Mrs., or Ms. Other titles could be Dr., Prof., or Const. Sometimes people use suffixes with
their names as well. Some examples of suffixes are I, lll, Jr. and Sr. Professional designations,
like CPA, MD, and PH.D, are suffixes as well.
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Prefixes and suffixes are the last indexing unit we use to see the difference between two
or more names that are the same. Prefixes and suffixes are sometimes placed in brackets
(parentheses) at the end.

e Professor James Knight would be listed as Knight, James, Professor.

Royal orreligious titles, such as King, Queen, Prince, Princess, Father or Sister, are seen
as suffixes.
e Queen Amelia Ackerman would then be listed as Ackerman, Amelia, Queen

The exception is if titles are placed before a single given name (Queen Elizabeth) or a
single last name only (Dr. Greer). Then, they are indexed as written.

Here are some examples of proper filing of personal names with titles and suffixes.

Name Unit 1 Unit 2 Unit 3 Unit 4
Mrs. Amelia Ackerman ACKERMAN AMELIA MRS
Dr. Meredith Grey GREY MEREDITH DR
Father James FATHER JAMES
Professor Rupert Knight KNIGHT RUPERT PROFESSOR
Queen Elizabeth i QUEEN ELIZABETH I
Raymond Morrison, CPA | MORRISON RAYMOND CPA
John E. Lennox llI LENNOX JOHN E Il
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Learning Activity 9.4 | l=—

Filing Rules for Personal Names

1. When filing personal names, which name is the first filing unite

2. In the following names, circle the prefix:
a. McPherson
b. St. Jacques
c. Van Kleiff
d. delaRoche

3. Number the following from one to ten to show the correct filing order. If file folders
are available for you to use at your learning centre, you could label them by
printing the names on labels for the folders. Then you could place them in the
correct filing order.

_ R.TSampson

__ Captain R. T. Sampson
__Robert T. Sampson

__ Dr.Robert Sampson

__ Robert T. Sampson, 3Sr.
__Robert T. Sampson Jr.

__ Robert Sampson
__Robert T. Sampson, C.P.A.
_ Dr. Sampson

__ FatherR.T. Sampson
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Rule 6 - Names Of Businesses and Organizations

Businesses and organizations follow the same rules as regular names. However, if a business
begins with the article “THE”, then put it in the last unit as you would a fitle.

Name Unit 1 Unit 2 Unit 3 Unit 4
Barb's Boutique BARB'S BOUTIQUE
The Baron Dollar Store BARON DOLLAR STORE THE
Copiers Are Us COPIERS ARE us
Cpt. Ahab’s Seafood CPT AHAB'S SEAFOOD | SHACK
Shack
Mr. Tee's Jewelry Repair | MR TEE'S JEWELRY REPAIR
The Worthy Coat WORTHY COAT FACTORY | THE
Factory

Rule 7 - Business Names with Single Letters, Abbreviations, Acronyms and Other
Punctuation

In businesses containing single letters, like W D Construction, each letter is a separate
unit. Acronyms, like CBC, are indexed as one unit.

Always ignore the punctuation (For example: C.B.C. should be indexed as CBC).

Name Unit 1 Unit 2 Unit 3
A B Electronics A B ELECTRONICS
Ace Repair Co. ACE REPAIR CcO
K.K.S.R Broadcasting KKSR BROADCASTING
L.A.N. Inc. LAN INC
Regal Mfg. Corp. REGAL MFG CORP
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Rules 9 And 10 - Numbers and Symbols in Business and Organization Names
¢ Al numbers, both common Arabic style (1, 2, 3, 4, 5, 6) and Roman Numerals (I, II, Ill,

IV, V, Vl....), are considered as one unit.
¢ When names contain numbers, they always come before letters in filing.

o Example: Limestone 215t Century Farms would come before Limestone Apple

Farm

e Numbers are filed in ascending order from lowest to highest.
¢ When names contain digit numerals, we arrange them in ascending order, lowest
to highest, with numbers coming before the Roman numerals, and both before

alphabetic names.

