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ABSTRACT
7 This curriculum guide designed to assist business and

ffice educaticn teachers to better prepare adults seeking emplcyment
in office occupations contains seven units: (1) Career Opportunities
in Business, 2 hours (general clericzl, typing, stemnography, job
market, choosing a job), (2) Communications, 4 hours (what is
communication, how and why we ccemunicate, communication barriers and
avoiding them, group discussion, extemporaneous talk, executive
briefing, telephone personality, mechanics and techniques, special
‘telerbone equirment and communication services), (3) Office Machines,
10 to 20 hours (10-key adding machines, calculating machines,
duplicating machines, transcribing machines), (4) Business Filing and
Records Management, 6 hours (record control, defining filing,
alphabetic f£iling, f£iling materials and supplies, filing procedures,
.types of filing system, special files and information systems), (5)
The Plus Factors (personal and professional qualities,
. employer-employee and employee-emfployee relations, handling visitors,
--work habits, work area, reference materials), (6) Language Arts
-8kills, 40 to 60 hours (self-assessment, grammar and punctuation
review, capitalization, number usage, abbreviations, business
_ letters, dictionary skills and word division, spelling,
. proofreading), and (7) Applying for a Job, 2 hours (resume, cover
Jetter, applying in per=on). Each unit includes a statement of unit
objective, srecific behavioral objectives, a topical content outline,
“teaching and learning activities, and resources. A bibliography of
" available resources and an appendix of teaching materials are
.included. (EN)
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FOREWORD

This document was developed by the Department of Adult Education, Montgomery County Public Schools unm
Maryland State Plan for Vocational-Technical Education to pravide adult education materials in the ar
and Office Education,

Many Businegs Education teachers of the Department of Adult Education, Montgomery County Public Schoo
excellent suggestions and recommendations for this course guide, Special recognition should be given
lowing adult education teachers who worked on the guide: ~

Marjorie Cammarota
Louise Ferreras
Suzanne Fishell

Mary Wykes

Speclal appreciation is given to Norma C. Day, Director, Department of Adult Education and Sara Pagco
cation Specialist.
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POINT OF VIEW

Adult students in Business and Office Education are presently provided with courses in Typewriting
keeping/Accounting, Office Practice, and other traditional offerings.

office occupations by providing them with units in career opportunities, communications, job appll
art skills, use of office machines, and gome "plus factors" needed for successful employment.

All requests for information regarding these materials should be forwarded in writing to Mr. Thoma
cialist in Business and Office Fducation, MSDE/DVIE, P.). Box 8717, B~WI Airport, Baltimore, MD 21




POINT OF VIEW

fice Practice, and cther traditional offerings.

?GE UPDATE, is designed to assist teachers to better prepare adults seeking employment in
providing them with units in career opportunities, communications, job applicatioms, langiage

mation regarding these materials should be forwarded in writing to Mr. Thomas E. Miller, Spe-
d 0fSice Education, MSDE/DVIE, P.0. Box 8717, B-WI Airport, Baltimore, MD 21240.
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CAREER OPPORTUNITIES IN BUSINESS

TIME: 2 hours

STATEMENT: This unit is desigmed to explore career opportunities as well as the students' own person.
tions and goals for an occupation in business, particularly in the general clerical, typing, and secr:

"0BJECTIVES: The student will be able to:

1. Rank the job levels in general clerical, typing, and secretarial occupations.

2. Describe the job requirements and duties of the specific ocupations in general clerical, tyj
secretarial fields, including wages, hours, working conditions, educational, and pérsanal ree
tunities, educatinnal requirements wages haura, and Wﬂfkiﬁg canditiansi

4, Tdentify the job market withir ‘“eir area by pooling information from newspaper want ads, emg
agencles, business and industrial sectors, and the federal Civil Service Commission,

5+ Identify the student's personal occupational needs in choosing a job such as time szhedulesig
returning to work, benefits, salaries, and the other commitments,




CAREER OPPORTUNITIES IN BUSINESS

TIME: ? hours

esigned to Explnre career opportunities as well as the students' own personal qualifica-

yi1l be able to:
;is in general clerical, typing, and secretarial occupations.

-requirements and duties of the specific occupations in general clerical, typing, and
s, including wages, hours, working conditions, educational, and personal requirements,

éﬁbs for which they feel they are best suited and research it in terms of career oppor-
lonal requirements, wages, hours, and working conditioms.

?ﬁarkgt within their area by pooling information from newspaper want ads, employment
g5 and industrial sectors, and the federal Civil Service Commission. '

Jent's personal occupational needs in choosing a job such as time schedules, reasons for
ke, benefits, salaries, and the other commitments,

;fpatian in business, particularly in the general clerical, typing, and gecretarial areas.

12
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CAREER OPPORTUNITIES IN BUSINESS
o Toplc
;.-Gareer Opportunities

vv ;uA..tGénEra1 Clerical .

Addressing Machine Operator
Cashiers |
Correspondence Clerks
Duplicating-Machines Operator
File Clerk

General Clerical

Mail Clerk

Mail Preparing and Mail
Handling Machine Operator
Office Duplicating Operator
Office Machines Operator
Telephone Switchboard Operator
Personnel Clerks
Receptionist-General
Reecptionist-Medical
Receptionist=-PBX Switchboard
Operator

Telephone Answering Service
Operator

Telephone Solicitor

Telephone Switchbeard Operator
Tellers

B, Typing

Automatic Typewriter Operator
Clerk Typist

Forma Typist

Mail Preparing and Mail Handling
Operator

Statistical Typist

Stencil Typist

Telegraphic Typewriter Operator

hetivities

Discuss the job requirements
and the job description of the

jobs listed in Appendix A, Have

students describe the require-
ments and duties of varlous

jobs they have held in the past.

Have students choose the job or
jobs that intereat them and for
which they feel ‘they are Past
qualified. Have students re=-
gearch these jobs in terms of
career opportunities, educa-
tional requirements, wages,
hours and working conditions,

[ a1

U,5, Departi
Occupationa,

1972-73 Edi°
D.C,

See Appendi:

Andrews, Ma:
You Want, |
Series. Nes
McGraw=Hi1l
1968,




khbaazd Gperatar

writer Operator,

sewriter Operator

~ qualified.

nd Mail Handling

Activities

-Discuss the job requirements
- and the job description of the
- -jobs listed in Appendix A. Have
- gtudents describe the require-
- ments and duties of various

jobs they have held in the past.
Have students choose the job or
jobs that interest them and for
which they feel they are best
Have students re-
gearch these jobs in terms of

-career opportunities, educa-

tional requirements, wages,

- hours and working conditions.

Resources

U.5, Department of Labor,
Occupational Outlook Handbook.
Bureau of Labor Statistics.,
1972-73 Edition, Washington,
D.C.

See Appendix A.

Andrevs, Margaret. The Job
You Want. Opportunity Knocks
Seriea, New York: Gregg/
McGraw-Hill Publishing Company,
1968,

14



REER OPPORTUNITIES IN BUSINESS

Topic

10, Varitypist

C. Stenography

1, Administrative Secretary
2, Clerk Stenographer
3, [Executive Secretary
4, Junior Secretary

" 5, legal Secretary

6., Medical Secretary
7. Secretary

8. Senlor Secretary

9, Stenographer

10, Technical Secretary
 II, The Job Market

Employment Agencles-Private and
Public -

Classified Advertisements
Direct Inquiry
D. Civil Service Announcements

+E. Local Government -Announcements

;iI; Chooging a Job to Fit Your Needs
- A, Part-time vs. Full-time

Lﬁggtian

8, Transcribing Machine Operator

Discuss the job market in rela-
tion to part-time employment,
women in the work force, and
middle-aged and older workers,

Have gtudents-pool specific in-
formation from newspaper want
ads, business and industrial
gectors, state and private em-

ployment agencles, the federal
.Civil Service Commission con=

cerning job requirements, sal-
aries, working conditions, etc.,
in order to learn which jobs are

Resou

Noyes, Nell Braly.
As A Secretary. |
Career World Book
per copy.

Filmstrip: "Job (
Now=Group I." SVE
Visual Education,
I11. 60614

Film: Opportuni
Work, Business Ec
Brooklyn, N.Y, 11




Activities

- Discuss the job market in rela-
.tlon to part-time employment,
women in the work force, and
ments middle-aged and older workers.

Have students pool specific in-
formation from newspaper want
ads, buainess and industrial
gectora, state and private em-
ployment agencies, the federal
Civil Service Commission con-
cerning job requirements, sal-
aries, working conditions, etec.,
in order to learn which Jobs are

Resources

Noyes, Nell Braly, Your Future
As A Secretary. Highwood, I11,:
Career World Book Service, $1,95
per copy. o

Filmstrip: "Job Oppertunities
Now-Group I." SVE Society for
Visual Education, Ine., Chicago,
I11. 60614

Film: Opportunities ir Clerical
Work. Business Education Films,
Brooklyn, N.Y. 11204




Activities

Fringe Benefits readily available within their area.

Opportunities for Promotion

Discuss the full-time, part-time
Other Factors options, opportunities for pro-
motion, and other factors which
may influence a job or ~areer
choilce.



f.r Promotion

readily available within thelr area.

Discugs the full-fime, part-time
options, opportunities for pro-
motion, and other factors which
may influence a job or career
cholce,

Resources

18



COMMUNICATIONS UNIT

Time: 4 hours

Part I - FIRST DOOR T0 YOUR BUSINESS

STATEMENT: This unit will emphasize the importance of effective communications to success in the bus:
The student will be made aware of communications barriers and ways In which they can be avoided,
© OBIECTIVES: The student will be able to:

: 1. Analyze the communications process by the major components.

Interview another member of the class.

Name various ways people communicate,

Identify communication through body language.

List reasons for communications,

List gome Ingredients that shape our personal language,

Name gome barriers to effective communication.

Name some ways the sender and receiver can avold communication barriers.

Describe the difference between inference and fact, |

Be able to apply the four useful questions: who gaid so?, what did he gay?, vhat did he mean
does he know? |

Participate as an active member of a group discussion.
Cive a short (ome minute) extemporaneous talk on a topic of current interest,
Mgke an effective introduction of another person.

Brief the executive,

ira




COMMUNICATIONS UNIT

Time: 4 hours

isize the importance of effective communications to success in the business world.
L communications barriers and ways in which they can be avoided.

be able to:

ions prEEEE by the major components,
:::i of the class,

ﬁlg communicate,

;:thfaugh body language.

ications,

?that shape our personal language.
ieffeztive communication.

nder and receiver can avoid communication barriers.

ce between inference and fact.

four useful questions: who said so?, what'did he say?, what did he mean?, and how

ve member of & group discussion,




I. First Door To Your Business

A,

B.

What is Communication?

1. Message Source-Sender

2, Language or Form of
Transmission

3. Destination-Receiver

How We Communicate

1. Visual Symbols
2. Oral Symbols

3, FPhysical Touch
4, Gesture, Posture

Activities

Have pairs of students interview each
other for five minutes, then intro-
duce person Interviewed to class with

in a one-minute perlod.

Use Compsych checklist to evaluate
communication skills. (See Appen-
dix B.)

Use Pretest, "How Much Do You Com-
municate®" (See Appendix B.)

For discussion of body language,
teacher could find appropriate
plctures to project with VuGraph
or hold up or pass around to
class,

Discuss items of topic outline
using brainstorming wherever
possible, asking students to
name ways we communicate, ideas
of why we communicate, barriers
to communication, etc. as a
teacher or student writes on
board.

"Self-Evaluat{
Improving Your
Skills. Marin
fornia: Compa
1970, pp. 1-2

From 9 to 5, §
WETA/Channel 2
D.C. p. 4.

- Fabun, Don, (

The Transfer g
Beverly Hills:
1968, Publish
Aluninum and C
tion. )

@

P

Fast, Julius,
New York: M.
Ine., 1975,




EBEIDEEE To Your Business

Activities

Resources
Have pairs of students Interview each

other for five minutes, then intro-

duce person interviewed to class with

as many interesting facts as they can

in a one-minute perlod.

Use Compsych checklist to evaluate
communication skills. (See Appen-
dix B.)

municate?" (See Appendix B.)

For discussion of body language,
teacher could find appropriate
pletures to project with VuGraph
or hold up or pass around to
class.

Discuss items of topic outline
using brainstorming wherever
possible, asking students to
name ways we communicate, ideas
of why we communicate, barriers
to communication, etc. as a
teacher or student writes on
board.

"Self-Evaluation Checklist."
Improving Your Communication
Skills, Marina del Rey, Cali-
fornia: Compsych Systems, Inc.,
1970, pp. 1-2.

From 9 to 5, Student Workbook.
WETA/Channel 26. Washington,
D.C. p. 4.

Fabun, Don. Communications:
The Transfer of Meaning.
Beverly Hills: Glencoe Press,
1968, Published by Kaiser
Aluminum and Chemical Corpora-
tion.

Fast, Julius. Body Language,
New York: M. Evans and Company,
Ine,, 1975.

22,



COMMNICATION UNIT = Bitat Door to Your Business

Topic -

C. Why We Communicate

1. Attention

2. Understanding of what ig
expected of us

3. Galn acceptance

4, To bring about action,
compliance with instructiong

Barrlers to Communiications

1. Individual experience

2. lack of interest and/or
knovledge

3. TPoor presentation (visual
or mental)

4, Fallure to interpret feed-
back

5, Attitudes and prejudices

6. Word meanings, connotations

7. .Poorly prepared approach

8. Wordiness, jargon, goobledy-
gook .

9. Poor listening and reading
habits

10. Crossed transactions

Activities

Show film, @hyfmanfcfea;gs;

After discussion of commynica-
tion barriers, have clags break

“up into groups and completa ex-

ercise = "Barriers To Oral
(Aural) Communication and Hoy
To Overcome Them," (See Appen-
dix B.) Have a "report back"
session, combining ideas after
20 minutes in smaller groups

or have each group take a cer-
tain number of items and share
their thoughts in report~back
gession,

el

Resoure

Film: Why Man Cre
Films (Rental) P.C
Santa Monica, Call
purchased from Kai
Oakland, Calif,

From 9 to 5, Stude

WETA/Channel 26, -

NIRRT,

e



connotations
pproach
s goobledy-

nd reading

-{ons

or to Your Business

Activities

Show film, Why Man Creates.

After discussion of communica-
up into groups and complete ex-
ercise = "Barriers To Oral
(Aural) Communication and How
To Overcome Them." (See Appen-~
dix B.) Have a "report back"
session, combining ideas after
20 minutes in smaller groups

or have each group take a cer-
tain number of items and share
their thoughts in report-back
seasion,

Resources

e ——

Film: Why Man Creates. Pyramid
Films (Rental) P.0. Box 1048,
Sonta Monica, Calif. 90406, or
purchased from Kalser Aluminum,
Oakland, Calif.

From 9 to 5, Student Workbook,

WETA/Channel 26. pp. 16=17,

o
i



Tagic

How Sender Can Avold Communication
Barriers

1. Prepare the approach

2, Explain what you mean

3, lListen for understanding

4, Verify by feedback

How Receiver Can Aveld Communica-
tlon Barrlers

Ask "Who said 1t?" (Don't

accept "they" or "I was

told")

"What did he say?"

"What did he mean?"

"How did he know?"

a) Is he an expert?

b) 1Is it faet or inference?

c) What were his sources
of information?

[

£ s

Discussion

»EGMHUﬁIGATIGH UNIT ~ First Door To Your Business

Activities

Give quiz, "How Much Do You Infer?",
and discuss answers. (See Appen-
dix B.)

Have One-Way and Two-Way Communica-
tion exercises and digcuss differ-
ence of response when feedback is
allowed, (See Appendix B.)

Role play in small groups various
typlcal office communication sit-
uations and discuss effectiveness
of communication and how communica-
tion might be improved, (See Ap-
pendix B - Communicating For Re-
sults.)

Analyze group discussion tech=-
niques. Break class into several
groupsa. Give topic for dis-
cussion; have each group appoint

a leader and a secretary, carry

on discussion for fifteen minutes,
then have secretary from each

group report back results of group
discussion, analyzing participation,
decisions, etc,

8

E:amrQ to 5,
WETA/Channel
D.C., p. 3.

From 3 to 3,
cussion Leade
Channel 26, p

Forest, Raymo
graphic Study
Greenfield, M
Bete Company,

"Communicatin
Inproving You
Skills, Mari:
ifornia: Com
pp. 11=13,

"When a Secret
Up and Talk."
vate Secretar:
Sec, II, Nov,.
This is publis
of Business P
Waterford, Cor

IR :
B O
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;§f Ta Your Business

Activities

Give quiz, "How. Mach Do You Infer?",
and discuss answers, (See Appen~
dix B.)

Have.One-Way and Two-Way Communica-
tion exercises and discuss differ-
ence of response when feedback is
alloved. (See Appendix B.)

Role play in small groups various
typical office communication sit-
uations and discuss effectiveness
of communication and how communica-
tion might be improved. (See Ap-
pendix B - Communicating For Re-
sults,)

Analyze group discussion tech-

niques. Break elass into several
groups., Give topic for dig-

cussion; have each group appoint

a leader and a secretary, carry

on discussion for fifteen minutes,
then have secretary from each

group report back results of group
discussion, analyzing participatign,
decisions, etc,

8

From 9 to 3, Student Workhook,
WETA/Channel 26. Washingten,
D.C., p. 5.

From 9 to 5, Workshop and Dis-
cussion Leader's Guide. WETA/
Channel 26, p. 14,

Forest, Raymond P, A Scripto-
graphie Stgdymﬁban§_§§mggtizgi
Greenfield, Mass.: Channing L,

Bete Company, Inc., 1969, p. 2,

"Communicating for Results,"
Improving Your Communicationa

Skills, Marina del Rey, Cal-
ifornia: Compsych Systems,

"When a Secretary Has to Get

Up and Talk," P.§. for Pri-
vate Secretaries, Vol, 26,

Sec, II, Nov, 1963, pp. 32-39.
This 1s published by the Bureau
of Business Practice at
Waterford, Connecticut.




Extemporaneous Talk

H. How to Give a Short, Informal

I. "How to Brief the Executive

Activities

Have members of class discuss
elements of effective speaking;
have them draw a topic and glve
a one-minute extemporaneous talk;
ask other students for comments
about effectiveness of talks.
Suggest written comments,

Discuss importance of preparing
to brief the executive; estab-
lishing priorities; asking for
actitns required, etc., (See
Appendix B-"Briefing the Exec-
utive".) Give students some
sample situations and have them
role play a boss/subordinate
briefing situation for three
minutes. Discuss.

Reaﬂi&g

Sondel, Bess. Ev
New York: Barnes
1968. Price 41,2

Morgan, Sylvia, !
Executive," 1,8,
Commission. Comm
0ffice Skills Traf
Washington, D.C. 2




0T To Your Business

Tnfornal

ﬁti?e

Actlvities

Have.members of class discuss
elements of effective speaking;
have them draw a topic and give
a one-minute extemporaneous talk;
ask other students for comments
gbout effectiveness of talks.
Suggest written comments.

Discuss importance of preparing
to brief the executive; estab-
lishing priorities; asking for
actions required, ete, (See
Appendix B-"Briefing the Exec-
utive",) Give students some
sample situations and have them
role play a boss/subordinate
briefing situation for three
minutes, Discuss,

Resourceg

Sondel, Bess, Everyday Speech.
New York: Barnes & Noble, Inc.,
1968. Price §1.25.

Morgan, Sylvia. "Briefing the
Execurive." U.S. Clvil Service
Commission. Communications and

Office Skills Training Center.

Washington, D.C. 20415



COMMUNICATIONS UNIT

Time: 3 hours

Part 11 = SECOND DOOR TO YOUR BUSINESS

STATEMENI: This unit covers the importance of courteous and efficient telephone communications i
operation of a business office.

OBJECTIVES: The student will be able to:
1, Demonstrate through role playing or voice recording a pleasant and courteous tElEphanE E

2. Analyze problem areas in the use of the telephone,

3. Apply proper techniques in making and receiving business calls.

4, Understand the mechanics of the telephone, operate special telephone equipment, and appf
procedures in the placement of long distance calls, including collect calls, credit card
ference calls, and wide area telephone service (WATS)

10




COMMUNICATIONS UNIT

Time: 3 hours

0 YOUR BUSINESS

overs the importance of courtecus and efficient telephone communications for the effective
f a business office.

ot vwill be able to;

féugh role playing or volce recording a pleasant and courteous telephone speaking voice.

EQE areas in the use of the telephone,

echniques in making and receiving business ealls,

:éimgﬁhanizs of the telephone, operate special telephone equipment, and apyly recommended
the placement of long distance calls, including collect calls, credit card calls, con-
1, and wide area telephone service (WATS).




Topic

‘I1, The Second Door To Your Business
A, Telephone Personality

1. Volce

2, Speech
2 3. Vocabulary

4. Attitude

COMMUNICATION UNIT - Second Door To Your Business

Activities

Obtain booklets from C & P
Telephone Company and dis-
tribute to class,

Discuss with students the char-
acteristics of a pleasing tele-
phone personality and the impor-
tance of telephone courtesy.
Consider these questions: What
factors contribute to the success
of business calls? How 1s cour-
tesy expressed over the tele-
phone? What qualities are pre-
sent in a "good telephone per-

Resourc

Booklets publishe
Telephone Company

Your Telephone

Telephone Talk

You and Your T

The Secretary .
phone

How To Use Ynu1
ElEEth

sonality?"
Teletraining Far I
Compare face-to-face and voice- Studies. Teacher!
to-voice conversations. Using ican Te; Telephone an
tape recorder, have students Company, 1965,
practice voice recording exer-
cises to analyze and improve I
speaking volce. Evaluate Films: Educator's
through class discussion. (See Free Films by The
Appendix B.) and Potomac Teleph
Baltimore, Marylan

Suggested films to show from C & P
Telephone Company: How To Lose Your For additional fre
Best Customer - Without Really Try— contact:

ing, A Manner of Speaking, The Voice

nf Yaur Business, Miss Amanda L. E

Public Relations
C & P Telephone -
Sun Life Buildin,
Baltimore, Maryl,

Phone: (301) 3
1 :



Joor To Your Business

* Buainess

Activities

Obtain booklets from C & P
Telephone Company and dis-
tribute to class,

Discuss with students the char-
acteristics of a pleasing tele-
phone personality and the impor-
tance of telephone courtesy.
Consider these questions: What
factors contribute to the success
of business calls? How is cour-
tesy expressed over the tele-
phone? What qualities are pre-
gent in a "good telephone per-
sonality?"