e If a number is written as an ordinal number (15!, 2nd, 39, etfc.) the “st, nd, rd” are

ignored

e If a number is written out (one, two, three), it is tfreated and filed as a word in

alphabetical order

e Symbols in a name, such as &, $, #, @, +, 2, %, are written in their word form

instead and filed using the rules above

Number, Numeral and Symbol Filing Examples

Symbol Indexed As Symbol Indexed As

& AND @ AT

¢ CENT/CENTS + PLU

S DOLLAR/DOLLARS ? QUESTION

# NUMBER, POUND/POUNDS % PERCENT

Name Unit 1 Unit 2 Unit 3 Unit 4

1-2-3 Easy Mart 123 EASY MART
1-Stop Shopping Centre | 1 STOP SHOPPING CENTRE
4th Street Market 4 STREET MARKET
$ Days Motel DOLLAR DAYS MOTEL
The Dollar Smart Store DOLLAR SMART STORE THE
Just Good ¢ Store JUST GOOD CENTS STORE




Learning Activity 9.5 | = 4

Rules For Business Names

Break down the business names into units in the table below. Remember “nothing
before something”, punctuation is ignored, and symbols are given a name.

Name

Unit 1

Unit 2

Unit 3

Unit 4
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Happy Accident
Insurance

The Elm Pub

CKTV

J.A. Massage Parlour

Mechanic's Choice

Pablo’s Pizza & Pasta

24-7 Phone Services

Infernet @ Home

B-4 You Go

#1 Used Cars

A++ Towing

Learning Activity 9.5b | ral

S

Let’s test your skills! Go to the following website and watch the video/complete the tasks.

https://www.wisc-on

ine.com/lea

rn/career-clusters/bus

ness-managem

en

t-and-

administration/bs

11418/record

s-management-apply

ng-arma-rules-i

O-

bus

If the above link does not work:
e www.wisc-online.com

e Typein “Records Management: Applying ARMA Rules to Business Filing”

and choose that file fo view



https://www.wisc-online.com/learn/career-clusters/business-management-and-administration/bst1418/records-management-applying-arma-rules-to-bus
https://www.wisc-online.com/learn/career-clusters/business-management-and-administration/bst1418/records-management-applying-arma-rules-to-bus
http://www.wisc-online.com/
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Rule 11 - Government Names

The names of government organizations have their own rules and can be complex.

First, index the jurisdiction that controls the agency
e Revenue Canada (Canada is the jurisdiction) Employment Ontario (Ontario is the
jurisdiction)

Second, state the agency name
e Revenue Canada (Revenue is the name) Employment Ontario (Employment is the
name)

Finally, qualifiers, such as “Province of”, “County of"” or “Department of” are omitted, unless
they are necessary.
e Forinstance, both the province and capital city of "Quebec” carry the same name,
so they might need to be qualified.

Name Unit 1 Unit 2 Unit 3 Unit 4 Unit 5
(Jurisdiction)
Public Works,
) KINGSTON | PUBLIC WORKS KINGSTON ONTARIO
Kingston, ON

Revenue Canada | CANADA REVENUE CANADA

Rule 12 - Addresses

If a business or personal name is identical, they need to be filed by address. Address
elements must be considered in a particular order: City, Province (spelled as the full word,
not abbreviated), Street Name, Street type/Quadrant (NE, NW, SE, SW), House or Building
Number.

Name Unit 1 Unit 2 Unit 3 Unit 4 Unit 5 Unit 6

Metro
310 Barrie St. METRO | KINGSTON | ONTARIO | BARRIE ST 310
Kingston, ON

Metro
775 Bayridge Dr. | METRO | KINGSTON | ONTARIO | BAYRIDGE DR 775
Kingston, ON

Metro
35 Alkenbrack St. | METRO | NAPANEE | ONTARIO | ALKENBRACK | ST 35
Napanee, ON
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fiant

Learning Activity 9.6 | Al =_ Y Al

Using Google, look up the five closest Tim Hortons to you. Using the addresses, create a chart
similar to the example below and file each Tim Horton's location. You can use MS Word or
Google Docs.