Compare face-to-face and voice-
to-voice conversations. Using
tape recorder, have students
practice volce recording exer-
cises to analyze and improve
speaking voice, Evaluate
through class discussion. (See
Appendix B,)

Suggested films to show from C & P
Telephone Company: How To Lose Your

Resources
Booklets published by C & F
Telephone Company:

Your Telephone Personality

Telephone Talk

You and Your Telephone

The Secretary and The Tele-
Ehgne

How To Use Yaur HultisButtEn

TElE‘hﬂnE

Teletraining For Business

Beat Customer Withnut Really Try=

ing; A Manuer ¢ Egggkigg} The Voice

of Your Buafness,

ican Telaphone and Telegraph
Company, 1965.

Films: Educator's Index of

Free Films by The Chesapeake

and Potomac Telephone Company,
Baltimore, Maryland 21201

For additional free materials
contact:

Miss Amanda L. Bowman
Public Relations Supervisor
C & P Telephone Company

Sun Life Building
Baltimore, Maryland 21201

Phone: (301) 393-8404

Studies. Teacher' ,7Guide, Amer-



Topic

B. Mechanics of the Telaphene

1, Proper holding of telephone

2, Sensitivity of celephone to
extraneous noises

3. Dialing correctly

4, Depressing buttons properly

Special Telephone Equipment

1. Multi-button telephone

2, Call director

3. Speakerphone

4, Automatic dialing telephones
2) Card dialer
b) Magicall

¢) Call-a-matic

COMMUNICATION UNIT - Second Door To ~ ur Buginess

Activities

Digcuss with students and dem-

telephone instrument.

Briefly discuss with students
the various kinds of telephone
equipment commonly used in busi-
ness offices noting the advan-
tages of each, Refer to text-
book 1llustrations for various
examples,

If convenient, visit a school or
business office to see demonstra-
tion of telephone equipment. Use
handout: How to Use Your Multi-
button Telephone = C & P Tele-

phone Co.

12

Reso

Refer to Uniti

Meehun, James
Secretarial 0f
8th ed. Cinci:
Western Publis
1972, TUnit 9,

Fries, Albert:
Applied Secref
7th ed. New Ye
Community Col]
MeGraw=Hill Be
Unit 4, pp. 3

|

Gregg, John R!
Secretarial Py
New York: Grd

Unit 10, pp. !



cond Door To Your Business

é Telephone
ing of telephone

-of telephone to
Eﬁises

fégtly

huttons properly

gg Equipment
;itelephane

]

laling telephones
ler

L

patic

Activities

Discugs with students and dem-
onstrate the correct use of the
telephone instrument.

Briefly discuss with students
the various kinds of telephone
equipment commonly used in busi-
ness offices noting the advan-
tages of each. Refer to text-
book illustrations for various
examples.

If convenient, visit a school or
business office to see demonstra-
tion of telephone equipment. Use
handout: How to Use Your Multi-
button Telephone = C & P Tele=

phone Co,

12

Resources

Refer to Units in:

Meehan, James R., et al.
Secretarial Office Procedures.
8th ed. Cincinnati: South-
Western Publishing Company,
1972. TUnit 9, pp. 309-316.

Fries, Albert C., et_al.
Applied Secretarial Procedures,
7th ed. New York: Gregg and
Community College Division,
McGraw-Hill Book Company, 1974.
Unit 4, pp. 50-68,

Gregg, John R., et al, Applied
Secretarial PractIce, 6th ed.
New York: Gregg Divisionm,
McGraw-Hill Book Company, 1968,
Unit 10, pp. 223=249.




D. Telephone Techniques

1.

Incoming calls

a)

b)

c)
d)
e)
£)

g)

h)

1)

Preparing to receive calls
Ansvering promptly
Identifying yourself
Being helpful to caller
Screening calls

Taking messages correctly

Leaving and rgtﬁrﬁing to
the line

Transferring calls

Following through

39

Activities

Pretest: Are you Phonogenic? (See
Appendix B.) This test is a good
means of alerting class to many
areas to be discussed under this
toplc. Inmstructor will help class
analyze problem areas by going over
test and using it as a basis for
discussion,

techniques that are essential in
handling courteous and efficient
telephone communications, Include
identification phrase when an-
swering phone, developing infor-
mation, leaving and returning to
the line, avoiding lemgthy wait=
ing periods, taking messages
correctly, and screening calls,
Distribute a sample message pad.
Have students practice taking mes-
sages during role playing situa-
tions. Read back fur clarifica-
tion.

Give students problem situations

to analyze. Discuss. (See
Appendix B.)

13

Resouri

Meehan, James R.
Clerical 0ffice
5th ed. Cincinn
Western Publishi
1973, Unit 9, p

Woodward, Theoda
General Office P
for Colleges, 6t
Cincinnati: Sou
Fublishing Compa
Unit 10, pp. 99-

produced by WETA
in cooperation w:
Service Cammissii
ton, D.C., 1968,

Telephone Techni
Manual, U.§. Clvi
Commission, Bure
Communication ane
Skills Training {
Washington, D.C.
pp. 19, 20, 34, i




@?f To Your Business

géeive calls
?tly

urself

fﬁ caller

;

8 correctly

Activities

Pretest: Are you Phonogenic? (See
Appendix B.) This test is a good
means of alerting class to many
areas to be discussed under this
topic. Instructor will help class
analyze problem areas by going over
test and using it as a basis for
discussion.

Discuss with students the various
techniques that are essential in
handling courteous and efficient
telephone communications. Inelude
identification phrase when an-
swering phone, developing infor-
mation, leaving and returning to
the line, avoiding lengthy wait-
ing periods, taking messages
correctly, and screening calls.
Distribute a sample message pad.
Have students practice taking mes-
sages during role playing situa-
tions. Read back for clarifica-
tion.

Give students problem situations

to analyze. Discuss. (See
Appendix B.)

13

Resources

Meehan, James R., et al,
Clerical Office Procedures,
5th ed. Cincinnatl: South-
Western Publishing Company,
1973, Unit 9, pp. 302-337.

Woodward, Theodore, et al,

for Colleges, 6th ed,
Cincinnati: South=Western
Publishing Company, 1972,
Unit 10, pp. 99-107.

From 9 to 5 - Student Workbook
produced by WETA/Channel 26

in cooperation with U.S. Civil
Service Commission. Washing-

ton, D.C., 1968. pp. 18-19,

Telephone Techniques. Student
Manual, U.S. Civil Service
Commission, Bureau of Training,
Communication and OFffice

Skills Training Center,
Washington, D.C. 20415.

pp. 19, 20, 34, 37-40,




COMMUNICATION UNIT - Second Door To Your Business

2.

Topic

Outgoing calls

a) Planning the call

b) Using telephone directory
¢) Placing the call

d) Terminating the call

ctivities

Role Play. Assign role-playing
gituations or have students de-
velop their own based on experi-
ences. (See Appendix B.) Ask
techniques and courtesy represented
In each skit. Video tape if pos-
sible, excellent way to evaluate,

Discuss with students basic points
to consider when planning and placing
a call,

Assign exercises in using telephone

time zones, addresses, emergency
numbers, information in yellow
pages, ete,

Assign role playing situations in-
volving outgoing calls both local

and long distance, Include such
factors as planning the call, looking
up the number, proper identification,
leaving a message and terminating

the call.,

14

Q0



= Second Door To Your Business

g calls

ffiﬁg the call

ﬁs telephone directory
zing tﬁE call

%inating the call

Activities Resources

Role Play. Assign role-playing
situations or have students de-
velop their own based on experi-
ences. (See Appendix B.) Ask
class to discuss and evaluate the
techniques and courtesy represented
in each skit. Video tape if pos-
sible, excellent way to evaluate.

‘Discuss with students basic points

to congider when planning and placing
a call.

Assign exercises in using telephone
directory, i.e., finding area codes,
time zones, addresses, emergency

pages, ete.

Assipgn role plaving situations in-
volving outgoing calls both local

and lorng distance. Include such
favture 2s planning the call, locking
up "4« nusber, proper identification,
11eving a messuye and terminating

e eall,

LA

38



COMMUNICATION UNIT - Second I'oor To Your Business

Topic Activities

+ Special Communication Services Briefly discuss different types of
business communication services,

1, Collect calls

2, Credit card calls

3. Conference calls

Wide area telephone service (WATS)

5. Overseas telephone calls

6., FIS-system

Other

15



four Business

Activities Resources

Briefly discuss different types of
business communication services,




,A_§ STATEMENT: This unit is designed to help students achieve fundamental competence in operating
- machines, calculating machines, transcribing machines, and duplicating machines. ;

(‘f '6ﬁJECTIVES: The student will be able to:
v "l. Operate a ten-key adding machine with emphasis on developing speed and accuracy.

2. Solve simple arithmetic problems using the electronic calculator.

3. Prepare masters and stencils on the typewriter and operate the respective duplicating

4. Operate transcription equipment, trangscribing as much material as time permits.

NOTE: The rotation plan of instruction is best for most office machine units.

16

ERIC

Aruitoxt provided by Eic:



OFFICE MACHINES

:Tiﬂzz 10-=20 hours

] igned to help students achieve fundamental competence in operating ten-key adding
chines ;transcribing machines, and duplicating machines.

111 be able to:

E?Yféé&i?é machine with emphasis on developing speed and accuracy.

rthgét;g_pigblems using the electromic calculator.
aﬁd;sééﬁeils on the typewriter and operate the respective duplicating equipment.

ription equipwent, tramscribing as much material as time permits.

zn of instruction is best for most office machine units,
16 ;

ERIC

Aruitoxt provided by Eic:



ﬁf'TgﬁéKey Adding Machines

A Addition
Subtraction
Multiplication

Decimals

ERIC

Aruitoxt provided by Eic:

43

Activities

Point out and operate each machine
part. Demonstrate the proper finger-
ing techniques using blackboard illu-
strations. (Mention home row keys -
4, 5, and 6,) "

Demonstrate actual fingering using

the machine. (Show how to enter
numbers into the machine using plus

bar.) Stress the importance of the
touch method in developing speed.

Explain automatic placement of deci-
mals and how to operate total key.
Give students practice exercises

in addition.

Explain subtraction. Students can
develop this skill on their own
practice.

Explain multiplication using very
simple examples. Have students do
one problem to see that they have
grasped the technique.

Assign drills and practice problems
from workbooks in addition, subtrac-
tion, and multiplication. Have stu-
dents number problems on tapes and
attach tapes to answer sheets.

Stress that a machine is only as

Fasnacht, ngé_
How_To Use Bus
3xd ed. =

Company, 1969.%
Pp ] 1§2D [ 3

New York: Gref
McGraw-Hill Bod
1967. Unit Zf

Refer to machiyg
step-by-step of
procedures.




. atrations.

Activities

. Point out and operate each machine

part. Demonstrate the proper finger-
ing techniques using blackboard illu-
: (Mention home row keys -
4, 5, and 6.):

. Deménstrate actual fingering using
“the machine,

» (Show how to enter
numbers into the machine using plus

‘bar.) Stress the importance of the

touch method in developing speed.

Explain automatic placement of deci-
mals and how to operate total. key.
Glve students practice exercises

in addition.

Explain subtraction. Students can
develop this skill on thelr own
practice.

Explain multiplication using very
simple examples. Have students do
one problem to see that they have
grasped the technique,

Asgign drills and practice problems
from workbooks in additioen, subtrac—
tion, and multiplication. Have stu-
dents number problems on tapes and
attach tapes to answer sheets.

Stress that a machine is only as
accurate as the operator.

ERIC

Aruitoxt provided by Eic:

17

Resources

Fasnacht, Harold D., et al,
How To Use Business Machines.
3rd ed. Gregg

New York:
Division/MeGraw=Hill Book
Company, 1969. Unit 1
ppP. 1-20,

Walker, Arthur L., et al.
How To Use Adding and Cal~
culating Machines. 3rd ed.
New York: Gregg Division/
McGraw-Hill Book Company,
1967. Unit 2 pp. 54=91,

Refer to machine texts for
step-by—step operational
procedures.



OFFICE MACHINES

I11.

A,

Topic

. 11, Caleulating Machines

Electronic

B, Mechanical Printing

C, Electronic Printing

1. Additien

2, Subtraction

3, Meltiplication

4, Division

5. FPractions and Decimals

Duplicating Machines

A,

Fluid Duplicating

1. Advantages and dis-
advantages of process

a) Arranging copy

"B Proparing typevriter

Activities

T1lustrate the three types of
machines listed. See preface

Electronic and Mechanical

Printing Caleulator Course.

Identify machine parts of equip-
ment available and explain op-
erating principles using manuals
that accompany machine,

Assign drills from workbooks or
text emphagizing multiplication
and divislon. (Include prob-
lems using decimals.) If time
permits, assign advanced stu-
dents problems using fractions.

When possible, invite a company
representative to class to give
a presentation on his product,

Students who operate the machine
well may assiat others,

Discuss with students the advan-
tages and disadvantages of using
the fluid dupliecator.

Demonstrate and explain the pro-
cedures involved in preparing a
master, :

- Give each student an opportunity

to type a short paragraph on one
master. . .

18

Pasewark, Willi;
and Mechanical
Course. Cinecim
Western Publish:

Meehan, James, o
Business Probley
Caleulator, Nes
Division/McGraw-
1975, -

fritgAen

Meehan, James Ré
Office Procedurd




d Decimals

Activities

Illustrate the three typeé of
machines listed. See preface

1V, V, and VI in Pasewark's

Electronic and Mechanical

- Printing Calculator Course,

Identify machine parts of equip-

‘ment avallable and explain op-

erating principles using manuals
that accompany machine,

Assign drills from workbooks or
text emphasizing multiplication
and division. (Include prob-
lems using decimals.) If time
permits, assign advanced stu-
dents problems using fractions,

When possible, invite a company

representative to class to give

Students who operate the machine
well may assist others.

Discuss with students the advan-
tages and disadvantages of using
the fluid duplicator.
Demonstrate and explain the pro-
cedures involved in preparing a

master,

Give each student an opportunity

to type a short paragraph on one

master,

18

Resources

Pagewark, William R. Electronic
and Mechanical Printing Calculator
Course. Cincinnati: South-
Western Publishing Company, 1974,

Meehan, James, et al. Solving
Business Problems on the Electronic
Calculator. New York: Gregg
Division/McGraw-Hill Book Company,
1975,

Meehan, James R., et al, (Clerical
Office Procedures. Unit 10,
pp. 352-381.
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1,

Zi

ERIC

Aruitoxt provided by Eic:

OFFICE MACHINES

Topic

c¢) Typing, drawing or
writing on master

d) Correcting
Operating fluid

Running copiles

B, Stencil Duplicating

Advantages and disadvantages

of process

Preparing stencil

a) Plan the guide copy

b) Prepare the typewriter
¢) Prepare the stencil

d) Type the stencil

e) Correct errors

Using mimeoscope

Operating the mimeograph

machine

Running copies

errors

duplicator

Activities

Explain correction procedures and
allow students to practice technique.

Have students prepare a master.
Suggested assignments: announcement
of a retirement party, draw illustra-
tion; exercise from a typing book;
weekly calendar of events, etec.

Demonstrate the operatiaﬁ of the fluid
duplicator and have studenta run pre-
pared masters.

Disecuss the effectiveness of this

method of duplicating, emphasizing
cost factors and suitability to job.

A good demonstration of the entire steneil

Explain the use of the mimeoscope
for lettering and drawing using
various styldii. Demonstrate cor-
rection procedures.

Have students prepare one stencil

' on_material suggested by teacher.

Examples: form letter, short manu-
script, resume, favorite recipe, ete,

Identify machine parts and demon-~

strate operating principles of stencil
duplicator.

19

Resous

What Every Typi
About Copiles ir
Free Booklet,
Bell and Howell
6800 McCormick
Chicago, Illinc

Cansler, Russel
Fundamentals of

1967. Free
A.B. Dick Produ
School Departme:
5700 W. Touhey :
Chicago, Illino:




Activities

Explain correction procedures and
allow students to practice technique,

Have students prepare a master.
Suggested assignments: announcement
of a retirement party, draw illustra-
tion; exércise from a typing book:
weekly calendar of events, ete,

Demonstrate the operation of the fluid
duplicator and have students run pre-
pared masters.

Discuss the effectiveness of this
method of duplicating, enphasizing
cost factors and suitability to job.

A good demonstration of the entire stencil
duplicating process should be given,

for lettering and drawiﬁg using
varlous stylii. Demonstrate cor-
rection procedures.

Explain the use of the miﬁegscapé

Have students prepare one stencil

on material suggested by teacher.
Examples: form letter, short manu-
script, resume, favorite recipe, ete.

Identify machine parts and demon-
strate operating principles of stencil
duplicator,

Resources

What Every Typist Should Know
About Copies in Office Work.
Free Booklet. Ditto Division.
Bell and Howell Company

6800 McCormick Road

Chicago, Illinois 60645

Cansler, Russell N., ed.
Fundamentals of Mimeographing.
1967. TFree

A.B. Dick Products

School Department

5700 W. Touhey Avenue

Chicago, I1linois 60648

§ 7
e 4%




-, OFFICE MACHINES

Topic

C. Dry Process Photocopy
1. Electrostatic

2. Infrared

ERIC

Aruitoxt provided by Eic:

Activities

If machine is available, allow
students to run their prepared
stencil.

Briefly discuss the two most
frequently used photocopiers
found in most business offices
today - Xerox and Thermo-fax.

If machines are available, dem-
onstrate how to use.

Identify machine parts and ex-
plain operating principles.

Have students transcribe as much
material as time permits, em-
phasizing letter placement, punc~
tuation, and proofreading.

Discuss other types of dictating
machines not available in class-
room. (Belt, tape, cassette, and
record.)

iscuss career opportunities in

55
ord processing.

o

Héehan; J

Clerical

Unit 4, p




Activities Resources

If machine is available, allow
students to run their prepared
stencil.

Briefly discuss the two most
frequently used photocopiers
found in most business offices
today - Xerox and Thermo-fax.

If machines are available, dem~
onstrate how to use,

Identify machiue parts éﬁd ex- Meehan, James R., et al.
plain operating principles. gleri;glgﬂffiggrPracgdg;gs,
Unit 4: pp. 93-104,

Have students transcribe as much
material as time permits, em-
phasizing letter placement, punc-
tuation, and proofreading.
Discuss other types of dictating
machines not available in class-
room. (Belt, tape, cassette, and
record, )

Discuss career opportunities in
word processing.

20




BUSINESS FILING AND RECORDS MANAGEMENT

Time: 6 hours

TAiEHEHT: This unit will stress the importance of an accurate recordkeeping system in the efficient o
usiness and help students develop basic skills in office £iling procedures.

1, Alphabetize according to the basic indaiing rules.

-2, Identify materials and supplies ysed in alphabetic filing,

3. Perform correct filing procedures.

b, Describe the four basic filing systems: alphabetic, geographic, numerie, and subject.
5. Réﬁﬁgnige various filing equipment.

6. Formulate some ideas that could be applied in organizing and maintaining an effective filing 8y
for a small offics, ‘




 'BUSINESS PILING AND RECORDS MANAGEMENT
Time: 6 hours ;

7}1,“mpartancé of an accurate recordkeeping system in the efficient operation of
"3 ﬁig skills in office filing procedures,

t could be applied in organizing and maintaining an effective filing system

ik} |




,EﬁSiNESS’FILING AND RECORDS MANAGEMENT
Tople
1. Purpoge of Record Control
A, Files Management
B, iﬁfafmatign Retrieval
C. Records Protection
D. Eeéﬁrds Retention and
Disposition

II. Definition of Filing

III, Rules for Alphabetic Filing
A, Basic Vocabulary
1. Indexing

2, Unit

B. Indexing Rules
1, Personal Names

2, Business and Geographic
Names

3. Organizations, Government
Agencies, and Subjects

Activities

Discugs with students the importanca
of a good recordkeeping system,

Ask students to relate to the class
filing.

Ask each student to write a sentence
defining the word filing, Discuss.

Ask each student to write & sentence

Pretest to determine students' knowl-
edge of filing principles, Use test-
ing material taken from a clerical
aptitude test.

Introduce and discuss four or five
indexing rules at a time to enable
comprehension,

Assign students exercises to complete
relating to particular indexing rules.

Give students a list of individual
names and firm names that appear in
the telephone book., Have them find
them for homework and mark the page
nunber they found them on. This
could be used for all the rules.

;

Texgbaaks

Bazsett,
David. B

Records C

" Cincinnat

Publishin

Cadwallad
ciples of
4th ed.

H.M. Rowe

Fahrner a

Progranme:
south=Wes
Company, .
book., Ca
two or th:

Kahn, Gill
Progressi
ed, Evan:
Division,
Company,




Discuss with students the importance
of a good recordkeeping system.

Ask students to relate to the claas
any experience they may have had with
filing.

defining the word filing. Discuss,

Ask each student to write a sentence
defining the word filing. Discuss.

Pretest to determine students' knowl-
edge of filing principles, Use test-
ing material taken from a clerical
aptitude test,

Introduce and discuss four or five
indexing rules at a time to enable

comprehension, ’

Assign students exercises to complete

Give students a list of individual
names and firm names that appear in
the telephone book. Have them find
them for homework and mark the page
number they found them on. This
could be used for all the rules.

‘Geographic

s Government

22

Ask each student to write a sentence

relating to particular indexing rules.

Resources
Textbooks:

Bagsett, Ernest and Goodman,
David. Business Filing and
Records Control, 4th ed,
Cincinnati: South-Western
Publishing Company. 1974,

Cadwallader and Rice. Prin-
ciples of Indexing and Filing.
4th ed. Revised, Baltimore:
H.M. Rowe Company, 1971.

Fahrner and Gibbs. Basic
Rules of Alpi:abetic Flling =
Programmed. Cincinnati:
South-Western Publishing
Company, 1974. Text - work=
book, Can be completed in
two or three hours.

Kahn, Gilbert, et al,
Progressive Filing. 8th
ed. Evanston, Ill: Gregg
Division, McGraw-Hill Beok
Company, 1969,

od




BUSINESS PILING AND RECORDS MANAGEMENT

Tople

IV, Filing Materials and Supplies

A. Guides
B, Folders

Labels

Activities

Have students bring in a 3" x 5"

file box, a set of alphabetic guldes,

and a package of 3" x 5" cards.
This could be used in performing a
variety of activities in indexing
names and arranging cards in alpha-
betic sequences. Students night
use this exercise to set up their
own personal address and phone di-
rectory.