Name Unit 1 Unit 2 Unit 3 Unit 4 Unit 5 Unit 6
Tim Hortons
460 Gardiners Rd | TIM HORTONS | KINGSTON | ONTARIO | RD 460
Kingston, ON

Digital File Management

When filing digitally, all the previous alphabetic rules are used; however, sometimes
software programs have their own systems which might not be the same as ARMA. For
instance, MS EXCEL sorts symbols using its own system and puts numbers after letters. So, if
you are tracking paper files in a spreadsheet, be carefull

Digital files should be kept as neat and orderly as paper files. Most offices will have a digital
filing system. It might look something like this:

v P » ThisPC » Desktop » Documents

-

[ Mame Date modified Type Size
Billing 20253-05-14 1:05 PM File folder
v 4 » ThisPC » Desktop » Documents » Billing
=
[ Name Date modified Type Size

2023-05-14 1:07 PM File folder
5-14 1:04 PM File folder
5-14 1:05 PM File folder

Payment Received

Pending Invoices

Unpaid Invoices

A » ThisPC » Desktop » Documents » Billing » Payment Received

F

[ Mame Date modified Type Size

2000 - 2005 2023-05-14 1:06 PM File folder

2006 - 2010 5-14 1:06 PM File falder
2011 - 2015 5-14 1:06 PM File folder
2016 - 2020 5-14 1:06 PM File folder
2021 - 2025 5-14 1:15PM File falder
2026 -2030 2023-05-14 1:07 PM File folder
A » ThisPC » Desktop » Documents » Billing » Payment Received » 2021 - 2025
#
] Name Date modified Type Size
CHANEL, Coco 2023-05-14 1:11 PM File folder
CURIE, Marie 5-141:11 PM File folder
EARHART, Amelia 5-141:11 PM File folder
GIMSBURG, Ruth Bader 2023-05-14 1:11 PM File folder
PARKS, Rosa 3-14 1:14 PM File folder
ROQSEVELT, Eleanor 3-14 1:14 PM File folder

YOUSAFZAI Malala 2023-05-14 1:14 PM File folder
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Learning Activity 9.7 | ¢/

Reflect on everything we have learned up until this point and answer the following
questions.

1. Why do we file in such a specific way?

2. What problems could occur if we don't keep our files accurate?

3. Why should each file be standard?

Reading, Document Use and Digital Technology

Throughout this training, we have learned the role of literacy, numeracy and digital skills
play by being a successful administrative/clerical worker. Those skills are important in almost
every aspect of your job as an office worker, but arguably the most important of the
essential skills is reading. The ability o read (and read welll) can take you from being a
good worker to a fantastic one. Below are some examples of how reading is used in the
office:

e Read short notes from co-workers and supervisors
Read short text entries on forms,
Read memos and bulleting
Read a variety of instructions and procedures
Read brochures, information releases and newsletters
Read a variety of policy and procedure manuals
Read journals, magazines, books and any other reference materials that are
relevant to their jobs
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Self-Assessment

Now that we have completed the module on Module 9: Filing and Document Management
take a moment to complete the self-assessment below.

YES SOMEWHAT NO

I can identify different forms of file management and
know when to use them.

I understand the importance of consistent and
accurate documentation when managing files.

I am confident in my ability to file data using the 12
rules covered in Module 9.

I can identify what could go wrong if | do not file
information correctly.

I am confident that | can manage digital files to meet
the organization’s preferred standard.

I am confident in my reading skills and feel | will be a
capable and efficient worker.

I can identify the importance of every essential skill
used in office work.

I am confident in my skills and feel prepared to apply
for office jobs.

Take a moment to sit down with your instructor and discuss if you have any concerns about
your skills development.

COMMUNITY LITERACY WWwW.commu n|I'y| |Ieracyofonturlo.cq (£ ] @Commumlyl.narncyOnlorm.
OF ONTARIO ~ (705) 7332312 edo@‘bellnal.cu @ @lovedliteracy O @|n-ad|ll&mcr
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