Evaluate by giving problem-solving
tests covering all rules to be com-
pleted within a certain period.
Examples:

a) Glve a 1ist of names to
be indexed and arranged in
alphabetic order,

b) Select a Gregg award
filing test or portions of
clerical aptitude tests re-
lating to the bagic filing
rules,

The teacher can show actual samples

of each category of filing materials
mentioned in outline.

23

Resou

Refer to Units

Frieg, Albert

Applied Secret
6th ed. Evans
Gregg Division
Book Company, :

Archer, Fred C.
General 0ffice
3rd ed. Evans
Gregg Division,
Book Company,

Meehan, James [
Secretarial 0f f
5th ed. Cineir
Western Publish
1972,

Meehan, James R
Clerical Office

Cineinnati: So
Publishing Comp

[
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ACEMENT

Activities

Have students bring in a 3" x 5"

file box, a set of alphabetic guldes,

and & package of 3" x 5" cards.
This could be used in performing a
variety of activities in indexing
names and arranging cards in alpha-
betic sequences, Students might
use thls exercise to set up their
own pergonal address and phone di-
rectory.

Evaluate by giving problem-solving
tests covering all rules to be com-
pleted within a certain period.
Examples:

a) Glve a list of names to
be indexed and arranged in
alphabetice order.

b) Select a Gregg award
filing test or portions of
clerical aptitude tests re-
lating to the basic filing
rules.

The teacher can show actual samples
of each category of filing materials
mentioned in outline.

Resources
Refer to Units 1in:

Fries, Albert C., et al.
Applied Secretarial Practice,
6th ed, Evanston, I11,:
Gregg Division, McGraw-Hill
Book Company, 1968.

Archer, Fred C., et al.
General Office Practice.
3rd ed. Evanston, 111,:
Gregg Division, McGraw-Hill
Book Company, 1968.

Meehan, James R., et al,
Secretarial Office Procedures.
5th ed. Cincinnati: South-
Western Publishing Company,
1972.

Meehan, James R., et al,
Clerical Office Procedures.
Cineinnati: South-Western
Publishing Company, 1973.




Topic

D. Card and Tapes

A. Inspecting

B. Indexing

C. Coding

D. Cross-Referencing

E. Sorting

Filing

Activities

A demonstration of the use of the rod

done by the teacher.

A mini-file could be set up by the
teacher, showing the class one arrange-
ment of guides and folders that might
be contained in an alphabetic file
drawer.

Students should be given an opportun-

ity to type at least two names, one being
label and place 1aﬁéi_§ith his own name
on a manila folder,

Evaluate by glving students a quiz on
identifying filing supplies according
to definition or use,

The instructor can show examples of
correspondence, using overhead pro-
jector, actual samples, etc., ex-
plaining things to look for in each
type of correspondence, Examples:
incoming letters, carbon copies of
outgoing letters, memos, announcements,
business forms, and others that would
be filed.

The teacher should explain the various
ing, cross-referencing, sorting, and
filing.

24
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L T Activities Regources

A demonstration of the use of the rod Practice sets:

in the bottom of a file drawer can be

done by the teacher. Bassett, Gilbert and
Goodman, David. Alphabetic

A mini-file could be set up by the Filing Procedures, Cincinnati:

- teacher, showing the class one arrange- South-Western Publishing

b ment of guides and folders that might Company, 1974. Simulation

be contained in an alphabetic file Set. Designed for 20-24 hours.
drawer. )

Students should be given an opportun= Kahn, Gilbert, et al.

ity to type at least two names, one being Gregg Quick Filipgrffagtigg
his own, in index order on a file folder Set. Evanston, Ill.: Gregg
label and place label with his own name Division, McGraw-Hill Book
on a manila folder. Company, 1965.

on Rowe Filing Practice Se

= £, )
2 identifying filing suppiies according 2nd ed. Baltimore: H.M.
= to definition or use. Rowe Company, 1971.

correspondence, using overhead pro=
jector, actual samples, etc., ex-

: plaining things to loock for in each

3 type of correspondence. Examples:

. ) incoming letters, carbon copies of

: outgoing letters, memos, announcements,
[ business forms, and others that would

be filed.

jv procedures involved in indexing, cod-
i ing, cross-referencing, sorting, and
i " filing.

O
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A.

Bi

BUSINESS FILING AND RECORDS MANAGEMENT

Topic
Charge-out
Transfer

Dispogition

VI. Types of Filing System

Alphabetic
Geographic
Numeric
Subject

Other

Specilal Files and Information
Systems

Vertical files
Visible files
‘Rotary files

Elevator files

Activities

Give each student several pieces of
correspondence and let them perform
the above mentioned procedures and
perhaps file.

Assign additional exercises relating
to filing procedures found in the
various resources listed.

Evaluate by making observations of
the completed activities.

Discuss the advantages and disadvan-
tages of the four basic filing systems.
See chart in Clerical Office Procedures,

Name some types of businesses that
would likely use each of these systenms.

If possible, visit the school 1library
to observe the numeric system. Ex-
ample, card catalog.

samples in texts, the different types
of equipment used for storing records.
Discuss the specific purpose of each.

25
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A;tivities Rggpurggg

Give each student several pleces of
correspond mce and let them perform
the above mentioned procedures and

perhaps file.

Asgign additional exercises relating
to filing procedures found in the
various resources listed.

the cgmpleted activitiés

Discuss the advantages and disadvan-
tages af thé fauf basi: filing syst&ms.

nghan Pasewark aﬂd Dlivzria p. 263,

Name some types of businesses that
would likely use each of these systems.

If possible, visit the school library
to observe the numeric system. Ex-

ample, card catalog.

I1lustrate, using various pictures and
samples in'texts, the different types
of equipment used for storing records.
Discuss the gpecific purpose of each.

60



BUSINESS FILING AND RECORDS MANAGEMENT

e Topic | Activities
E. Data Processing

F, Microfilming

G, Others

26




:CORDS MANAGEMENT

o Activities Regources
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THE PLUS FACTORS

STATEMENT: This unit covers some factors which promote a better understanding of the office procedur
business world,
OBJECTIVES: The student will gain a better awareness through role playing, discussion, ete,, of:

1. Personal and professional qualities desirable in the business world.

2, The basic principles underlying employer-employee relations.

3. Office situations arising among co=workers.

4. Successful handling of visitors,

3. The importance of determining work priorities, arranging and planning work area, and choosin;
reference materials.

NOTE: Undoubtedly each elass will develop additional factors appropriate for inclusion in this unit.

27
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THE PLUS FACTORS

‘some factors which promote a better understanding of the office procedures of the

| gain a better awareness through role playing, discussion, etc., of:
éianal qualities desirable in the business world.

3 underlying employer-employee relations.

éising among co-workers.

jﬁf visitors.

termining work priorities, arranging and planning work area, and choosing appropriate
- will develop additional factors appropriate for inmclusion in this unit.




THE PLUS FACTORS

1.

II.

Personal and Professional Qualities

A,

Bl

Employer-Employee Relations

A,

B,

C.

el

‘Duties not pertaining to the

Personal

1. Grooming and appearance
2, Volce and language
3. Polge and manners
Professional

1. Confidence

2, Cooperation

3. Dependability

4. Diplomacy

5. Flexibiliey

6. Honesty

7. Initiative

8. Involvement

9, Loyalty

0

1,

_ Topic

Perserverance

Others

Interruptions

Priorities

office

Activities

Inform students that dress codes are not
in force in many institutions (although
some companies do have a dress code) and

appropriate in an office. However, en-
courage an outspoken discussion on this
subject of dress as well as the other
subjects of grooming, voice quality,
and mannerisms since many serlous and
embarrassing errors can be made because
of lack of judgment on appropriateness,

Students may wish to discuss a screen-
ing profile used by personnel in order
to gain some insight into the lmportance
of personal and professional qualities
desirable for office employees.

Discuss various case studles involving
different aspects of employer-employee
relations,

Role Play, Students take on various
roles in an office situation, (See
Appendix C for sample discussion cases,)

Bl
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Activities

Inform students that dress codes are not
1n force in many institutions (although
some companies do have a dress code) and
that many kinds of dress are considered
appropriate in an office, However, en-
courage an outspoken discussion on this
subject of dress as well as the other
subjects of grooming, voice quality,

and mannerisms gince many serioug and
embarrassing errors can be made because
of lack of judgment on appropriateness,

Students may wish to discuss a screen=
ing profile used by personnel in order
to gain some insight into the importance
of personal and professional qualities
degirable for office employees.

Discuss various case studies involving
different aspects of employer-employee
relationg,

Role Play. .Students take on various

roles in an office situation. (S5ee |
Appendix C for sample discussion cages, )

28

Resources

Fries, Albert, et al,

Applied Secretarial Practice,
6th ed. New York: Gregg
Division, McGraw=Hill Book
Company, 1968.

Woodward, Theodore, et al,
General Office Procedures
for Colleges. 6th ed.
Cineinnati: South-Western
Publishing Company, 1972,

Scheer, Wilbert E. "Appli-
cant Screening Profile."

Developed by Employer's Ser-
vices Corp., Box 314,
Bristol, Tenn. 37621, p. 172.

The Dartnell Personnel Dir-

ector's Handbook. Chicago:

The Dartnell Corporation,
1968,
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FACTORS
Topic
Employer Errors

Personal Favors

Activities

Instructor should avoid the right or wrong
approach and recognize that insight is
gained primarily by thinking out the

situation,
Examples:
1. Employer constantly interrupts em~

ployee at work.

Employee lacks knowledge of employer's
whereabouts,

Employer asks employee to do typing
duties that do not pertain to his
work duties, e.g., typing for em-
ployer's spouse.

Employer giveg three urgent jobs at
once and wants all three done at the
same time,

Employer makes grammatical errors)
employer is often irritated, however,
at being corrected.

Employer is busy and doesn't explain
minor but necessary details -- like
where to order supplies.

Employer is absent-minded.



Activities Resources

Instructor should aveid the right or wrong
apprcach and recognize that insight is
gained primarily by thinking out the
situation.

Examples:

1. Employer constantly interrupts em~
ployee at work.

2. Employee lacks knowledge of employer's
whereabouts.

3. Employer asks employee to do typing
duties that do not pertain te his
work duties, e.g., typing for em~
ployer's spouse.

4. Employer gives three urgent jobs at
once and wants all three done at the
same time.

5. Employer makes grammatical errors;
employer is often irritated, however,
at being corrected.

6. Employer 1s busy and doean't explain
minor but necessary details == like
where to order supplies.

7. Empleyer is absent-minded.

29 ({]
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THE PLUS PACTORS

Topic

F, Roles of the Secretary

G, Other

“ 1IL. Employee-Employee Relations

A, Making Friends

B, Sharing Responsibilities
C. Bothersome Co-Workers

D. Avoiding Cliques and
Office Gossip

Activities

8, Employer blames employee for errors
that are not employee's fault.

9. Employer (male) asks employee (female)
to dinner once a week.

Discuss the changing role of the secretary.

Encourage students to think originallr on
this subject. The more imaginative * e
concepts, the better the discussier.

(See Appendix C, "What Is A Secretary?")

Have students brainstorm giving other
situations based on their experience
in dealing with employers,

Discuss case studies involving various
aspects of relations among co-workers.

Role play. Some office problem situa-
tions that might be discussed are:

1. Making friends at the office.

2. Office courtesy and appropriate
conduct,

3. Accepting change in office pro-
 cedures,

30
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ERIC

Aruitoxt provided by Eic:

Activities
8. Employer blames employee for errors
that are not employee's fault,
9. Employer (male) asks employee (female)

.this subject.

~(See -Appendix C,

to dinner once a week.

Discuss the changing role of the secretary.
Encourage students to think originally on
The more imaginative the
concepts, the better the discussion.

"What Is A Secretary?')

Have students brainstorm giving other
gituations based on their experience
in dealing with employers.

involving various
among co-workers.

Discuss case studies
aspects of relations

Some office problem situa-
might be discussed are:

Role play.
tions that

1. Making friends at the office.
2. Office courtesy and appropriate

éﬁndgct.

3. Accepting change in office pro-
cedures.
T

Scheer, Wilbert E. '"What
Is A Secretary?" National

Secretaries Association.

Today's Secretary (magazine) _
Order from Gregg Division
of McGraw-Hill Book Company.
($5.00, one year's sub=-
geription)

Secretaries on the Spot.

A collection of actual
secretarlal problems and
how they were solved. 1967.

Order from: National
Secretaries Association,
1103 Grand Avenue, Kansas
City, Missouri 64106 55.00

Masterson, A.C. A Teacher's
Guide for Human Relations.
Department of Vocational
Education. Colorado State
University, Denver, Colorado,
1971. A Business and Office
Education Curriculum Project.




Activities Resou:

. Avolding cliques, gossip and rumors.  Russon, Allien
Development for

5. Being innovative. ed, Cincinnati:
Publishing Compz

6. Dealing with a co-worker who doesn't

want to cooperate in work-sharing Work Is Happinee
job situation, Massachugetts: -
Bete Company, 1§

1, Promoting office safety, graphic Booklet,

8. Other situations experienced by

students,
IV, Handling Visitors
P A Visitors With Appointments Role play. Situations to discuss:
B. Visitors Without Appoint- 1, Greeting the caller

ments
2, Finding out purpose of call
- C. Late Visitors
ey 3. Making caller feel comfortable
' D. Frequent Visitors
4, Referring the caller
E. Salespersons

B 5. Escorting a vigitor into boss
F. Irate Visitors | office
Ry 6. Dealing with irate and late
visitors

7. Vigitors who overstay their time

8, Employer who is always late with :
appointments - e
i

|




Role play,

1L

2,

o

Activities
Avoiding cliques, gossip and rumors.
Being innovative,
Dealing v 'th a co-worker who doesn't
want to cooperate in work-sharing
job situation.
Promoting office safety,

Other situations experienced by
atudents,

Situations to discuss:
Greeting the caller

Finding out purposé of call
Making caller feel comfortable
Referring the caller

Escorting a visitor into boss's
office

Dealing with irate and late
visitors

Visitors who overstay their time

Employer who is always late with

-~ -dppointments

31

Resources

Russon, Allien R, Personality
Development for Business., &th

ed. Cincinnati: South-Western
Publishing Company, 1973,

Work Is Happiness, Greenfield,
Massachusetts: Channing L.
Bete Company, 1972, A Scripto-
graphic Booklet,




 THE PLUS FACTORS

Topic ——

V. Miscellaneous

" A. Developing Efficient Work
Habits

1,

2,

Activities

Discuss with students the importance
of establishing efficient working
habits,

Include the following:
Organizing work schedule

Meeting deadlines

+ .Checking work for accuracy

Dating everything

Making notes of things to
be done

Keeping business information

to oneself, Give in-basket

types of exercises, Examples:
(1) Distribute a list of office
duties to be performed within a
certain time, Hava students ar-
range list in a suggested priority
of importance =- what job should
be done firat, (See Appendix C.)
(2) Give students an exercise
In following directions. Be
specific. Stress note taking,
(3) Assign proofreading exer-
clses,

Parker Pu’

'Editorial

Shortcuts
the Secre:
N.Y.: Pa:
Company, .

Fries, Al]
Applied 5
Unit 9.

Time-Your
Greenfielc
Channing I
Ine., 197:
Booklet,




lent Work

Activities

Discuss with students the importance
habits. Include the following:

1. Organizing work schedule

2., Meeting deadlines

3. Checking work for accuracy

4. Dating everything

be done

6, Keeping business information
to oneself. Give in-basket
types of exercises, Examples:

Resources

Parker Publishing Company
Editorial Staff. 155 Office
Shortcuts and Time Savers for
the Secretary., West Nyack,
N.Y.: Parker Publishing
Company, Inc., 1%64.

Fries, Albert C., et al.

Applied Secretarial Procedures.

Unit 9. pp. 217-237.

Time-Your Greatest Asget.
Greenfield, Massachusetts:
Channing L. Bete Company,
Inc., 1972, A Scriptographic
Booklet.

(1) Distribute a list of office
duties to be performed within a
certain time. Have students ar-
range list in a suggested priority
of importance == what job should

be done first.
(2) Give students an exercise
in following directions. Be
specific, Stress note taking.
(3) Assign proofreading exer-
clses,

32

(See Appendix C.)

R~




PLUS FACTORS

E

B. Planning Your Work Area

C. Choosing Reference Materials

D. Other Plus Factors

Additional Resources:

Pamphlets

Activities
Discuss with students:

Personal desk efficiency (See
Appendix C.) Choices of equip~
ent and supplies for desk.
Location and placement of sup-
plies in desk,

Discuss with students the impor-
tance of locating informatien when
needed, Acquaint them with standard
reference materials., Have class
decide which sources should be at
their fingertips. (See Appendix C.)

Pull together the concepts of The
Plus Factors and discuss any other
"plus factors" that are appropriate,

Regource

Fries, Albert C.
Applied Secretan
cedures. Unit ¢

213,

Hutchinson, Lois
Handbook for Sec
ed. New York:

McGraw=Hill Book

The following pamphlets may be ordered from the Dartnell Corporation,
4660 Ravenswood Avenue, Chicago, Illinols 60640;

Becker, Esther R., What a White Collar Girl Should Know About Improving

French, Marilyn, What a White Collar Girl Should Know About Human Relat

Miller, Katherine §., What a Secretary Should Know About Herself,

e . Rnllasﬁﬁ,aPaggy Norton. What the Secretary Should Know About Public Reli

(The five pamphlets listed above may be purchased for 40¢ ea, -~ one tﬁ*f

33
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Activities

Resources

Eea Discuss with students:

Personal desk efficiency (See Fries, Albert C., et al.
Appendix C.) Choices of equip- Applied Secretarial Pro-
ment and supplies for desk. cedures. Unit 8, pp. 186-
Location and placement of sup- 213,

plies in desk,

iterials Discuss with students the impor- Hutchinson, Lois I. Standard
o tance of locating information when Handbook for Secretaries, 8th
needed. Acquaint them with standard ed. New York: Gregg Division
reference materials. Have class McGraw-Hill Book Company, 1969,
decide which sources should be at
thelr fingertips. (See Appendix C.)

Pull together the concepts of The
Plus Factors and digcuss any other
"plug factors" that are appropriate.

?améhlets

The following pamphlets may be ordered from the Dartnell Corporation,
4660 Ravenawood Avenue, Chicago, Illinois 60640:

: Becker, Esther R., What a White Collar Girl Should Know About Improving Her Memory.

_ French, Marilyn. What a White Collar Girl Should Know About Human Relations.

j'Egth, Sally. What a _White Collar Girl Should Know About Work Organization.

~ Miller, Katherine §., What a Sg;retary_Shﬁuld_Kﬁgg_gbaqg_ﬂergelfg

;égg;;gggggzggggy Norton. What the Secretary Should Know About Public Relations,

;;(The five pamphlets listed above may be purchased for 40¢ ea, -~ one to five copies,)
X 3 3 3 e




 'THE PLUS FACTORS

Successful Secretary

Poise for thg_Sucggssfu;:Eusingss Girl

Keys to ftiquette for the Business Girl

(The three pamphlets listed above may be purchased for 50¢)

FILMS:

Dealing with Problem People - The Forgetter

Dealing with Problem People - The Hothead

Dealing with Problem People - The Scoffer

Dealing with Problem People - Disorderly Worker.

Each of the above is a discussion film which presents personality probiems of workers
situations, Each film: Journal, 1970, 7 min.

Your Job - Fitting In 16 min, Coronet, 1968. This film shows the importance of learning
company rules, learning mistakes, and helpful attitudes to have when starting a job.

Your Job - Getting Ahead 16 min, Coronet, 1968. Experienced workers, interviewed at thei
tips on getting ahead - tips that we see applied by a young man entering on a career :

Your Job - Good Work Habits 13 min. Coronet, 1968, An interview with two high school grac

- first full-time job helps us recognize work of good quality, done with safety and sati

_work habits, such as working steadily, concentrating, and planning ahead, can lead to
"a.raise, and other benefits.

Your Job - You and Your Boss 16 min, Coronet, 1968, The relationship between worker and b
both points of view. Interviews with supervisors and employees answer many questions.
65 E. South Water Street, Chicago, Illinois 60601, . T
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Successful Secretary

Eﬁisa_igr thgrggggeggfg;_Euainggs Girl

Keys to Etiquette for the Business Girl

a Peop

fem=2gaﬁ;g_- Digsorderly Worker.

e 1s a discussion film which presents personality problems of workers in realistic
ach f£ilm: Journal, 1970, 7 mim.

In 16 min., Coronet, 1968, This film &hows the importance of learning and following
learning mistakes, and helpful attitudes to have when starting a job.

“Ahead 16 min. Coronet, 1968, Experienced workers, interviewed at their jobs, give
ng-eghead = tips that we see applied by a young man entering on a career as a newspaperman.

rk Habits 13 min, Coronet, 1968, An interview with two high school graduates on their
Job helps us recognize work of good quality, done with safety and satisfaction. Good
ch ag working steadily, concentrating, and planning ahead, can lead to a promotion,
pther benefits.

;ur,Béss 16 min, Coronet, 1968. The relationship between worker and boss iz seen from
view, Interviews with supervisors and employees answer many questions. Coronet Films,
er-Street, Chicago, Illinols 60601, S

34
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i PLUS FACTORS

Office Courtesy 12 min. $2,50 Encyclopedia Britannica. Dramatizes techniques for office workers
. vith persons outside the company, face to face, and over the telephone. Stresses importance ¢
and thoughtfulness,

#0ffice Teamork 12 min. $2.50 Encyclopedia Britannica, Dramatizes representative office situatic
' teamwork is necessary. Reveals effect of various attitudes on company morale and business.

B Wiow to Keep a Job 11 min. §2,50 Coromet. Teaches the importance of dependability, cooperation, 1
| and loyalty in keeping a job.

- “Safety in Offices 10 min, $2.50 Humorously points out carelessness in office, such as leaving low
drawers open and many other tralts of thoughtlessness.

Working Together 12 min, Color #2019 Encyelopedia Britannica, 425 N, Michigan Avenue, Chicago, Il

Communicating with the Public 12 min. Color #3015 Encyclopedia Brittanica, 425 N, Michigan Ave.,
I1linois 60611. .

iﬂfdsr from: Business Education Films, 5113 lﬁthiAvenuE; Brooklyn, N.Y. 11204,

FILMSTRIPS:
"Secretarial Attitudes" McGraw-Hill, 10 min. $2.50 - Emphasizes working under pressure, meeting
and following instructions. Order from: Business Education Films, 5113 - 16th Avenue, Brookl:
11204,

"dork Habits and Attitudes." Avid, 1968, This sound filmstrip serles reviews 16 work habits and af

which are basic to any successful work experience.

TRV



$2.50 Encyclopedia Britannica. Dramatizes techniques for office workers in working
the company, face to face, and over the telephone, Stresses importance of courtesy

QSQQEﬂeyglapedia Britannica, Dramatizes representative office situations in which
-Reveals effect of various attitudes on company morale and business.

$2;5§‘G§r§neti Teaches the importance of dependability, cooperation, initiative,

192,30 Hﬁ@aiﬁusly points out carelessness in office, such as leaving low filing
other traits of thoughtlessness.

olor #2019 Encyclopedia Britamnica, 425 N. Michigan Avenue, Chicago, Illinois 60611.

mii;_‘li min., Color #3015 Encyclopedia Brittanica, 425 N, Michigan Ave., Chicago,
ggfi@n Films, 5113 16th Avenue, Brooklyn, N.Y, 11204.

?Efawiﬁilli 10 min. $2.50 - Emphasizes working under pressure, meeting deadlines,
dons. Order from: Business Education Films, 5113 - 16th Avenue, Brooklyn, N.Y.

8."  Avid, 1968. This sound filmstrip series reviews 16 work habits and attitudes
- successful work experience.
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LANGUAGE ARTS SKILLS

Time: 40=-60 houre

STATEMENT: One of the most useful and necessary skills an office worker can possess_ is the abili
English correctly in writing, editing, and speaking, This unit will give the student a review of
ciples of language arts with emphasis on the areas nec
l.e., the rules of gramar, punctuation, spelling, proofreading, and word division and the prinei)
~ business writing.

essary for successful communication in the |

OBJECTIVES: The student will be able to:

Identify, through pretesting, areas of deficiency in the use of principles of standard Er
Identify, define, and apply parts of speech,

Recognize and write a complete sentence.

Identify main and subordinate clauses.

Construct a paragraph,

Apply the principles of punctuation, capitalization, abbreviations, and number usage.,
Identify the parts of a business 1ét;ér;

Compose a short business letter; i.e., request letter, letter of applicatic and respons
letter, '

Proofread correspondence to detect grammar, punctuation, and spelling errors,

Spell correctly from dictation a list of the most frequently misspelled words.

Fuaaiu
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LANGUAGE ARTS SKILLS

Time: 40-60 hours

%ﬁt%uaeful and necessary skills an office worker can possess 1s the ability to use standard
g, editing, and speaking. This unit will give the student a review of the basic prin-
th emphasis on the areas.necessary for successful communication in the business world;

c, punctuation, spelling, proofreading, and word division and the principles of effective

i1l be able to:
pretesting, areas of deficlency in the use of principles of standard English.
:fénd'hpply parts of speech,

t2 a complete sentence.

.subordinate clausce,




1,

sy

- LANGUAGE ARTS SKILLS

1, Self-assessment

A. Grammar and Punctuation Pretest

B. Spelling Pretest’

ii_Ii! Grammar Review

A. Parts of Speech

Nouns
a) Recognition and use
b) Plurals of nouns
¢) Possessive forms of
nouns
Pronouns
a) Recognition and use
(a) Person
(b) Case
(¢) Number
(d) Gender
(2) Relative
(3) Indefinite

(4) Pogsessive

At;iyities

Give a pretest to class covering grammar
and punctuation, (Preliminary test from
Business English - Reed suggested,)
Pretest on selected words from a spelling
ligt of frequently misspelled words.

Use these tests to assess the needs of
students and ag a guide for planning
areas of concentration. Approximately
two hours should be allowed for testing.

All grammar concepts should be reviewed
according to the needs of the students.
Give appropriate exercizes to reinforce
learning. Provide opportunities for
students to work individually on their
particular areas of weakness, Evaluate
to gee if basic concepts have been
pastered,

3

Resoure

Reed, Jeanne, I

Inglish, 2nd ed
Education Series
Gregg Division,

Book Company, 18

List of Most Fre
spelled Words (S
D.)

Blumenthal, Joge
English 2600 2n
Index, A Progra
in Grammar and U
York: Harcourt

Jovanovich, Inc.

Brendel, Leroy A
Leffingwell, Ela
Usage Drills and
Programmed for tI
New York: Gregg
McGraw-Hill Book
1968, ;

Burtness, Paul §
Robert R. Effec
for Colleges. 5
Cincinnati: Sou!
Publishing Co., .




n Pretest

Activities

Give a pretest to class covering grammar
and punctuation. (Preliminary test from
Business Fnglish - Reed suggested,)
Pretest on selected words from a spelling
list of frequently misspelled words,

Use these tests to assess the needs of
gtudents and as a guide for planning
areas cf concentration, Approximately
two hours should be allowed for testing.

All grammar concepts should be reviewed
according to the needs of the students.
Give appropriate exercises to reinforce
learning. Provide opportunities for
students to work individually on their
particular areas of weakness. Evaluate
to see 1f basic concepts have been
mastered,

37

Reso

Reed, Jeanne. Eusine;s
Engligh. 2nd ed. Gregg Adult
Education Series, New York:
Gregg Division, McGraw-Hill
Book Company, l972;

\ﬂ

rces

List of Most Frequently Mis-
spelled Words (See Appendix
D.)

Blumenthal, Joseph C.
English 2600 2nd ed, with

Index. A Programmed Course
in Grammar and Usage. New
York: Harcourt Brace
Jovanovich, Inec,, 1973.

Brendel, Leroy A., and
Leffingwell, Elaie. English
Usage Drills and Exercises -
Programmed for the Typewriter.

New York: Gregg Division,
McGraw-Hill Book Company,
1968,

Burtness, Paul S., and Aurner,
Robert R. Effective English
for Colleges. 5th ed.
Clneinnati: South-Western
Publishing Co., 1975,
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LANGUAGE ARTS SKILLS

Topic Activities

b) Subject-verb agreement
¢) Pronoun-antecedent agreement
Verbs
a) Recognition and use
(1) Action and linking |
(2) Voice infleetion
(3) Principle parts
(4) Tense

b) Regular and irregular verbs

T g

Subject-verb agreement

(1) Compound subject joined by
and or or

(2) 5 on third person singular
verbs

(3) Sentences beginning with
here and there

L

1) Recognition and use of verbals
(1) Gerund
(2) Participal
(3) Infinitive

e) Troublasome verbs

R

Carlin, Ji
English o1
New York:
Company, -

Cleary, Ji
Lacombe, .
Style Ski
A Self-im
for Transe
nd ed, 1!
Division,
Company, ]

Monro, Kal
berg, Mar
Business |

Text Workl
5th ed. |
Division,.
Company, -

Reed, Jea
English. |
Kit in Col
tion, 2ad:
MeGraw-Hi:
1972,




ﬂﬁgi | . Activities

erb agreement

ntecedent agreement

on and use

on and linking
e inflection
ciple parts

B

gd irregular verbs

arb agreement

:und subject joined by
T or

gihird person singular
-

nces beginning with
and there

m and use of verbals
d

cipal

itive

e verbs

38

Resources

Carlin, Jerome, et et al,
Engiish on the Job. Book 2.
New York: Globe Book
Company, 1970.

Lacambe Jﬁan H English
Style Skill-Builders -

A Self-improvement Program
for Transeribers and Typists,
Znd ed. New York: Gregg
Division, McGraw-Hill Book
Company, 1974,

Monro, Kate M., and Witten-
berg, Mary Alice. Modern
Business English,

Text Workbook for Colleges.
5th ed. New York: Grepg
Division, McGraw-Hill Book
Company, 1972.

Reed, Jeanne. Business
English. A Gregg Text-
Kit in Continuing Educa-
tion, 2nd ed, New York:
McGraw-Hill Book Company,
1972,



. LANGUAGE ARTS SKILLS

4,

Topic

Adjectives and Adverh-
a) Recognition and use

b) Comparison

c) Adverb and adjective confusion

+

Prepositions

a) Recognition and use in phrases

b) Troublesome prepositions
Conjunctions

a) Correlatives

b) Coordinating

¢) Subordinating

Interjections

Sentence

Recognition and use of adverb
clause

- Recognition and use of adjective

¢lause

Recognition and use of basic
sentence type

Activities

Give students an opportunity to
construct simple, compound, and
complex sentences. Stress ways
to achieve sentence variety:

1. Vary sentence length
2. Vary sentence beginnings
Vary sentence type

39

Resoure

Schachter, Norm

The Easy Way. :
Cincinnatl: Sc

Publishing Co.,

Sheff, Donald £
English, New ¥
Publishing Comp
1968.



Activities

use

tive confusion

use in phrases

ogitions

Give students an opportunity to
construct simple, compound, and

f adverb complex sentences. Stress ways
to achieve sentence variety:

f adjective 1. Vary sentence length
2. Vary sentence beginnings
3. Vary sentence type

f basic

39

Schachter, Norman. English
The Fasy Way. 3rd ed.

Cincinnati: South-Western

Publishing Co., 1969.

Sheff, Donald A. Secretarial

English. New York: Regents

1968.
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LANGUAGE A”TS SKILLS

Topic o Activities Ri

4, Order of elements

e ]

Paragraphs Discuss with students the most useful
methods in developing a paragraph.
Stregs the Importance and development
of topic sentence as well as unity,
coherence, and emphasis. Give students
an exercise in developing a particular
type of paragraph; i.e., descriptive,

1. Methnd of development

2, Types of paragraphs

D. Word Usage

1. Choice of correct word

2. Recognition and use of
synonyms, antonyms, homonyms

I1I. Punctuation Review

A, Period

B. Comma

narrative, and persuasive.

Give special emphasis to words that
are often confusing and used incor-
Ekéﬁﬁles; affect, effect; advice,
advise; lie, lay; accept, except;
precede, proceed; all right; etc,

Review the following:

Used after a declarative sentence,
Used after an imperative sentence.
Used after numbers or letters in
an outline.

Used in abbreviations and initials.

Review the following!:
Used to prevent misreading.

Used in a series,
Used after introductory words,

phrases, or long clauses.

40

Burtness ¢
Effective

Colleges,
pp. 109-12

Brendel, I
Near, Dori
Drills and
Programed
New York:
MeGraw=-Hil
1970.

Reigner, G
Punctuatio
Baltimore:
Company, 1



lc

menta

ivelopment

*agraphg

yrrect word

and use of
itonyms, homonyms

Activities

Discuss with students the most useful
methods in developing a paragraph.
Stress the importance and development
of topic sentence as well as unity,
coherence, and emphasis. Give students
an exercise in developing a particular
type of paragraph; i.e., descriptive,
narrvative, and persuasive,

Give special emphasis to words that
are often confusing and used incor-
Eﬁéﬁﬁlas: affect, effect; advice,
advise; lie, lay; accept, except;
precede, proceed; all right; ete.

Review the following:

Used after a declarative sentence.
Used after an imperative sentence.
Used after numbers or letters in
an outline.

Used in abbreviations and initials.

Review the following:
Used to prevent misreading.
Used in a series.

Used after introductory words,
phrases, or long clauses.

40

Resources

Burtness and Aurnmer,
Effective English for
Golleges, Unit 7,
op. 109-124.

Brendel, Leroy A., and
Near, Doris. Punctuation
Drills and Exercises -

Programmed for the Typewriter.

New York: Gregg Division,
MeGraw-Hill Book Company,

1970.

Reigner, Charles. Applied
Punctuation., 5th ed,,

Baltimore: H. M. Rowe Book
Company, 1972.
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LANGUAGE ARTS SKILLS
Topic Activities

Used to set off parenthetical ex-
pressions.

Used to set off direct quotations.

Used in dates, figures, and addresses.

Used to set off mild exclamations such
as well and oh.

Used frequently before a coordinate
conjunction.

Used to set off nouns of direct address.

Used after the complimentary close of a
letter.

Used to show the omission of a verb in
a compound sentence,

C. Question Mark and Exclamation
Point

D. Quotation Marks Review the following:

Used to-enclose exact words of a speaker.

Used for quotation within a quotation --
(single quotation marks),

Used to enclose the title of a song, a
poem, or a magazine article.

Used with other punctuation.

E. Colon Review the following:

Used after salutation in a business letter,

Used between figures indicating the time.

Used before an enumeration,

Used after such words as these: the following,
or as follows,

41




Exclamation

Activities

Used to set off parenthetical ex-
pressions.

Used to set off direct quotations.

Used in dates, figures, and addresses.

Used to set off mild exclamations such
as well and oh.

Uzed frequeﬂtly before a coordinate
conjunction,

Used to set off nouns of direct address.

Used after the complimentary close of a
letter.

Used to show the omission of a verb in
4 compound santence,

Review the following:

Used to enclose exact words of a speaker,

Used for quetation within a quotation ==
(single quotation marks),

Used to enclose the title of a song, a
poem, or a magazine article,

Used with other punctuntion,

Review the following:

Used after salutation in a business letter,

Used between figures indicating the time.

Used before an enumeration.

Used after such words as these: the following,
or as follows. '

41

Resources
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LANGUAGE ARTS SKILLS
Topic | Activities
F. Semicolon Review the following:

Used in compound sentence when the con-
junction is omitted,
Used as a substitute for the comma to

COmMAas.

Used when a mark of punctuation stronger
than a comma is required; i.e., He is five
feet, six inches tall; weighs 190 pounds;
and 1s thirty years old.

G. Hyphen Review the following:

Used to divide words at the end of the line.

Used to form compound words,

Used to form compound numerals when written
as words (twenty-one).

Used to form an adjective when it modifies a
noun (the five-day week),

Used to attach the prefixes all, ex, self, and
suffix elect to mouns,

H. Apostrophe | Review the following:

Used to form a contraction,
and plural nouns,

Used to form the plurals of figures, letters,
and symbols; i.e., 4's, a's,

42




Activities Resources

Used in compound sentence when the con-
Junction is omitted.

Used as a substitute for the comma to
scparate elements that already contain
commas.,

Used when & mark of punctuation stronger
than a comma is required; i.e., He is five
feet, six inches tall; weighs 190 pounds;
and 1s thirty years old.

Review the following:

Used to divide words at the end of the line.

Used to form compound words,

Used to form compound numerals when written
as words (twenty-one).

noun (the five-day week).
Used to attach the prefixes all, ex, self, and

Reviev the following:

Used to form a contraction,

Used to show the possessive forms of singular
and plural nouns.

Used to form the plurals of figures, letters,
and symbols; i.e., 4's, a's.

9.




LANGUAGE ARTS SKILLS

Topie

I. Parentheses

J. Dash

K. Ellipses

IV, Capitalization

Review the following:

Used to enclose non-essential material only
remotely connected in meaning with the
rest of the sentence. Ex. Letterhead
stationery (8 and 1/2 x 11 inches) is
used “or mest business letters.
vhich are inserted. Ex. Mass media in-
clude the follewing: (1) radio, (2) tele-
vision, (3) magazines, and (4) newspapers.
The sum of three thousand dallars ($3,000)
1s to be paid within ninety (90) days.

Review the following:

Used to indicate a sudden break in thought.
Used before a word or phrase to give the
expression unusual emphasis or special
meaning. Ex. Worry--how much waste
it causes,

Point out to the class the distinction be-
tween the hyphen and dash in typewritten
QEPYi

Review the following basic principles of
capitalization. Give diagnostic tests to
determine areas for gpecial drill.

43



Activities Resources

Review the following:

remotely connected in meaning with the
rest of the gentence. Ex, Letterhead
statinnery (8 and 1/2 x 11 inches) is
used for most business letters.

which are inserted. Ex. Mass media in~

clude the following: (1) radio, (2) tele-
vision, (3) magazines, and (4) newspapers.
The sum of three thousand dollars ($3,000)

is to be paid within ninety (90) days.
Review the following:

Used to indicate a sudden break in thought.
Used before a word or phrase to give the
expression unusual emphasis or special
meaning. Ex. Worry--how much waste
it causes.

Point out to the class the distinction be-
tween the hyphen and dash in typewritten
copy.

Review the following basie principles of
capitalization. Give diagnostic tests to
determine areas for special drill.

43



LANGUAGE ARTS SKILL:

Topic

Activities

Capitalize:

e .

V. Number Usage

The first word in sentence

Pronoun I and the interjection O
Proper nouns and proper adjectives
Names of organizations, business
firms, institutions, and government
bodies

Names of nationalities, races, and
religions

Names of historical events and petlods,
special events, and Ealandaf items.
Titles: used as a person’ 's name:
books, articles, periodicals, etc.
North, South, etc., used to designate

geographical area

Review with students the general guidelines to
follow in writing numbers cortectly in busi-

ness correspondence. Include the following:

O wed % W S Ll B e

General rules

Adjacent numbers

Numbers in addresses

Numbers in dates and expressions of time
Sums of money

Quantities and measurements

Fractions and decimals

Percentages

44
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Activities : Resources
Capitalize:

1. The first word in sentence lessenberry, D.D.,

2. Pronoun L and the interjection O et al. Century 21

3. Proper nouns and proper adjectives Typewriting. Complete

4. Names of organizations, business course., Cincinnati:
firms, institutionms, and government South-Western Pub-
bodies 1ishing Co., 1972.

5. Names of nationalitles, races, and (Number and Capitali-
religions zation Guides) pp-

6. Names of historical events and periods, 117-125.
special events, and calendar items.

7. Titles: used as a person's name:
books, articles, periodicals, etc.

8. North, South, etc., used to designate
geographical area

Review with students the general guidelines to
follow in writing numbers correctly in busi-
ness correspondence. Include the following:

General rules

Adjacent numbers

Numbers in addresses

Numbers in dates and expressions of time
Sums of money

Quantities and measurements

Fractions and decimals

Percentages

O~ T A s el B
- - - - - - - %

bé
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LANGUAGE ART SKILLS
Topte

VI. Bkbgeviatiﬁns

VII. Business Letters
A, Form anu Arrangement
B. Content

C. Types of Letters

Activities Resc

Review with students the principles
used in deciding when and how to
abbreviate, Stress the following:

Bl [t
-

L% o T o TR S o TR W B S
- - ™ ™ ™

Titles before and after names

Firm Names (Corporation)

Names of Associations and Government
Agencies

Symbols and shortened forms of words
Plurals of abbreviations

Terms of measure

Strest names

Names of cities and states

Names of days and months

Reviev the standards for business letters, Himstreet
Teach these business communications: et al. B

1.
2.
Si

Request for information ed, Engler
Answer to a complaint Prentice-]
Application for a position

Emphasize:

e

[l R R PR ]
. om

Brevity and clarity
Up-to-date terms

Courteous, businesslike tone
Neatness

Correct form

Folding the letter



Activities Resources

Review with students the principles

used in deciding when and how to
abbreviate, Stress the following:

Titles hefore and after names

Firm Names (Corporation)

. Names of Assoclations and Government
Agencles

. Symbols and shortened forms of worde-

Plurals of abbreviations

Terms of measure

Street names

. Names of cities and states

Names of days and months

bk Bnd

o R TR o T W T

Review the standards for business letters. Himstreet, William C.

Teach these business communications: et al, Business English
| 1n Communications. 2nd
1. Request for information ed. Englewood Cliffs, N.J.:
2. Answer to a complalnt Prentice~Hall, Inc., 1970.

3. Application for a position
Emphasize:

Brevity and clarity
Up-to-date terms

Courteous, businesslike tone
Neatness

Correct form

Folding the letter

N B D B
e e .
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LANGUAGE ARTS SKILLS
Topic
VIII. Dictionary Skills and Word Division
A. Content and Use of Dictionaries

B, FKinds of Dictionaries

Word-Division Guides

]

IX. Spelling
A. Spelling Rules
B. List of Most-Frequently

Misspelled Words

X. Proofreading

Activities

Frovide opportunities for using die-
tionaries. Include the following:

Studying a dictionary page

. Checking the pronunciation key
Finding information quickly
Defining words

Recognizing and using different
types: N

Rifin o hadi B it

a.) Abridged
b.) Unabridged

Provide experlence using a thesaurus.
Review word-division guides.

Review a few helpful spelling rules.
Dictate spelling words from list of
commonly misspelled words.

Cive students several examples of
business correspondence to proofread
and prepare final copy. FPoint out
that you read first for content and
clarity and second for spelling, punc-
tuation, typographical errors, etc.

46

Mers.
Your
Wood’
Educ
1959

Bend
Comn
Voca
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for
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Book



3 and Word Division
Ige of Dictionarles
tionaries

n Guides

€8

;FrequEﬁtly
ords

Activities

Provide opportunities for using die-
tionaries. Include the following:

Studying a dictionary page
Checking the pronunclation key
Finding information quickly
Defining words

. Recognizing and using different
types:

[ T o I X A

a.) Abridged
b.) Unabridged

Provide experience using a thesaurus.
Review word-division guides.

Review a few helpful spelling rules.
Dictate spelling words from list of
commonly misspelled words.

Give students several examples of
business correspondence to proofread
and prepare final copy. Point out
that you read first for content and
clarity and gecond for spelling, punc-

tuation, typographical errors, etc.

46

Resources

Mersand, Joseph. Spelling
Your Way To Success.
Woodbury, N.Y.: Barron's
Educational Series, Inc.,
1959.

Bendel, Leroy A., et al.
Communication Word Power:
Vocabulary and Spelling
Mastery. A Text=Workbook
for Colleges. New York:
Gregg Division, MeGraw-Hill
Book Company, 1968.




LANGUAGE ARTS SKILLS

Topic

Activities

Reemphasize these points in
what to look for:

1.
Z,
3i
ll,-

5.
6.

.7!

Si
9,

Misspelling

Inexact punctuation
Ambiguities of phrasing,
particularly with pronouns
Errors in formation of pos=
sessives

Errors in use of possessives
Errors in subject and verd
agreegent

Errors in pronoun and ante-
cedent agreement

Improper capitalization
Inconsistency of style

Give students an opportunity to
learn and use proofreader's marks.

47

Resour

Bendel, Leroy A.
Doris. Spelling
Exercises - Prog
Typevriter. 2nd
Gregg Diviasion.

Book Company, 19

Rak, Elsie T. T
Words, Cambridg
Education Publis
Inc., 1970.

Strunk, Wm. F.,

E.B., Elements ¢
New York: Maen
1969, Paperbach

REFERENCE MATER!

Gavin, Ruth E.,
William A, Ref
for Stenographe
4th ed, New Yoi
Division. MeGr
Company, 1970. .

Jovanovich, Inci

Leslie, Louls, -
Spelled and Div
Reference. 6th




Activities

Reemphasize these points in
what to look for:

1.
2.
3.

8.
9.

Misspelling

Inexact punctuation
Ambiguities of phrasing,
particularly with pronouns
Errors in formation of pos-
gegsives

Errors in use of possessives
Errors in subject and verb
agreement

Errors in pronoun and ante-
cedent agreement

Tmproper capitalization
Inconsistency of style

Cive students an opportunity to
learn and use proofreader's marks.

47

Regources

Bendel, Leroy A., and Near,
Doris., Spelling Drills and
Exercises = Programmed for the
Typewriter. 2nd ed, New York:
Gregg Division. McGraw-Bill
Book Company, 1974.

Rak, Elsie T. The Spell of
Words. Cambridge, Mags.
Eduzatinn Publishing Service,
Inc., 1970.

Strunk, Wm. F., and White,
E.B., Elements of Style.

New York: Maemillan Company,
1969, Paperback - 95 cents.

REFERENCE MATERTALS

gavin, Ruth E., and Sabim,
Wwilliam A. Reference Manual
for Stenﬁgraphéfs and Typists,
4th ed, New York: Gregg
Division. McGraw=Hill Book
Company, 1970. (Paperbook)

Griffith, Francis, and Warriner,
John E. English Grammar and
Composition. Complete Course.
New York: Harcourt Brace and
Jovanovich, Inc., 1973.

Leslie, Louis. 20,000 Words.
Spelled and Divided for Quick
Reference, 6th ed. New York:
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LANGUAGE ARTS SKILLS

Activities

Gregg
Book C

Romine

Bugine

Englew
Jersey
Inc.,



5;;ivitig§ Topic
Gregg Divisioen, McGraw=-Hill
Book Company, 1971.

Romine, Jack. College
Business English. 2nd ed.

- Englewood Cliffs, New
Jersey: Prentice-Hall,
Inc., 1972.

48
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APPLYING FOR A JOB
Time: 2 hours

STATEMENT: This unit will expose the student to procedures used to apply for a job including the p3
written applicatior and resume, testing procedures, and the interview,
OBJECTIVES: The student will be able to:

1. Identify the quality of an outstanding personal data sheet.

2, Prepare a personal data sheet that could be used to apply for a job.

3, Fill out sample application forms and take a sample general clerical performance ﬁéét.

4, Effectively apply for a job in , rsonm, understand the purpose of an interview, the intervi:
view, and the proper way to conclude and follow up an interview.

£ 107



APPLYING FOR A JOB
Time: 2 hours

. expose the student to procedur
gume, testing proceduvres, and the interview.
7111 be able to:
l;ty of an outstanding peréﬁnal data sheet,
sl data sheet that could be used to apply for a job.
épplicatian forms and take @ sample general clerical performance test.

7 for a job in person, understand the purpose of an interview, the interviewer's point of

oper way to conclude and follow up an interview.

49

106




‘1. Personal Data Sheet (Resume)

A. Purpose

B. Content

1.

Personal information
Education/skills
Extracurricular activities
Experience

References

Appecrance

APPLYING FOR A JOB

Activities

Have students prepare a personal data sheet.
Although the goal would be for the gtudents
to prepare thelr own personal data sheet,
some students feel uncomfortable about put-
ting their age, etc. on a resume that the
class can see, One way to avoid this may be
to suggest that the resumes do not necessa-
rily have to be accurate for classroom
purposes, Be sure to remind/studEnts that

a resume should sell oneself. In other words,

always play up your strengths and don't men-
tion your weaknesses.

Digcuss in clags possible difficulties one
may encounter with a resume; i.e., if one

1s divorced, should this information appear '

in a resume,

50

Meehar
Clerli
Cinels
Weste:
1973.

Meeha:
Secre
cedur
Sauth
Co.,
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APPLYING FOR A JOB

fctivities

Have studc ts prepare a personal data gheet.
Although the goal would be for the students
to prepare their own personal data sheet,
some students feel uncomfortable about gut=
ting their age, etc. on a resume that the
class can see. One way to avold this may be
to suggest that the resumes do mot necessa-
rily have to be accurate for ¢lassroom
purposes, Be sure (O remind students that

a resume should sell oneself. In other words,

slar activities  always play up your gtrengths and don't men-
' tion your weaknesses.

Discuss in class posaible difficulties one

may encounter with a resume; i.e,, 1f one

ig divorced, should this information appear

in a resume.

éi:i .

50

i ity

Resources

Meehan, James R., et al.
Clerical Office Procedures.
Cincinnati, Ohie: South-
Western Publishing Co.,
1973, pp. 348-577.

Meehan, James R., et al.
Secretarial Office Pro=-
cedures. Cincinnati, Ohio:
South=-Western Publishing
Co., 1973. pp. 545-373:
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APPLYING FOR A JOB

Tople

. _Cover letter or Letter
"of Application

. Applying for a Job in Person
‘Personnel Department
Appearance.

Application Form

1. General Aptitude

2. 5kill Performance

Clerical and Performance Tests

Activitles

Have students write a letter of
application to send with a resume,

Arrange for a member of a personnel
department of a large organization
ko visit the class and discuss what
the organization is seeking in terms
of appearance, volce and language
usage, pirsonality, temperament,
knowledge and skills, mental at-
titude, objectivity, self-confidence,
effectiveneas with people, job in-
terest, and adaptability.

Have studeuts f11l out sample ap-

Simulatu and adminster a general
clerical performance test. Per-
haps the Civil Service Test could
be given or refer to employment
tests == General Office Procedures

for Colleges. pp. 175, 177,

3l

Resou

"Write an Quti
Resume," Car:
Curriculum Iu
Ine, Vol. 2,

Mid-March, 19

Blackledge, W.
You and Your

Ohio: Suuth-
Company, 1970

Morrisen, Pﬁ?

The Right Job
the Modern Of
New York: Gr
MeGraw=Hill B
1970,

Woodward, The
General Offic
for Colleges.
Cincinnati:
Publishing Cc
pp. 175-177.

& :
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Activities
Have students write a letter of
application to send with a resume.

Arrange for a member of a personnel
department of a large organization

to visit the class and discuss what
the organization is seeking in terus
of appearance, voice and language
ugsage, personality, temperament,
knowledge and skills, mental at-
titude, objectivity, gelf=confidence,
affectiveness with people, job in-

terest, and adaptability.

Have students fill out sample ap-
plication forms.

i{mulate and adminster a general
clerical performance test. FPer=
haps the Civil Service Test could
be given or refer to employment
pests == Ceneral Office Procedures
for Colleges. pp. 175, 177,

51

Resources

"Wweite an Outstanding
Resume.” Career World
Curriculum Innovations,

Inc, Vol. 2, No. 73
Mid=March, 1974, pp. 26~30.

Blackledge, Walter, et al,

You and Your Job. Cincinnati,
Ohio: South-Western Publishing
Company, 1970.

Morrison, Phyllis. Getting

‘The Right Job. A Career in

the Modern Office Series.

New York: Gregg Division,
McGraw-Hill Book Company,

1970,

Woodward, Theodore, et al.
General Office Procedures
for Colleges. 6th ed.
Cincinnati: South-Western
Publishing Company, 1972.
pp. 175=177.




APPLYING FOR A JOB

ngig

E. The Interview

1.

Purpose
Forming an impression

Conclusion of an interview

. Follow-up of an interview

Activities

Role play and discuss a model interview
in terms of appearance, voice and lan-
guage usage, personality, temperament,
knowledge and skills, mental attitude,
objectivity, gelf-confidence, effective-
ness with people, job interest, and
adaptability. Discuss concluding an
interview and what follo -up procedures,
if any, would be appropriate.

52 — .
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dmpression

@gaﬁf an interview

of an interview

“o-Activities

Role play and discuss a model interview
in terms of appearance, voice and lan-
guage usage, personality, temperament,
knowledge and skills, mental attitude,
objectivity, self-confidence, effective-
ness with people, job interest, and
adaptability. Discuss concluding an

1f any, would be appropriate.

Handouts available from

Film: Applying for a Job.
13 minutes, Color #3011,
Order from: Encyclopedia
Britannica, 425 N. Michigan
Avenue, Chicago, Illinois
60611, .. :
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APPENDIX A
A SELECTION OF CAREER OPPORTUNITIES IN BUSINESS

General Clerical

Addressing Machine Operator: Operates machine to print addresses, code numbers, and similar informati
such as envelopes, accounting forms, and advertising literature; positions plates; stencils, or tapes

.magazine; and places articles to be addressed into loading rack.

E

- Office Duplicating Operator: Reproduces handwritten matter by use of duplicating machines and devices|

Egshigrs Includes occupations concerned with receiving and disbursing money in establishments other t
Most occupations involve use of adding machines, cash registers and change makers.

Correspondence Clerk: Includes occupations concerned with composing correspondence and related items
purpose of obtalning or giving information.

Duplicating~Machines Operator: Makes copies of data by means of machines. Machines frequently used a

ﬁﬁltiiiﬁﬁ} Himeagréphlfand Xerox.

File Clerk: Records and retrieves data, including classifying, sorting, and filing correspondence, re
other data.

General Clerk: Performs a variety of clerical duties utilizing knowledge of systems and reports, incli
data and compiling records and reports, tabulating and posting data in record books, providing informal
conducting interviews, operating office machines, and handling maill and correspondence, ;

Mail Clerk: Runs errands; sorts and delivers letters, packages, and messages; furnishes workers with {
supplies; and performs similar routine tasks in an office. i

Mail Preparing and erator: Runs automatic equipment which handles incoming ans

1 _Preparing and Mail Handling Machine Operato
mail. (Only in offices which handle a very large volume of mail does this work require a full-time ops

Office Machines Operator: Operates some of the more common types of general office machines. Many of
workers have job titles taken from the kinds of equipment they use.
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ides occupations concerned with composing correspondence and related items for the

Ing information.
égﬁ Makes eaﬁfés of data by means of machines.
Rerox.

Machines frequently used are Dual Lith,

Efiéves data, including classifying, sorting, and filing correspondence, records, and

ﬁa;iet? of clerieal duties utilizing knowledge of systems and reports, ineluding copying
and reports, tabulating and posting data in record books, providing information and
ating office machines, and handling mail and correspondence. .
gsorts and delivers letters, packages, and messages; furnishes workers with clerical
lar routine tasks in an office.

¥

dling Machine Operat
ch handle a very large volume o

erator: Runs automatic equipment which handles incoming and outgoing
£ mail does this work require a full-time operator.)

~ Reproduces handwritten matter by use of duplicating machines and devices.
!ﬁpafatéS“samé of the more common types of general of fice machines. Many of these
:en from the kinds of equipment they use.
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PBX Telephone Switchboard QOperator: Operates company private branch exchange telephone switchbo
comlng, outgolng, and interoffice calls., Operates equipment related to telephone communication.
formation to callers and record messages. May keep record of calls and toll charges. May opera
employees.

Personnel Clerk: Includes occupations concermed with assisting job seekers to fill out employme
forma; supplying information regarding company hiring policies or requirements; investigating ap
history to determine suitability for employment; and compiling and keeping current employment re

recrultment, training, promotion, attendance, retirement, and dischzzge of employees,

Receptionist—-General: Meets the public through answering telephone and information requests; L
employees; keeps records of callers, makes appointments, and interviews people to secure requires
duties may include a variety of clerical and miscellaneous duties pertiment to the type of estab:

Receptionist--Medical: Recelves, directs, and instructs patient in office of physician, dentist
service. Makes and confirms appointments and answers inquiries through personal conferences or I
May assist doctor, dentist, ete. in housekeeping, record keeping, and miscellaneous duties perti
of establishment,

Receptionist~-PBX Switchboard Operator: Performs duties of operating a PBX telephone switchboar:
vith responaibilities of a receptionist., Additienal duties may include a variety of clerical ane
duties pertinent to the type of establishment.

Jperator: Operates cord or cordless switchboard to provide answering

Telephone Ansvering Service _
clients. Greets caller and anncunces name or phone number of client, Records and delivers mess
information, accepts orders, and relays calls. Places telephone calls at request of client and ]

emergencles, Date-stwups ind files messages.

Telephone Solieitor: Solicit. :rders for merchandise or services over telephone, Calls prospect
to expiain typ. ~f service or merchandise offered. Quotes prices and tries to persuade customer
prepared gales ioik. RBecords names, addresses, purchases, and reactions of prospects solicited.
to the other wotkers for filing, May develop lists of prospects from city and telephone director

Telephone fv:tchbeard Operator: Operates telephone switchboards and similar equipment for relay]
interoffice calls, establishes connections between subscribers, supplies information and caleulat

and operates telegraph and similar equipment for transmitting and receiving messages.

Teller: Includes occupations concerned with disbursing and receiving morey and recording transac
payroll teller, handles :ay:0lls and problems connected with them,
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d Operator: Operates company private branch exchange telephone switchboards to relay in-
nteroffice calls. Operates equipment related to telephone communication. May supply in-
d record messages. May keep record of calls and toll charges., May operate system to page

es occupations concerned with assisting job seekers to fill out employment application
hiring policles or requirements; {nvestigating applicant's work

itability for employment; and compiling and keeping current employment records, such as
romotion, attendance, retirenent, and discharge of employees.

information requests; locates office and
people to secure required data. Additional
e type of establishment.

Meets the public through answering telephone and
s of callers, makes appointments, and interviews
ariety of clerical and miscellaneous duties pertinent to th
ceiveg, directs, and instructs patient in office of physician, dentlst, or other health
nfirms appointments and ansvers inquiries through personal conferences or by telephone.
tist, etc, in housekeeping, record keeping, and miscellaneous duties pertinent to the type

svitchboard in conjunction
clerical and miscellaneous

chboard Operator: Performs duties of operating a PBX telephone
of a receptionist. Additional duties may include a variety of
.type of establishment.

erator: Operates cord or cordless switchboard to provide answering service for
one number of client. Records and delivers messages, furnishes
st of client and locates client in

rice (
‘and announces name oOr ph
rders, and relays calls. Places telephone calls at reque
g and filea messages.

Solicits orders for merchandise or services over telephone. Calls prospective customers
vice or merchandise offered, Quotes prices and tries to persuade customer to buy, using
Records names, addresses, purchases, and reactions of prospects solicited. Refers orders
or filing. May develop lists of prospects from city and telephone directories.

Operator: Operates telephone switchboards and similar equipment for relaying incoming and
blishes connections between subscribers, supplies information and calculates charges,
and similar equipment for transmitting and recelving messages. | ‘

jpations concerned with disbursing and receiving moriey and recording transactions. As a

g payrolls and problems connected with them,
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A SELECTION OF CAREER OPPORTUNITIES IN BUSINESS

Typewriting

fAytaEagie Typewriter Operator: Operates equipment such as Automatic Typewriter and Tape and Card Typew
Bncodes tapes and cards and programs this equipment for special applications.

“Clerk Typist: A clerk-typist has a greater variety of other clerical duties to perform in addition to
-Performs general clerical work requiring use of typewriter in majority of duties: (1) compiles and ty:
bills, application foris, shipping tickets, and other matter from clerical records; (2) files records .
(3) posts information to records; (4) sorts and distributes mail; (5) answers telephone; and, (6) co
“using adding machine,

‘FBEEEA:; 1st: Types information in the appropriate blanks on previously printed forms, such as insuran
waybills, mortgages, and legal documents.

ﬁHﬁilgP:epgg;ng and Mail Handling Machine Operator: Runs automatic equipment which handles incoming and
mail, (Only in offices which handle a very Jarge volume of mail does this work require a full-time opes

Statistical Iypiat: Obtaing data and makes the necessary computations for reports of a rather complex t
-Types and distributes these reports and may be required to duplicate them,

Stencil Typist: Spends majority of time typing duplicating ma:cers for uge cn fluld, stencil, and offse
Makes corrections and insures quality of work for multiple copies.

iTélég:aphie Typewriter Operator: Operates a machine basically the same as : :weuriter that s connecte
slmilar machine in another geographic location, making written messages capable of transmission.

Iranscribing Machine Operator: Transcribes information dictated at an earlier time from volce-writing e
‘into typewritten form. (Dictation may have been recorded on plastic belts, magnetic belts, magnetic tap
or plastic discs.) .

:2221312 A typist spends most of the time typewriting as the main job assignment and types letters, repa
forms, addresses, or other straight-copy material from rough draft or corrected copy., May verify totals
forms, requisitions, or bills, May operate duplicating machines to reproduce copy '

Operates a Vari-Typer, which is a proportional spacing machine that can automatically just
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po'to_ondvdistributes mail; (5) answers telephone and (6) computes amounts

aMachine Operator' 'Runs automatic equipment mhich haﬂdlés incoming and outgoing

fd makea the necessary computations for reports of a rather complex nature,
rts: and_may be required to duplicate them.

--of‘ ime typing duplicating masters for use on flui& gtencil, and offset duplicators.
alityaof work for multiple copies.

;Operates a machine basically the same as a typewriter that is connected to a
hic location, making written messages capable of transmission.

ranacribes information dictated at an earlier time from voice-writing equipment
.'may have been recorded on plastic belts, magnetic belts, magnetic tapes, wire,

e

thertime typevriting as the main job assignment and types letters, reports, stenclls,
ght—copy material from rough draft or corrected copy. May verify totals on report
.May operate duplicating machines to reproduce copy.

pori‘whichris a proportional spacing me~hine that can automatically justify right
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A SELECTION OF CAREER OPPORTUNITIES IN BUSINESS

Stenography

*-Qédﬁinig;:azive Secretary: Prepares Income tax reports for her employer, gathers infg:matign fol
- .meetings, prepares payrolls and budgets, keeps confidential personnel records, dictates letters.
. for:.other secretarles or stenographers to transcribe and trains and superviaes other secretaries

va”:Emplayees.

—,n,zrqil oo e g sty -

”;‘Clerk Etenagraﬁheri Hﬂst beginning stenagraphers are Elassified as clerk stenagraphers. Takes

| Perfafms variety af glerigal duties. May transcribe matgrial fzam voige ma;hiﬁes.

 'Executive Secretary: Takes notes at méetings, does personal shopping for empluyer keeps persor
records for employer, prepares employer's materlal for trips, keeps employer's a checkbook, helps
income tax reports, helps plan and organize office social affairs, helps entertain visiting cust

representatives and may supervise other clerical employees.

S

- Junior Secretary: Maintains a follow-up file, makes travel and hotel reservations, prepares tri

requisitiaﬂs supplies and keeps expense records of employer's travels in addition to the above :

o Legal Secretary: Works for an attorney, a law firm, or a legal department in an grganizatign. ,
‘executive assistant and needs to produce extremely accurate work.

Medical Secretary: Often writes correspondence, types reports, completes forms, and works with:

materials, This occupation is found in hospitals, medical elinies, sanitariums, nursing hﬁmes,
- departments, insurance firms, and private doctor's offices.:

Secretary: Takes dictation and transcribes notes, does general filing, makes appointments, answ
routes callers, reads and sorts mail, keeps a record of appointments, types from employer's lonmg
“dictation directly on the typewriter, maintains a clipping file or scrapbook, marks articles to.
mimeagraphing and operates adding or calculating machines, |

- Senior Secretary: Assists with preparation of reports, composes routine written communications’

structions, sees customers and meets the public, gathers information for reports, makes digests
letters, or books for employer, and gathers material for speeches.,




" 77K SELECTION OF CAREER OPPORTUNITIES IN BUSINESS

Stenography

A Ergﬁgfééfincéme tax reports for her employer, gathers information for monthly board
118 and budgets, keeps confidential personnel records, dictates letters and memorandums
enographers to transcribe and tralns and supervises other secretaries and clerical

eginning stenographers are classified as clerk stenographers. Takes dictation in
; Teports, and other matter and transcribes dictated material, using the typewriter.
uties, -May transcribe material from volce machines.

akes ‘notes at meetings, does personal shopping for employer, keepa personal financial
pares employer's material for trips, keeps employer's checkbook, helps employer prepare
.plan and organize office social affairs, helps entertain visiting customers and branch
upervise other clerical employees.

ins .a follow-up file, makes travel and hotel reservations, prepares trip itineraries,
‘keeps expense records of employer's travels in addition to the above activities.

g éf?gﬁféﬁﬁbfnéy,'a 1aw‘fifm, or a legal department in an arganiéatiun. He/she 1s an
eeds to produce extremely accurate work,

pjéfiéés"carfespﬂndence, types reports, completes forms, and works with a variety of
ation 1s found in hospitals, medical clinies, sanitariums, nursing homes, public health
irms, and private doctor's offices.

tion and transcribes notes, does general filing, makes appointments, answers telephones and
d sorts mail, keeps a record of appointments, types from employer's longhand notes, takes

;thé?typewriter; maintaine a clipping file or scrapbook, marks articles to be clipped, does

es: adding or calculating machines, | |
7ﬁ§f§itﬁ:§fépafati§n of reports, composes routine written communicatioms from oral in-
ers and meets the public, gathers information for reports, makes digests of articles,
employer, and gathers material for speeches.




:_Acgguntant, Certified Public
Accountant, Cost -

Accountant, Tax

Accnunting Clerk °

Actuarial Clerk

Addingaﬂachine Operator

Addressing-Machine Operator

Adjustment Clerk

Administrative Assistant

Administrative Secretary

_dministratar, Soclal Welfare

dvertising Copy Writer

dvertising Layout Man

dvertising Solicitor

dvertising Space Measurer

Alrplane Dispatch Clerk

Amalgamator -

ludit Clerk

~Auditor

Balance Clerk

Bank Cashier

="B:I..,liliﬂg Clerk

Steno :élhﬁrz Takes dictation and transcribes notes, may do some filing,
and-may..do. routine clerical work,

SELECTED TITLES OF BUSINESS OCCUPATIONS*

Businegs Agent
Calculating-Machine Operator
Cashier

Catalog Clerk, Supply
Classified-Ad Clerk
Clearinghouse Clerk
Clerk-Typist

Code Clerk

Coding Clerk
Comparison Shopper
Console Operator
Control Clerk

Cost Clerk

Counter Clerk
Coupon=Collection Clerk

. Court Reporter

Credit Man

Data Typist
M.gital-Computer

Demurrage Clerk

Director
Duplicating-Machine Operator
Electrotyper

Executive Chief

File Clerk

Flles, Searcher/Researcher
Fiscal Clerk

Foreman

General Clerk

67

may answer telephones and rou

£ cretary: Works for sclentists in such fields as chemistry, physics, mathematics, and biolo
pragrammer data analyst. He/she also acts a3 an aduinistrative assistant.

Girl Friday
Hospital Administra
Indexer

Inventory Audit Cle:
Inventory Clerk

Job Analyst

Key Punch Operator -
Law Clerk

Leader .
Linotype Operator
Mail Clerk

Mail Racker
Machine-Records Unit
Manager

Margin Clerk
Material Clerk
Medical Secretary
Messenger
Mimeograph Operator
Mutuel Clerk
Pari-Mutuel Clerk
Payroll Clerk
Property and Supply
P.B.X. Operator
Personnel Clerk
Post-0ffice Clerk

Prineipal
Processor
Programmer
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0 ééientispg'in guch flelds as chemistry, physics, mathematics, and biology or for
she also acts as an administrative assistant.

SELECTED TITLES OF BUSINESS OCCUPATIONS*

Business Agent Girl Friday
Calculating-Machine Operator Hospital Administrator
Cashier : : Indexer

Catalog Clerk, Supply Inventory Audit Clerk
Clagsified-Ad Clerk Inventory Clerk
Clearinghouse Clerk Job Analyst
Clerk-Typist Key Punch Operator
Code Clerk Law Clerk

Coding Clerk Leader

Comparison Shopper Linotype Operator
Console Operator - Mail Clerk

Control Clerk Mail Racker

Cost Clerk Machine-Records Unit Supervisor
Counter Clerk Manager
Coupon~-Collection Clerk Margin Clerk

Court Reporter . Material Clerk

Credit Man Medical Secretary
Data Typist Messenger
Digital-Computer Mimeograph Operator
Demurrage Clerk Mutuel Clerk

Director Pari-Mutuel Clerk
Duplicating-Machine Operator Payroll Clerk
Electrotyper Property and Supply Clerk
Executive Chief P.B.X. Operator

File Clerk Personnel Clerk

Files, Searcher/Researcher vy Pogt=0ffice Clerk
Fiscal Clerk Principal

Foreman = Processor

General Clerk Programmer

67
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Proofreader
Purchasing Agent
2ceiver
Records Analyst
Recorder
Salesman
Secretary
. Shipping Clerk
* " Bhopper
- Solieitor
Sorter

Stapler

1967. ($6.50.)

. Sorting-Machine Operator

Statistical Clerk
Stencil Cutter
Stenographer
Stenotype Operator
Stereotyper

Stock Clerk

Stock Control Clerk
Storekeeper
Superintendent
Sunervisor

Jupply Clerk
Switchboard Operator
Tabulating-Machine Operator

68

Telefax Clerk -
Telegraph~Typew
Teletype Operat
Teller

Travel Clerk
Typist
Typographer
Varitypist
Verifier Operat
Warehousemen
Wholesaler
Xerography Oper

*Clarence E, Lovejoy, Lovejoy's Career and Vocational School Guide, Third Edition, New York: Simon %




Statistical Clerk Telefax Clerk
Stencil Cutter Telegraph-Typewriter Operator Chief
Stenographer Teletype Operator
Stenotype Operator Teller
Stereotyper Travel Clerk
Stock Clerk Typist
Stock Control Clerk Typographer

~ Storekeeper Varitypist
Superintendent Verifier Operator
Supervisor : Warehousemen
Supply Clerk Wholesaler
Switchboard Operator Xerography Operator
Tabulating-Machine Operator

%ﬁs Career and Vocational School Guide, Third Edition, New York: Simon and Schuster,

68
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COMMUNICATIONS = FIRST DOOR T0 YOUR BUSINESS

1, Did you tell him/her your name?
D4d you give your job title?
3. D4d you give the name of your

-{H pargnnis§tian?

- Did you épsak clearly enough
< (d.e., slowly and distinctly) to
", be heard and understood?

by directly looking at your partner?

Did you think your presentation was
interesting?

Did you give enough information for
your partner to understand your job
function?

+ Compsych Systems, Inc., 1974
7 FORM H (1/74)

Marina del Rey, California 90291,

YES

YES

Ansver the following questions by circling YES, SOMETIMES, or NO,

SOMET IMES

SOMETIMES

SOMETIMES

SOMETIMES

R e e e e

SELF-EVALUATION CHECK LIST*

STRUCTURED FEEDBACK WORK SESSTON

 T:°/ Please indicate if you gave your partner the following important informstion.

NO

NO

NO

NO

NO

NO

NO -

" #This material has been loaned to MCPS by Compsych Systems, Inc., Human Factors Division, 4676 Admir;




70 YOUR BUSINESS
- SELF-EVALUATION CHECK LIST#

_STEHGTUEED FEEDBACK WORK SESSION

by circling YES, SOMETIMES, or NO.

NO

YES NO
YES N0
YES SOMETIMES  NO
YES SOMETIMES  NO

s, YES SOMETIMES  NO

YES SOMETIMES NO

Eed to MCPS by Compsych Systems, Inc., Human Factors Division, 4676 Admiral Highway,

90291,

S ESETIE. SR IRl

146




" COMMUNICATIONS - FIRST DOOR T0 YOUR BUSINESS

HOW MUCH DO YOU COMMUNICATE*

" Have you ever stopped to think how much of your 12, Helping prepare written rep
 time 1s spent in communication of onme sort or
: EEDEhEI? Hﬂw m‘-“:h timé miﬂuEEE aﬂd hﬂul‘E = 13- Ligtening tﬂ ﬂther &M Plgyégﬁ
o _;_da you estimate you spend on each of the follow=
.. ing activities in the course of a working week? 14, Reading and clipping news-
o papers, magazines -
1, Telephoning
o B _ 15. Taking and transcribing
2, Scanning, sorting, routing dietation )
mail
N ‘ , 16, Collecting information for t
3. Listening to the boss

- | | ) 17. Planning your work
4. Passing on instructions ) .
orally o 18, Making travel or hotel reser
o tions
2. Typing o

o | 19, Filling out office forms
6. Composing letters
_ , , , Outeide the office:
/. Recelving and dealing with
visitors 20, Listening to the radio

8. Filing | . 21, Watching television
9. Operating duplicating machines o 22, Telephoning
10. Proofreading letters, répartg, ete. 23, Talking with friends
11, Keeping office records (appoint- 24, Writing letters
ments, personnel, payroll, ete.) '

25, Reading books and magazines

*This material has been laanéd ta HEPE by ﬂEfA/T 7VISIDN Chsnngl 26 Waahingtan, D. C Fram 9
Workbook, p. 4 77




R 0 YOUR ‘BUSINESS
PRETEST

HOW MUCH DO YOU COMMUNICATE*

;a th k how much of your 12, Helping prepare written reports _
’irg;ian af ane. snrt or ]
: 13, Listening to other employees

14, Reading and clipping news-
papers, magazines

15. Taking and tramscribing
dictation

16. Collecting information for reports __

17. Planning your work

18, Making travel or hotel reserva-
tions o

19, Filling out office forms
Qutside the office:

20. Listening to the radio

21, Watching television

ting machines 22, Telephoning

23. Talking with friends

erg, reports, etc.

records (appoint- 24, Writing letters
ayroll, ete.)

25, Reading books and magazines

, Channel 26, Washington, D.C. From 9 to 5, Student
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COMMUNICATIONS - FIRST DOOR TO YOUR BUSINESS

BARE!ER

LlST EHER EAH DVERCDHE BY:

SFEAKER CAN DVEI

1 Tumng out the speaker because
he is uninteresting,

2. Not listening because of the
speaker's delivery or appearance.

3. Tune out because of dislike of
speaker's apparent attitude (belliger-
ent, know-it-all, overly apologetic,
etc.).

in agreame_nt or dlsagreement - by
something the speaker says; stop lis-
tening to plan rebuttal or supporting
arguments.

5. Jumping to canclusmns on b351s

of first few words; often reach the
wrong conclusion.

cantrary Fplmcns, mmcl made up and
hear only what you want to hear.

af emctmnal reactlcn tc werds and
phrases.

*This material has been loaned to MCPS by WETA/Television Channel 26, Washington, D.C.

pp. 16-17

74

From 9



5T DOOR TO YOUR BUSINESS

AURAL) COMMUNICATION AND HOW TO OVERCOME THEM*

R LISTENER CAN OVERCOME BY: . - SPEAKER CAN OVERCOME BY:
ker because

1se of the )

arance.

f dislike of

de (belliger-

~apologetic,

lated—either | ) B )
ement — by

ays, stop Esi

T supporting

Qﬁﬁﬂbﬁﬁri

n reach the

't listen to

made up and

- to hear,

aker because

y words and

From 9 to 5 Student

74
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 COMMUNICATIONS - PIRST DOOR 70 YOUR BUSINESS

BARRIER

SPEAKER CAN OVERCOME

8. Refusing to listen to difficult
material,

9. Word barriers; fail to understand
words; speaker not using them in the
sense understood by the listener.

10, Become so involved takirig notes
that lose the gist of what is said.

11, L_istsni_ng_ for facts s0 hard that
miss ideas.

12 Yielding to distractions: letting
mind wander easily,

13, Mind wanders because you think

faster than speaker can talk,

14, Won't listen because you talk all )
the time.
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QMD YOUR BUSINESS

43,

LISTENER CAN OVERCO

ME BY:

SFEAKER CAN OVERCOME BY:
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COMMUNICATIONS UNIT =
FIRST DOOR TO YOUR BUSINESS

HOW MUCH DO YOU INFER7#*

*Reprinted from "Communication'
by Kaiser Aluminum and
Chemical Company

*%This mater’al has been loaned
to MCPS by WETA/TELEVISION,

Channel 26, Washington, D, C.

From 9 to 5 Student Workbook, p. 5.

[ Y R P~ LT S L.

, The Jones family ownsa TVaet . . . . . « |
. Johnny is doing hia homework while he

watehes TV . . . . . ... ... . (]
. Johnny's father is a stockholder . . . . . . (
. The screen is showing a scene from a Western . (
. Mrs, Jones ig knitting  aweater. . . . . . |
. Mr,Jonesisacigarsmoker. . . . . . . . ()
. There are three people in theroom . . . . . ()
, The Jones family subscribes to TIME,

LIFEsnd FORTUNE . . . . . . . . |

. The Jones family consists of Mr. Jones,

Mrs. Jomesand Johnny . . . . . . . . |

. They havescatforapet . . . . . . . . (

. They are watching an evening television show . (

(M
)

)
)
)
)
)
)

)

(F)



ion

(D (F) (N
1. The Jones family ownsa TVaet . + » - + Yy )y ()
2. Johnny is doing his homework while he
watehes TV. . « . « = « 1+ o (y () )
3, Johnny's father is a stockholder . . (y ) )
4. The screen is showing a scene from a Western . () () ()
5. Mra. Jones Is knitting a sweater . . ()Y )y )
6. Mr, Jones is a cigar smoker. . . . . . . ()Y () )
1. There are three people in theroom . .+ . + + | y () O
8, The Jones family subscribes to TIME,
LIFE and FORTUNE . . . « + « & ¢y (o )
9, The Jones family consists of Mr. Jones,
Mra, Jones and Johany . . . - - (y )y O
10. They have a cat for a pat . Yy )y )
11. They are watehing an evening television shc.m U () { )




COMMUNICATIONS - FIRST DOOR TO YOUR BUSINESS

BARRIERS T0 COMMUNICATION - ONE-WAY COMMUNICATION*

A. Identification of major barriers
1, Our attitudes and prejudices

2. OQur inferences

B. Discussion of Barriers to Communication
1. Interpretations based on oral experience

4, Ask one of the class members to describe the
plcture orally while the rest of the class
dravs from the description. (No questions
allowed,)

b. Compare drawings and comment on difficulty of
using words which exactly convey what you are
seeing -~ what you are experiencing so that
others will see it.

¢, How can you make your oral communication more
effective in the office?

*This material has been loaned to MCPS by WETA/TELEVISION, Channel 26, Washington, D.C. From 9 to 5
Workbook p. 14, - -

WA i toxt provided

ERIC 157



R T0 YOUR BUSINESS

BARRTERS TO COMMUNICATION - ONE-WAY COMMUNICATION*

A, TIdentification of major barriers

1. Our attitudes and prejudices

2. Our inferences
B. Digcussien of Barriers to Communication
1. Interpretations based on oral experience
a. Ask one of the class members to describe the
plcture orally while the rest of the class

draws from the description. (No questions
alloved.)

b. Compare drawings and comment on difficulty of
using words which exactly convey what you are
seeing -- what you are experiencing so that
others will see it.

c. How can you make your oral communication more
effective in the office?

ﬁéd to MCPS by WETA/TELEVISION, Channel 26, Washington, D.C. Fram_?_gg;s Student
77
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COMMUNICATIONS=FIRST DOOR TO YOUR BUSINESS

~ With this exercise, students can ask questions of speaker (feed-back).

THO-WAY COMMUNICATION
1.
,S;f‘ |
.«'/-
) 3,

Have someone tumm thelr back and describe the above design., Students then try to re-create the .
verbal description. Students may ask questions.

78




OR 10 YOUR BUSINESS

8, students can ask queations of speaker (feed-back).

TWO-WAY COMMUNICATION

l%ibaek and describe the above design. Students then try to re-create the above design on the
tudents may ask questions, ‘

100



~-COMMUNICATIONS - FIRST DOOR TO YOUR BUSINESS

@ - Whgﬂ LEVELS ﬂF AB;TMIDH} referents are often HAZY (see page 7)
. - ore 1‘09 high

. when REFERENTS ) . S 1
; ‘;reh'f 0%cH N ﬂm.
VERIFIABLE /AN _/
b\[ESﬂéh“ﬁthﬁ method -.-\Eéﬁ’ &i-, L

(PSYCHDNEURDLDGICAL
Qur backgrounds are not th
Our motives are different,

——  Qur senses are not identic:

50-0-0 oUr judgmer:ts may \

, AL a2 y_ | ‘A fuel plane feei smaller craft by means of a pipeline liki
ANAmleg umbilical eord.”
W\BY be FALSE BuTa fue;.l plane is not a mother, has no feelings; there is 1

biological ”::annestian!”

. e g S N s - ¥ x T

ee MY “the party of the ﬂrst part does hErEby rEIlnqmsh to purchass
4’ T M title to said real property located IZ 13/ N.W. -
= RDS

WQ (i.e., Smith no longer owns 24 Parker St.)

-~ CQLQR hood = young student angel = well-behaved ¢
APy brats = yaung children earth-shaker = one whe
= wam dame = woman much good

ELC.

*This material has been loaned by Channing L. Bete, Inc., Greenfield, Massachusetts 01301

19



\-T0 YOUR BUSINESS

Whgﬁ LEVELS GF ABSWIQH} referents are often HAZY (see page 7)
~ 2ve Teo high

IT's  1T%
QUGH @Hﬁf Cotp \4'7 0 '

(F’S’YCHDNEURDLDG'CAL PROBLEM)
r backgrounds are not the same.,

Our motives are different,

Our senses are not identical,

ﬁ'\én ﬂEFEBEﬂTﬁ
- Aren't

ERIFIABLE
ISGEWI'PFIG: m&i’had

~ So0-0-0 our judgments may vary.

“A fuel plane feeds smaller craft by means of a pipeline like an
\NALaﬁles umbilical cord."
naY be FALSE BUT--a fuel plane is not a mother, has no feelings; there is no

biological "'connection!"’

w MANY “'the party of the first part does hereby relinquish to purchaser all
T title to said real property located 127 13/ N.W, -
wagps (i.e., Smith no longer owns 24 Parker 5t.)
i‘ S e - . B e e S e ———— S S S
CQLQE hood = young student angel = well-behaved child
' 4 e — vaune childs earth-shaker = one who does

brats = young children

wam damEzwaméﬁ much goad
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so— —— —t e il S e e —— e — e e il
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COMMUNICATIONS - FIRST DOOR TO YOUR BUSINESS

blanket statements based "‘South American

QVEB. - on an insufficient sampling. hot food!"
’,;- v 120 1 ! Opinion is not fact unless
GENERAleAT'eﬂS verifiable by corroborative

evidence.

(did you ask ther
(do they ever eat

C) CONPUBING | «=ioce | WM (1) AND
BALTS 4 o INFEP—ENGE W

a supermarket or caught
with a big bag!"

| 58
looki
Thief 7 Stelen Sﬁ'dﬁ? out C
C 3 Where ae th with
nggr&nfs ‘?

f(?\ ff TRUTH consists in !\ A TEMFQEAL ﬁf!ﬁrﬂ | W

inally, | §

N ideas having reference (time sequence)

L to real things...just as Tha ;

?ﬂﬂ?s a useful MAP refers B SPATIAL /f 8 1078

I j-ﬂ*‘ room beyo

accurately toreal places, (space arrangement) i

6 Ic 5 - physical z ' door |eadi
L So -- physical and psyche- 7 7 )

k match in 3 ways. j (cause and effect  |¥ .o

afrangement) S
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LBE'I.' DOOR TO YOUR BUSINESS

: . blanket statements based " "South Americans like only
Y- GVEE - on an insufficient sampling. hot food!"
-7 LENE ) £ ZA '“ Opinion is nat fact unless ‘ o
; Ggﬂem‘ g Tla 5 " verifiable by corroborative (did you ask them all?)
evidence (do they ever eat oranges?)
o sawaman | , _ , —
;f\ CONFU5|NG with his coat WITE"@ He didn't A"'B VALUE
collar pulled aee® ralage ) N0 J ] MENT
Fms up run out of iNFEgENGE be seen uo& ' 2
alsspEr?arL;gtw _ar caugh; ‘| saw a sneaky
With a Dig g looking thief race
Thief? Stolen 800057 oyt of the supermarket
(A Wwhere e the  with stolen goods!”
l %1\ vEfFEféﬁ*E ?
i Rl = = = ______J]

Tﬂi‘,, kil =
!':}\ 4 TRUTH consists in A TEMPORAL _j/j,'"i;irst. | went home; then, | ate;
WO ideas hav:ng reference (time sequence) finally, | slept.”

to real things...just as

?GQF- % a useful MAP refers

accurately ta real places.
L@GI& S50 -- physiﬁair and ﬁéé:h@-
logical contexts should
k match in 3 ways.

B SPATIA[_ ﬁTthE?EF ﬁpEﬁsmta a 7|i¥ir?g

(space arrangement) room bzy;nd which |s: a;las;
door leading to a patio.”’

c G'Aus 1 l!! j/\:' “Thin tires plus speeding lead
(cause andr y f.m to an accideat.”
arrangement)
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COMMUNIGATIONS - FIRST DOOR TO YOUR BUSINESS

COMMUNICATING FOR RESULIS

"Motivated Learning Through Structured Feedback"#.

.

D.

ffﬂhw do y@uzget your ideas and information across to others?

Accepting responsibility for conveying your ideas to others clearly, comprehensively, yei

When you are aware of the way you communicate you are able to get an { a across better
effectively.

The error of omlssion 18 the most costly in terms of time, money and human relations.

Four key elementa of communication:

1, Verbal avold mutual mind reading, ask for clarification when in doubt

2. Written

organizing your ideas, cross checking for understanding

3. Nonverbals - leading others to think they are getting thelr ideas across

examining your response to ideas and Instructions that you feel are not
or worthwhile

4. Listening

*The Griver, Robinson, Frankel theory of "Motivated Learning Through Structured Feedback" is a &
improving communication skills. A variety of feedback techniques are used to provide continuou
organized information to correct individual communication errors and enhance performance, The
Feedback" theory and techniques wera developed by three principal officers of Compsych Systems,
Jeanette A. Griver, President; Margot B. Robinsom, Senior Vice-President; Raymond A, Frankel, V

- This material has been loaned to MCPS by Compsych Systems, Inc., 4676 Admiral Highway, Marina d
California 90291. Excerpts from the forthcoming book, Improving Your Communication Skills, by.

_Griver, Margot B. Robingon, and Raymond A. Framkel,
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YOUR BUSINESS
 COMMUNICATING FOR RESULTS

"Motivated Learning Through Structured Feedback"

i )
ectives

as and {information across to others?

;‘bi__lity for conveying your ideas to others clearly, comprehensively, yet concisely.

of the way you communicate you are able to get an idea across better and motre

aion ig the most costly in terms of time, money and human relations.

t

of commmnication:

{;mid mtual nind reading, ask for clarification when in doubt
';'.ﬂfg;iﬂiai‘-ing your ideas, cross checking for understanding

'f-les.ding others to think they are getting their ideas across
E:éiﬂﬁiﬂiﬂz your response to {deas and instructions that you feel are not important
.or worthwhile

prankel theory of "Motivated Learning Through Structured Feedback" 1s a method for

n skills. A variety of feedback techniques are used to provide continuous and

to correct individual communication errors and enhance performance, The "Structured
chniques were developed by three principal officers of Compsych Systems, Inc,,
egident; Margot B. Robinsonm, Senior Vice-President; Raymond A. Frankel, Vice=President.

1oaned to MCPS by Compsych Systems, Inc., 4676 Admiral Highway, Marina del Rey,
erpts from the forthcoming book, Improving Your Communication Skills, by Jeanette A,
on;-and-Raymond A, Prankel. . . . ... . . o
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 COMMUNICATIONS = FIRST DOOR T0 YOUR BUSINESS
(2)
COMMUNIGATING FOR RESULTS

II. Cq;cgfnmfpz_yagrzelf_ j

What 1s your impact on otherg?

A, Be avare of how you say what you have to say - yout gestures, facial expressio

=

avold sending double messages. Be certain that your verbal megsage does not b
and bodily posture, *

‘ C. Put interest and energy into your communication. This implies commitment toy

D. Be able to look at your job in terms of what you can do for it, and what it ca
Clarify your job responsibilities and status to yourself and your colleagues,

III, Concern for others

How do you interact with others?

A, An overall interested and accepting attitude on your part is cruclal. Use you
positively to put your message across. -

"mugt." Writing down méaéagés from others
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you visual referability.

Learn to be persuasive. Gain other people's trust and respect by being open-m
yet candid, Be alert to both their needs and your owm.

Lo ]
-

v ing your communication ekills =

Critical areas of awareness in develop

A, Information content - certain specific facts to be glven to others.
B, Verbal techniques - your speech patterns and voice style.

C. Nomverbal behavior = your gestures, faclal expressions, and body movements. -
82




OR TO YOUR Bi'SINESS
(2)

COMMUNICATING FOR RESULIS

‘tﬁ lock at your job in terms of what you can do for it, and what it can do for you.
?fnyaur job responsibilities and status to yourself and your colleagues.

pgie -

.'iﬁggragt with others?

ve? all iﬁterested End accepting attitude on your part is crucial, Use your personality
vely to put your message across.

ive listening is an art and a "must." Writing down messages from others helps by giving
"ual referability.

t

o be persuasive. Gain other people's trust and respect by being open-minded, friendly,
did. Be alert to both their needs and your own.

areness in developing your commnication skills

ation content - certain specific facts to be given to others.

al.techniques - your speech pattafns and volce style.

fbal behaviar yuur gastures, facial expressions, and body movements.
82
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MUNICATIONS UNIT - FIRST DOOR TO YOUR BUSINESS

BRIEFING THE EXECUTIVE*

‘SEIHITIOHS Orally communicating IMPORTANT INFORMATION to your boss in a LIMITED amount of TIME.
GEHE!AL COHSIDERATION About the Art of Briefing

Parsanality of the Boss:
What kind of MOOD 1s he in today? (Observe and Listen)
At tadsy 8 DAILY ACTIVITIES affecting his mood?

' When to Brief:
. UEE your JUDGEEHI‘

What to Brief @gut Appointments
Put information in PRIORITY order. Daily Schedule
, ‘ Mail
" Time Available: . Telephone Calls

Organization
What you must do! WHAT YOU MUST DO
Keep a daily record of important information at your desk.
Arrange it in PRIORITY order before the briefing.
HOW TO BRIEF

“Mentally: ANTICIPATE the problems that are going to result from what you are about to tell your >oss

Orally: Open with a SYNOPSIS
| Informal QUESTIONS AND ANSWERS
Start with most important item first and 1list what the boss should be aware of.
LISTEN
CLOSE by stating what has been done and what needs to be done by both you, the secretary and

- Physieally: During the briefing, take notes -- go that you can verify that you both did what you were
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R TO YOUR BUSINESS
BRIEFING THE EXECUTIVE*

iﬂg IH?DBIAHT IH?DRHAIIQH to your boss in a LIMITED amount of TIME.

Li
Eh e in today? (Dbser\re and Listen)
\ TIES affecting ‘his mood?

Appointments

RIORITY order. Daily Schedule
’ Mail

Telephone Calls

YOU MUST DO
im ﬁrtant iﬂfnrmatign at ys:ur desk.

AND ANSWERS

i@nrtant item firat and 1ist what the boss should be aware of.




GOMMUNICATIONS,UNIT  FIRST DOOR 0 YOUR BUSINESS

REVIEW
Before Briefing: During:

Furnish Important information Be natural and informal

Remember time limit Listen

Consider boss's mood Anticipate problems

Use Judgment about when to brief State what has been done and what :
Organize briefing information by keeping a daily -
 record which 1s arranged in priority order

B “*Permission for MCPS to use this material was granted by the U.5, Clvil Service Commission, Washis

CLEAR, DISTINCT ENUNCIATICH FOR THE TELEPHONE*

‘The following expressions are commonly run together into unintel]igibility. (Try- that word for a
exercise,) How often do you hear -- and say =-- wonchoo, har'ya, jeet jet, gimmer, smarﬂing , Wanr

face conversation, you might get by, but on the telephone, you need to be absolutely clear and dis
" say. The sounds usually slurred have been underlined. Practice thege phrases, being sure that e

and every syllable is heard.

and then going to must have did Jou &
an hour had to made of don't_you
as yet have to put them need to
at all heard her ought to vant_to

catch them idea of saw her vas_he

could have instead of should have vhat did-]
for him kept it some more would have
for them kept them that one go _gpﬁ ”
for orget him great deal this one won't you
got it let me see this morning what do ¢
give him ~ let him go 0ogo how are ye
give me might have to hear can't you
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8T DOOR TO YOUR BUSINESS

@f@féétiﬂﬂ- |

gﬁi;rhan to brief
nformation by keeping a daily
nged in priority order

SECOND DOOR TO YOUR BUSINESS

,ht
slurred have been underlined.

going to
had to
have tt to
heard he her
idea af
iﬁstead of
kept it
kept them
great deal
let me see
let him go
- might have

REVIEW

Be natural and informal

Listen

Anticipaﬁe problems

During:

State what has been done and what 1s yet to be done

' GLEAR, DISTINCT ENUNCIATION FOR THE TELEPHONE®

are commonly run together imto unintelligi’bility
ou hear -~ and say -~ wonchoo, har'va, jeet jet, glmmer, smﬁrning , wanna? In a face-to-
get by, but on the telephnné, you need to be absolutely clear and distinct about what you
Practice these phrases, being sure that every consonant

must have
made of
put them
ought to
saw her
should have
gome more
th,ag one
this one

this morning

to go
to hear

84

e this material was granted by the U.S., Civil Service Commission, Washington, D.C.

(Try that word for an enunclation

did you eat yet?
don't you
need to
want_to

wag he

what did he do?
would haVE
S°==29“

won't you
what do you do?
haw are you?

can't_you




'GHHMKIEATIQNS UNIT = THE SECOND DOOR TO YOUR BUSINESS
EEre Are a Few Words and Phrases To Practice for Clearer Enunciation:

_QIVSaparatiﬂg Words - If you speak too quickly, you may run one word into the next. This makes your

igrd to understand, For example:

Say . Did It Sound Like?
1. Did you ever pay him? Djever payim!
2, How are you today!? Howr youday?
3. Do you understand? Dyunnerstan?
4, What did you do last night!? Whadjudo last night?
5. I told you I'd go with you, I toljuh I'd go with yuh,
6, I heard you come in. I heard juh come in.
7. Could you come at noon! Couldya come at noon?
8. 1 wrote you last week, - I wrotecha last week. .
9. Did you ever hear from Fred? Jever hear from Fred?

ar Pranaunciﬂ Syllables ~- Many words are mispronounced (or sound as though they were) because of sl
romitting syllables. Some words are mispronounced because of syllables being added. For example:

Hrong Right

1. extraordinary ex-tra~or'di-nar-y ex-trawe'dl-, ir-y

2. mischievous mig=chee'vee-us mis'chi-vus

3. camera cam'ra . can'er-a

4, directory dir-rec'try di-rec'to-ry

5. every ev'ry ev'er-y

6. federal fed'ral fed'er-al

7. environment en-vi'em~ment en-vi'run-ment

8, hundred ' hun'derd hun'dred

9, prerogative per-og'ativ pre-rog'a=tiv
10, applicable ap=11i'ka=bul ap'1i-ka-bul



ECOND DOOR 0 YOUR BUSINESS
iTases T@'?tgcﬁisé for Clearer Enunciation:

! épeak too quickly, you may run one word into the mext. This makes your conversation

Djever payim?
Howr youday?
Dyunnerstan?
I toljuh I'd go with yuh.
I heard juh come in,
" Couldya come at noon?
I wrotecha last week.
Jever hear from Fred?

Many vords are mispronounced (or sound as though they were) because of slurring over
ords are mispronounced because of syllables being added. For example:

- Wrong Right

ex-tra-or'di-nar-y ex~travr'di=nar-y
mig-chee'vee-us mis'chi=vus
cam'ra can'er-a
dir-ree'try di-rec'to=ry
ev'ry ev'er=y

fed'ral fed'er-al
en-vi'em-ment en=vi'run-ment
hun'derd hun 'dred
“per-og'ativ pre-rog'a-tiv
ap-11 "ka-bul ap'1i-ka-bul
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| ém‘?ﬂmﬁ UNIT - THR SECOND DOOR TO YOUR BUSINESS
ARE YOU PHONOGENIC? *

Circle the number in the right-hand column which best describes your usual telephone practices.
remember, this list is to help you become more phonogenic,

WHEN YOU ANSWER THF PHONE, DO YOU , . .
"1, Know exactly how to use your instrument cOYTECELY?.couvevevruviveervinirevnaranisnrines
2, Let it ring until it is convenient to ANBWEL s s svrsranrssassvssssnarstonosnarsientsasess
3. Answer befére the second fiﬁg?gi---gi;iiii;ig!iiiii:l:liilniii;e::ungi:-ié:i:-iiiigOi-:g
4. Tift the receiver to silence the ring, but finish what you are saylng before speaking
to the EEllEr?!iiinii!iiililii!ii!iiii!liéiiii!!i!i!i!iiiilll;iii;!lé!iiiilliiii!;i!ir
5, Cut in on another's conversation by not checking which line is ringlng?.....ovvvvivavens
‘Ei Sﬁuﬂd Ehéﬁfful &ﬁﬂ busiﬂéggliké rathéf than glum Eﬂd digiﬂEEfEEtgd?.:iiiiig:!iiiiil:!gi;f
7§ Say "Hellg]" iilili!!i!llliiiiligiﬁl!l!iiiiii!iii!lgiiliﬂlﬁii.ilii!iii!l!iiillii!ijii!ll
8, Announce your department name and your mame? .isiisceivresienaiieneninininisnsnane
9, Ask, "Who's Ealling?"liiiii!!!iiiiiiiliiliiiiili!iiiIllliiéi!!iliiiiliiiiii!!!i!iiiillﬂi
10, Press the button associated with the incoming call before 1ifting the receiver? ..vvsees
11. Use Mise or Mrs, with your name so the ealler knows how to addregs youl ..vesvesssisenee
12, 1isten attentively, making an effort to get the caller's name the first time he says 1t?
% 13, Speak more loudly than usual to be sure the other person hears and understands you? ....
14, Ask quEEEiQHE taétfully; PhrﬂEEd a8 request, not & demand? sieesessiinrrivasanriiiirnses
15, End a call QEHIEEEuEly = 84y ”gﬂﬂdhygn and "thank YQU?" NI AL A RN RN RN R N L
16. Speak diregtly intﬂ the mguthpiezce? !‘Qilliiliiiiiiili!liil!iiiii!i?!iiiiiii!!i!li;illill
17, DPerch the phone on one shoulder if it looks like a long conversation so that you can
_ do something glse with your hands? .oeessssscnipnnersisisisssisnannineneeasieninnes
18, Glve your caller undivided gtEentlon? ... svesretstronrrersitintaatasearseiarisisiteaaies
19. Use thEruhﬂld“ button PIQPEIlY? aii!ieiilgis:igé!iig-!;:-iiinéiigii;niii-i!iiiiii;g:iiii'
20, Continue sorting the mail or arranging the fillng as you talk? Jivierareriasiiesiannniss
91, Talk as fast as possible to get finished e 1 25 S T IR REERREXTRR LY
29, 1leave the phone lylng on the degk while you call someone to the phone? vuivesivninsvenns
23, Have a EEﬂEil and PEd fEEdY? N T O R R R R AR R R R AR R R L
24, let the caller hang up first? TR C R R R R R R R R RN LR R
25, End your call by replacing the recelver gently? veirvvrrsssrasariinnirsnicaaaiirasananes

 %peymigsion to use this material was granted by WETK/TELEVISION, Channel 26, Washington, D.C.
86 o




THE SECOND DOOR 70 YOUR BUSINESS
ARE YOU PHONOGENIC? *

he - right-hand culumn which: best describes your usual telephone practices,
aihélp you become more phonogenic,

PHORE; D0 YO | . .

= ﬂnd ring?il l!!_!li...i!!ij!jlii!-iiiliiil & @ 5 @8 V L) liiil‘li;!i!l
o silence the ring, but finish what ygu are saying bgfara speaking

il!jjlliiilliilll!!!!i!liQ I EE EEEEEEEEEEEE R EZEEEREEEEEEEEEENRENENEN

assaziatgd with the incamiﬂg call bEfEfE 1ifting the racaiver? sesseaes
with your name 8o the caller knows how to address you? .,....vvvevenines
y; making an effort to get the caller's name the first time he says it?
*than usual to. be gure thE ather pe:san hears and understands yﬁu?

Qusly - say "gﬂadbye" aﬁd "thank yﬁu?" - ...;.ii..i;;..g;,g-.!.g.g..;
tﬂ‘thEvmﬂuthPiEEEi? R N R R R

IEEWiEh yaufhandﬁ? jg;;’;iiigiiiinn;i!iiiigliiil!!!iii!i!iii!iiii!lii
uﬂdi\fidgd Etténtian? isvgd s gEEs e sasdrigsinsdepnidi i inasdnnsiid
r_ﬂnprﬁperly? R AR A LR R

his. material was granted by WETA/TELEVISION, Channel 26, Washington, D.C.
- 86

L O Adways.

LD T AT led I L L CF Lad £ Kad Ll
Tl B I T R oW S R . T

Eudi B Mpd e B Bl R e o = B e —

2 00 0 Mad Nandd Wl 0 4T Wl

Bl ol Il et e o o —

— o | sy
[ N N \f Loenetimmes ‘

L 3 L | Mever

-

R e Monde TN AT 0 M Lad T

R o T 0 Nadd Bl Ml T2k (T ad 0T 4R

Be honest,now -~
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" GOMMUNICATIONS UNIT ~ THE SECOND DOCR T0 YOUR BUSINESS

26,
21,
28,
29,
30,

.3,

32,
33,

34,

B,
36,
37.

38,

ARE YOU PHONOGENIC?

* WHEN PLACING A CALL, DO YOU -

ook up the mumber first and have it written down in front of you as you dial? T
Dial information for a number rather than look it up in the phome book? .iivvivivisse

Apologize 1f you get a wrong NUDDEI? suuvsusesinnssinruoinnesnssrasiionirnsssasssiens

‘Immediately state what the call 18 about? .....cvivviviarens. SreratE TaEiErEEeaes
Walt for a dial tone before dlaling? ......vsuvivvriiiinnanss  covvriiiiisnienininen
Plan what you are going to say before ynu call in order to save time? T T

Check vhat lines are in use and depress correct button before lifting receiver? .....
Allow time to answer (about 10 TINZB) “wussvesrsrnsssssonrorrsonmsrnsnsnnissssnsesrines
Immediately identify yourself and your office when the called person answers? .......
Have difficulty terminating the call when the business 1s completed? .iivivrivvrnsnes
Give clear and understandable Information? ..vuvasesssssrninsnssrssssssrsssnssarsrnes
Request information in such a way asg to get the complete stury without having to
L e B L T T Y
Have a frequently-called numbers list for quick féferenge? Cerrterereartetiaratitteee

WHEN YOU LEAVE YOUR PHONE UNATTENDED, DO YOU -

"5,
40,

Ask someoiie to answer it, tell_ing her haw lnng yau'll be gs:m__e and Wheze? .rvvvrreeies

WHEN THE PERSON CALIED IS NOT PRESENT,”DO YOU -

41,
42!
43,
b,

43,
46,

47,
48,
49i
507
51,

’ 52;

SE?, "HE'Engt hETE" aﬂd hﬂﬁg LIP SRR E R R R R R R RN R R AR R RN R R R R R R S RN R R R R R R RN R RN N R R RN R R ]

I?ansfer the zail Eo gomeone whn may perhaps be ﬁf Essistante? Ty
Fill out message form correctly,

Vi .nﬂting date aﬂd timE Qf Eall? siidavidd s idasagrdidd bbb it aiRiiaaRaad I

. « Jerifying spelling of caller's NAMET oiuvvvusuvonsnstorsssnarsssssnararesinses
. « repeating and verifying phone ﬁumbers? ...;;;..i;.._..i.,i.;i.i;.gi,.i.;.ii.,i
. + Jvepeating the megsage orally? +.ovvevviinranvinniinisisiianiiiiiiranne e
v » Joiting dovm the message when it is receivad? R N Y YT TA I RRELIE
Place mecdage where 1t will be sure to be seen? .visviiissrsinssiisrniisiarininsssnss
Make every effort to be genuinely helpful and courteous, no matter how difficult
the caller may De? .uvivavunrronansnrnsinrarnsnonrsrassnrottnnreareiatieninasasarss
Get campleta information bEfEfE 1eaving Eha line? T T I T AT

Tell them to Eall yau back later if it will Eake 1anger than a csuple 5f minutes to
finﬂ the iﬂf@f@tiﬁﬂ they dEEiEE'? igiiitjjiji!Iliiliiili!iji!iijillillll_l'jliiiiill!
Suggest th&t yﬁu call them back if it will take more than two miﬁutes ko get the

) o

Thsaeally

RN D S TSN AT T T S T ek Dy | Aluenayes:
L o TR I T R i
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- |
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12 'SECOND DOOR TO YOUR BUSINESS

ARE YOU PHONOGENIC?

Af:fifﬁfﬁﬁﬁﬂjhave it written down in front of you as you dial? ......
or- & number rather than look it up in the phone book? .........uu4,
Egt.g wrang numbar? | AR RN RN R R R RN R R R R R R R RN N |

: rminating the call when tha busiﬁass is Enmpleted? ihe ,...i.;.;i-i;
erstandable INFOLMALIONT | uuurvenersancrsrnrsssnsossassssnsnssrsnss
ion in such a way as to get the cnmplete stary without having to

,1151 !lll-ll!ll il!‘i!'llll!liiiiillllilll'lli! s Ridadriasavinnirni

y-called numbers list for quick reference? viuviiviiiiriiiiiiiiiiiie
PHONE -UNATTENDED, DO YOU -

ﬂEV?EIEﬂ'? AR AR NN ER N NN S '!l!iilii!iillllli!!l!llililiijlji!lll!!ilii!!!i
nfﬁer it, telling her how long you'll be gone and where? ........ss44

"B-Is NOT PRESENT, DS YOU -

ga’farm gurreetly,
EEEE End tinle gf Eall? I R R N E R R RN N RN R N N E R S B N NN N E NN ]

yn& apelliﬂg ﬂf EEIIEI’ g name? SRR RRREREREERETY liiiiiili,!l'lil!'!i;!!!!!!
E}ng and verifying phone mumbers? ....iviviiiiiiiniiiiiiiiiiiiiiniiinen
tiﬁg the message o2BL1YY wuvernrirrineririrrsivinnss e aee r e a i e
g ovn the message when 1t 18 recelved? . vuvuvsvnervrnensrossnrsnssraee

Ere itwili hE Eure tgbe aeen? I FE R R R E R E R R E R N E R R E R E R E R E R R B R R R E R E R ]

’gmtign the? désire? dpglddidpididedisdiipigaddagsidriganiidinpsdpnntiii
g?% Ttall them back if it will take more than two minutes to get the

B EEEEE RN AR B EE B R EREE R ENEEEEEENEEERE K]
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COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

- 53,
54,
35,
36,

Make sure that the person to whom you are transferting the call can help the caller? ...
Signal the operator with rapid and continuous depressings of receiver BUtton? sessessnns
Explain the reason for transfer? ....uvvvvesrssrsrinrnsresrrsatinannisasssisssanasnonnn
Give the customer the name of the person who will talk with him? .vuiessenviavsvanvinnen

IF THE PERSON YOU ARE CALLING IS NOT IN, DO YOU -

57.
58.

Quickly ask to have him call you back, give your name and hang up? vvuvvvsivsvnnniniiin,
Legve 4 mesgage which is Eléi’f, concise and EﬁfﬂplEtE? T E I LA R R R R R RN RN R RN

59, Make sure the person taking the message records your name and number correctly? ...iius

SCORING: Add up the circled numbers.

30 or below: you're really phonogenic; 38-80: pretty good, but you need
a little sprucing up; above 80: you need a lot of work!



INIT - THE SECOND DOOR TO YOUR BUSINESS

el

[ e

R T s |

G A CALL, DO YOU -

‘hat the persen to whom you are
operator with rapid and continuous depres
veason for transfer? sisisnvsresrirarreainaes

transferfing the call can help the caller? .... D}
gings of receiver button? wov.vsvrens 7!
)

satomer the name of the pergon who wil

Nk Taadt K s

T T

00 ARE CALLIG 1§ NOT IN, DO YOU -

ﬂg;ta have him call you back, give your name and hang Up? eereeerennnsriinnnier e

ﬁéﬂggé which 1s clear, concise and Eﬂmﬁiétﬁ? sinissesEEEizEseresaEipE s EIRET LS
the person taking the message records your name and n sber correctly? coeeeress

;ﬁ the circled numbers.,
: below: you're really phonogenic; 38-80: pretty good, but you need
[{ttle sprucing up; above 80: you need a lot of work!
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COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

Telephone Rings

Mra, Hayes:
Caller:
Mra, Hayes:

Caller:

‘Mrs, Hayes:

Caller:

Mrs. Hayes:

Caller:

Mrs, Hayes:

Mrs, Hayes:

Caller:

Mrs. Hayes:

Caller:

Mrs. Hayes:

>AMPLE TELEPHONE CONVERSATION#

"Good morning, Adwinistrative Office, Mrs., Hayes.,"
"§i, Kathy, this is Tom Rogers from the Tralning Division.”
"Wes, Mc. Rogers, What can we do for you this morning?"

"Well, 1'd like to set up an appointment with Helen Johnson to discuss her presentatior
seminar next week,"

"Oh, yes, I know she wanted to discuss that with you, When could you meet with her?"

"I'm pretty tied up this week , , . I know, maybe we could have a luncheon meeting. We
see 1f she could meet me for lunch on Friday,"

"Alright. She's not in her office right now but I'11 check her calendar to see if she
scheduled for Friday at lunchtime. Would you like to hold on a minute while I check t
you rather have me call you back?"

"Oh, sure, I'll waie,"

"Thank you, Mr. Rogers. i‘ﬁigaiﬁghta put you on hotd for just a minute while I check t

i

%* * %* * * I U ¥* * % % * *
"Thank you for waiting, Mr. Rogers. According to Helen's calendar, she {a free for lun
day, 1've put your name on her calendar with a brief note to call you if she can't mak
lunch."

"Great, Tell her I'll meet her in her office at 12:00 on Friday and we'll go to lunch

"Fine, 1'll leave her a note that you will meet her in her office at 12:00 on Friday &
can't make 1t, she should call you this afternoon. Your extension is 4587 isn't 1t?"

"Right. Thanks, Kathy. Goodby."

"See you on Friday, Mr., Rogers. Goodby."

#Permission for MCPS to use this material was granted by the U.S, Civil Service Commission, Washington,
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SECOND DOOR TO YOUR BUSINESS
SAMPLE TELEPHONE CONVERSATION*

iing, Administrative Office, Mrs. Hayes,"
7, this 1s Tom Rogers from the Training Division."
Rogers. What can we do for you this morning?"

1 1ike to set up an appointment with Helen Johnson to discuss her presentation for my
ext week,"

I know she wanted to discuss that with you. When could you meet with her?"

Ey tied up this week . . . T know, maybe we could have a luncheon meeting, Would you
» could meet me for lunch on Friday,"

She's not in her office right now but I'll check her calendar to see if she has anything
i for Friday at lunchtime, Would you like to hold on a minute while I check that or would
er have me call you back?"
; I'11 walt."
u, Mr, Rogers. I'm going to put you on hold for just a minute while I check that,"

* ¥ * * % * * * * * * * *
u for vaiting, Mr, Rogers, According to Helen's calendat, she is free for lunch on Fri-
e put your name on her calendar with a brief note to call you if she can't make it for
Tell her I'11 meet her in her office at 12:00 on Friday and we'll go to lunch from there."

11 leave her a note that you will meet her in her office at 12:00 o Friday and if she

e it, she sheuld call you this afternoon. Your extension is 4587 fsn't it?"

ﬁnAFridsy, Mr, Rogers. Goodby,"

this material wae 7ranted by the 1.5, Civil Service Commission, Washington, D.C.
© 'ﬁ.
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COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

Jenny:

Caller:

Jenny:

Caller:

Jenny!

AFFIRMATIVE COMMENTS EXERCISE - Bad Example®

"Pergonnel, Jenny.'

"Hi, Jenny, This is Barbara in Payroll, I need some information from the files
if you can find it for me?"

(Pause)
"Jenny, are you there?"
"Sure, Go ghead,”

"§,K,, I need the hiring dates for three employees, Their names are Dorothy Jam
Fitzgerald, and Jeffrey Schaeffer,

"'11 look, I'1l call you back,"

Hangs up,

IF YOU WERE BARBARA, HOW WOULD YOU FEEL?

%Peymigsion for MCPS to use this material was granted by the U.S. Civil Service Commission, Wask
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IT - THE SECOND DOOR TO YOUR BUSINESS .
AFFIRMATIVE COMMENTS EXERCISE - Bad Example®

Personnel, Jenny."

Hi, Jenny, This is Barbara in Payroll, I need some information from the files. Could you see

£ you can find it for me?"
(Pause)

'Jenny, are you there?"

'Sure, Go ahead.”

'9,K., 1 need the hiring dates for three employees, Their names are Dorothy Jamison, Robert

tagerald, and Jeffrey Schaeffer.
M'11 look, I'll call you back.”

iangs up.

IF YOU WERE BARBARA, HOW WOULD YOU FEEL?

nted by the U.§, Clvil Service Commission, Washington, D.C. 18

g

MCPS to use this material was gra
L 90




COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

ANALYZE THE FOLLOWING TELEPHONE CONVERSATION*

Miss Smith: "Mr, Hart's office, Miss Smith speaking.”
Caller: "This is Jim Brewn, May I speak to Mr. Hatt?"
Miss Smith: "I'm sorry, Mr. Hart's not in,"

Caller: "When will he be back?"

Miss Smith: "Oh, around three,"

Caller: "Would you have him call me please?"

Miss Smith; YSure, what's your number?"

Calle: "647-0059"

Migs Smith: "0.X., Mr, Brown."

Caller: "Good-bye, "

Miss Smith: "Good-bye, "
(Waits for Mr. Brown to hang up.)

What did Miss Smith do correctly?

What are some things Miss Smith might have done to improve this conversation?
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SECOND DOOR TO YOUR BUSINESS
ARALYZE THE FOLLOWING TELEPHONE CONVERSATION®

' office, Miss Smith speaking.”

Mm Brown, May I speak to Mr, Hart?"
f; Mr. Hart's not in."

1 be be back?"

nd thfeei”

u have him call me please?"

at's your number?"

Fjl!

-, Brown,"
3;"

;- [1]
r Mz, Brown to hang up.)

srrectly?

g Smith might have dome to improve this conversation?

iﬁé this material was granted by the U.5. Civil Service Commission, Washington, D.C.
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COMMUNICATIONS UNLT - THE SECOND DOOR TO YOUR BUSINESS

WHAT WOULD YOU SAY TO THE CALLER?*

How would you improve upon these statements?

1, Hold the phone.

2, What do you want? o L _ _ I

3, Who's this? _ e

4, Mr. Grant's busy, can I take a message?

5 0K We'll take care of it. e .
6, Hello, _ _

7. Just a minute._ —

B, I can't hear you, - e _

9, He's around the offlce somevhere, | e

10, I guess he's still at lunch,

~11, What's your name again? — -

12, Mrs, Johnson left word that she's not to be disturbed,

13, What do you want to talk with Miss Olson about? _ _ e

14, Spell your name, _ e — —n

15. Yeah, she's around here somewhere - hang om,__ e R

16, Give me that number again._ - . e

17, Call back around two. o _ R e

18, He's not here.___ o e — . e

*Permission for MCPS to use this material was granted by the U.5. Civil Service Commission, Washingt
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E SECOND DOOR TO YOUR BUSINESS

WHAT WOULD YOU SAY TO THE CALLERT#

upon these statements?

can I take a message? e R —
ire of it. 7 e ————— R

ffice somewhere. S — _

{Tat lwncho I
again?_ N — I — .
word that she's not to be disturbed. _ e - —

ﬁa talk with Miss Olson about? e , -

jé here somewhere = hang on._______ o _

éér again. - - —
ééwai“:_ e e st - e =

92
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COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

19, She's talking to somebody else.

20, Oh, Miss Montgomery hasn't come in yet,

21, Who's calling?

22, You have the wrong number, _ o _
23, What'd you say? _ . L

24, She's not here. She went to New York to see a contractor.

25, 1I'11 put him on,

26, I wouldn't know about that, Try 4778,

27, 1'11 have to check. Hang on,

28, I don't know where she is or when she'l]l be back.

29, You have the wrong office. We don't handle that here,

30. Yeah, what can we do for you!?

31, Walt a minute, I'll see 1f I can get the information for you,

32, He's not here and I can't help you,

33, Mr, Jones 1s on sick leave today,

34. Oh, she's not here, She left early, _

35. You put Mrs. Jansen on first.
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sEGGHE DOOR TO YOUR BUSINESS

body else. ] . . o

asn't come in yet.___ L

' that. Try 4778.

Hang on. ) e

e is or when she'll be back._

f{ce, We don't handle that here.____

foryow?____

ee 1f I can get the information for you.

?gn't help you.

ilgave today. S

She left early._____

iﬁ'firsti o




COMMUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS

2

'HOW WOULD YOU HANDIE THE SITUATION?*

Your boss is on another line when another call comes in for her. She has instructed you that
wants to speak to this second party when he calls,

What would you say to the caller?
How do you tell your boss that you have this important call on another line?

You are responsible for handling four lines on your telephome. Many times your boss or some
office may be available to answer another line if you are talking on the telephone. However

alone in the office, You are talking on line 3 when both lines 1 and 2 begin to ring.
How would you handle the situation? What would you say to each caller?

Your bose, Mr, Lawson, wants to speak with Mr, Stern and has asked you to place the call, W
Stern's office, his secretary refuses to put her boss on the line until you put Mr, Lawson C

How should this situation be handled?

Your bose, Mrs, Franklin, is out of the office. Mr., Garrison calls and urgently needs to sf
about a quarterly report, You are not certain where your boss 18, but you think she may eit
Adame in the Accounting Office or with Miss Winters in Personnel, Mr, Garrison insists the
your boss right now,

How would you handle the situation?

Mrs, Quiney has called your boss twice each day for the past two days, Each time you have g
message to return her call, He has not returned any of her calls elther because he has beer
just doesn't want to talk to her. This morning Mrs, Quiney called again and asked you why ¥
your boss the message to call her. :

What would you say to your boss?

#Permission for MCPS to uge this material was granted by the U.5. Civil Service Commission, Was
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ME SECOND DOOR TO YOUR BUSINESS
1OW WOULD YOU HANDLE THE SITUATION?*

other 1ine when another call comes in for her. She has instructed you that she urgently

this second party when he calls.

to the caller?

ur boss that you have this important call on another line?

?jfaf hardling four lines on your relephone. Many times your posg or someone else in the
lable to answer another line if you are talking on the telephone. However, today you are
8. You are talking on line 3 when both 1lines | and 2 begln to ring.

[1% the situation? What would you say to each caller?
call, When you reach Mr.

gon, wants to speak with Mr. Stern and has agked you to place the
Lawson on the line.

s secretary refuses to put her boss on the line until you put Mr.

t-ation be handled?
office, Mr. Garrison calls and urgently needs to speak with your boss
oss is, but you think she may elther be with Mr.

canklin, i out of the
Mr, Carrison insists that he must speak with

.yeport, You are not certain where your b

ting Office or with Miss Winters in Personnel,
ﬂﬂ3 W

ilé the situation?

two days. FEach time you have given your boss &
11s either because he has been too busy or he

alled your hoss twice each day for the past
1led again and asked you why you have not given

“her call, He has not returned any of her ca
«to talk to her, This morning Mrs. Quiney ca
age to call her,

“to this irritated caller?

y to your boas?

use this material was granted by the U.S. Civil Service Commission, Washinmgton, D.C.
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COMMUNTCATIONS UNIT

HE SECOND DOOR TO YOUR BUSLNESS

|

TELEPHONE SITUATIONS - ROLE PLAYING

All telephone callers are not as helpful as you would like, How would you handle these situations?

et
L]

You raceive a nall and the caller refuses to identify himself even though your boss wants you to 8

. his ealls. How would you handle the situation?

3

b

Did

Your boss recelves 4 number of long dictance calls each day., He ueeds to know the name of the cal
posa of the call because case folders have to be pulled so he cau give the caller the needed infor:
long distance operator refuses to tell you who is calling, How would you handle the situation?

You have a number of irritated callers telephoning your office with complaints. It is your job to
callers as diplomatically as possible, You have to be as calm as possible when dealing with these

would you say to such a caller?

Your boss has a hablt of not returning calls for several days when he is extremely busy. On a num
occasions recently, the caller has called beck asking why "you'" have not given your boss the messa
this 18 not the case, what would you say to this irritated caller?

You have to place long distance calls for your boss, In most cases, you place the call station to
One difficulty you have is when you tell the secretary that Mr, Boss is calling to speak to Mr. Bi
secretary refuses to get her boss on the line until you get Mr, Boss on the line. How would you 8
age-old problem in telephone courtesy!?

A call comes for your boss at 9:15. He is not in yet and you do not know where he is, How shoul
the situation?

SUGGESTED EVALUATLON CHECK LIST FOR ROLE PLAYING

Very Well Fairiy Well  Needs Im

Caller

1. Plan call?

2, Use 1list of frequently called numbers?
3. Use proper identification?

4. Have a courteous tone? .

5, Davelop information?

Terminate call properly!?



'OND DOOR TO YOUR BUSINESS
TELEPHONE SITUATIONS - ROLE PLAYING

t as helpful as you would like. How would you handle these situations?

he caller refuses to identify himself even though your boss wants you to screen
u handle the gituation?
ller and the pur-

ber of long distance calls each day. He needs to know the name of the ca
The

 case folders have to be pulled so he can give the caller the needed information.
efuses to tell you who 1s calling, How would you handle the situation?

It is your job to handle these

ce with complaints. i
dealing with these peop.C. What

{tated callers telephoning your offl
y as possible, You have to be as calm as possible when
f not returning calls for geveral days when he is extremely busy. On a number of
‘caller has called back asking why "you' have rot given your boss the message. Since
hat would you say to this irritated caller? L

In most cases, you place the call station to gtation.
Boss 1s calling to speak to Mr. Big, the

1d you solve this

éiatancéﬁ;alls for your boss.
‘{8 when you tell the secretary that Mr,
t her boss on the 1ine until you get Mr, Boss on the 1line. How wou
phone courtesy?

How should you handle

oss at 9:15. He {s not in yet and you do not know where he is.

SUGGESTED EVALUATION CHECK LIST FOR ROLE PLAYING

Very Well Egi;ly_ﬂg}l Needs Improvement

gtly called numbers?
[zation?
el

a?
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THE PLUS FACTORS

TOP TEN CLERICAL TRAIIS*

PERFORMANCE HUMAN EELATIONS
Accuracy Consideration
Judgment Tact
Follow-through Discretien
Resourcefulness Loyalty
Initiacive Objectivity

Accuracy: Complete each detail of job. Check exactness of each detail, correct errors made, check col

Judgment: Think about what you are doing. See need for action, never ignore need for action, examine
accordingly.

Follow-through: Follow tasks to completion. nciosed" implies instruction in a dictated letter. Thu

procure the material and put itnin with the letter.
Resourcefulness: Try different solutions until a asuccessful one is found.
Initiétivg; Doing helpful things without being told.
Consideration: Think of others first. Stay at your desk if you think the executive will be needing ¥y
Tack: Talk and act so that you do not annoy or embarrass others.
Discretion: Avold discussing office matters.
Loyalty: Always support your boss, your division, and/or your agency. ''Loyalty is allegiance, expres

Objectivity: Learning to react only after looking at a situation in an impersonal yet comprehensive m
the best in a giwven situation.

*Permission for MCPS to use this material was granted by the U.S. Civil Service Commission, Bureau of '
Washingzton, D.C.
99
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TOP TEN CLERICAL TRAITS*

HUMAN KELATIONS

Consideration

Tact

S

through Discretion
éfulness Loyalty

iﬁa Objectivity
Check exactness of each detail, correct errors pade, check corrections made.

- you are doing. See need for action, never ignore need for action, examine factors and act

ks to completion. "Enclosed" implies instruction in a dictated letter. The clerk must
e gaterial and put it in with the letter.

?féﬁt golutions until a successful one 1s found.
;Ehings without being told.

Ehers first. Stay at your desk if you think the executive will be needing you soon.
E'yﬁu do not annoy or embarrass others.

iﬁg office matters.
éur boss, your division, and/or your agency. "Loyalty is alleglance, expressed and implied."”

yet comprehensive manner. Look for

: gﬁct only aftez,lagking at a situation in aa impersonal

a given situation.

this paterial was granted by the 1.8, Civil Service Commission, Bureau of Training,
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THE PLUS FACTORS
OFFICE EMPLOYEES-SUPERVISOR'S QUESTIONNATRE*

?_3 Tz,

Does your secretary pmgect a pleasant, éffiﬂléﬁt and enthusmstzc mage af

YOUD OFFLCET vovvverernernennnurrnninsyurentestessasrerinnanatirer ity e B T
Are you s:ztzs;zgd m.th the may she hmﬁles yaur uzszftars zahz-zrz yau ave in or :;may

TR R N

frﬂm thg gffigéi? i!!illlilillilillIlilIlfii!lié!i.lt!‘!l!l!!l!!!l_li!i!!l_
Does your secretary have a positive attitude? «oovvevirriirieiiini e

Does she work well and have gaadz!appartmtkhgrsa-warkers?m....i..,m,..mm..
Are you doing some of fice tasks that you think she could handle for YOUT v evvssanianass
I‘symg'sgeret@yaagz@ﬁtémﬁpmmptmthhérmark‘*"...“.“.,.....i..ii-.....g;i..i..
Does shw have a good sommand of English in her oral and written mmmcatwﬂ? PO E|
Doeg shw show initiative in her Work? civeeiiiiraniins R TR TR

Do outside intevests interfere with her office mark? PP -
Isshsdspendablgmﬁpwzetual?.“..i.....,.......i...................i....ii.......;;

Does she provide you with the assitance that allows you ©o work on pﬁaﬂty pr‘c}ggcﬁs

while she coordinates other tasks?
Dgyauallwhgrtahmﬁleanymttenemmwatwns?;..m_m..”..!.-.m...g...g..

If yes, vhat kind?

a.
._bi

[ o)
-

]
-

Wy, W
Ll L]

b~y ::’-‘:m o o D P .

L)
I
-

13. Is she vell organised in handling the work f'Zam'?
14, Does she follow through With job aBeignment8? «.oesiviessiiiniens
15, Does she handle telephone ealls effieiently and dzplsmatzcally?
16. Does she scan the mail and provide yau with neceseary reference m:ztsrmls'?

17. Is she well groomed?
18, Are you vell pleased with hep t;r,b‘llitg ta supgzmse ather smplayees'?
19, Ia she eager to learn nev akills that will help her to be a better asslatant tc: yaﬁ

20, Is her typeurttten work prepared neatly and geeurately? vorivariaiiiiieriens Ceveriesan
91, Does she vemain poised and even tempered when job pressures are hzgh'}‘ T I AL

92, My secretary and I have a good working relationship? .
93 Does she keep the office files up to date and have an sffmerit I‘étﬂéudl system?

94. Does she research materials to aseist you with special projects? viiviiisniine
25, Are you sqtisfied with her job DEPfOTMANGE] +1vvvvrsevivssnarsenipninrnrarer et

RERRED l TTTTT

#Permigeion for MCPS to use this material was granted by the U, §. Civil Service Commisslon, Washij
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OFFICE EHELQYEES!SU?EEVISDR'S QUESTIONNAIRE*

and enthuszastic Lmage @f

pmgsgt a plsasmit éff‘kt}iént

!!!i-l!i,,
tars mhgﬂ yﬂu are in or amay

ii:h the way shs ha:rzdlgs your visi

hr:ue a p&szﬁug attzﬁﬁsf‘ cerens

and have good rapport with herc:e::—mérke.rs‘?“..“,;.“,i..i.g“.“..
of fice ta:sks that you think she could handle for You? «ee.eeasneress
gmtsamipranptmth Ry WOTK? «ueeesnaasansuonessanti
d- eommand_of English in her or-al cmd wrztten csmmzeatwn

ative in her WOTK? seassssen
ig’ interfere with her o;
Eﬁpzmcﬁal T
m with the assmtaﬂaé that allawg y&u
EEE other taska? ....:«»
t:zec:ms'*’“

: hcmcils any written Emmﬁ’l‘zi.‘a

sed in handling the work Flow? coveeens
rough with job @BBTGNMENES? oo uuearnorsnrsssnrs?
\Lephone calls sffzmeent‘l.y and itplamﬂtic&llgf’
gﬂ:ﬂ and provide you with ﬂgegssm@r reference ﬂatgmgls?
2 hisesesssereszrasiess I L LR R

ted with her .;:bLZ-Lty tcz Supgmmsg gthér gﬁrplsysgs? ChesarsessaraEean
som new skills that will help her to be a better asszstmt to yau? .
work prepared néatlym;dagew*cztgly? fressseraseens

yised and even tempered when job pressures are hzgh*?
h@sﬂggédmérking relationship?

1 systgm? saeen

te and have an gffwtsnt retrieva

'fioce files up to da
teriqla to assist you with spgezal pragggtsa Misssscraneraanarres

‘+h her job performance? .

use this material was granted by the U, S, Civil
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THE PLUS ¥ACTORS

HUMAN RELATIONS WITH YOUR EMPLOYER

(Role Playing 5ituations)

[
-

Your employer is often away from his desk to confer with other executives. When someone telephones
times you do not know where he is at the moment or when he will be able to raturn the call. How wo
handle this situation?

2, When correspondence or reports are mislaid, you usually find them on your boss's desk, Frequently,
employer schedules visitors and forgets to motify you. These types of situations can be very embar
How would you let outsiders know these errors are not really your fault?

3+ Your employer frequently asks you to retype letters having grammatical errors in them which he has -
Furthermore, he 1s irritated if his grammar is corrected if he feels he ig right. What ean you do

b« Your employer's memory for details 1s not alvays as good as yours. He forgets to write follow-up Il
return telephone calls, attend regular scheduled meetings, ete, How should you remind him to do the

3. You have been assigned to work for three men and they all want their work out at the same time. Whe
best method of handling the siutation?
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HUMAN RELATIONS WITH YOUR EMPLOYER

(Role Playing Situations)

ray from his desk to confer with other executives. When someone telephones him, many
ire he is at the moment or when he will be able to return the call. How would you

ports are mislaid, you usually find them on your boss's desk. Frequently, your
sra and forgets to notify you, These types of situations can be very embarrasaing.
ars know these errors are not really your fault?

ssks you to retype letters having grammatical errors in them which he has written,
sted 1f his grammar is corrected 1f he feels he is right. What can you do to remedy

0T details is not alwvays as good as yours, He forgets to write follow-up letters,
gttend regular scheduled meetings, etc, How should you remind him to do these things?

» work for three men and they all want their work out at the same time. What is the
-he siutation?
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THE PLUS FACTORS
DEVELOP YOUR SIXTH SENSE#

(Suggestions for Dealing Effectively With People)

Personality Development

1. Be sincerely interested in people
2, Smile
3. Remember names

4, Be a good listener

Ly |

Talk of things interesting to the other person

6. Give the other person a feeling of importance

Diplomacy
1. Avoid argument
2. Respect the other person's opinien
3, 1If wrong, admit it quickly and emphatically
4, Begin with a point of agreement
5. Let the other person do the talking
6. Put yourself in the other person's shoes
*Permission for MCPS to uge this material was granted by the U.S, Civil Service Commission, B

Washington, D.C,
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DEVELOP YOUR SIXTH SENSEX

(Suggestions for Dealing Effectively With People)

Personality Development
1. Be sincerely interested in people
2, Smile
3., Remember names
4. Be a good listener

5. Talk of things interesting to the other person

6. Give the other person a feeling of importance

Diplomacy

1. Avoid argument

9, Respect the other person's opinion

3. 1f wrong, admit it quickly and emphatically
4, Begin with a polnt of agreement

5. Let the other person do the talking

6. Put yourself in the other person's shoes

S to use this paterial was granted by the U.S. Civil Service Commission, Bureau of Training,
102
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THE PLUS FACTORS

Correcting Without Offending

Talk sbout your own mistakes first

Call attention to mistakes indirectly

Don't back the other person against the wall
Pralse improvement

Encourage

Let the other man save his face
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E PLUS FACTORS

WHAT IS A SECRETARY?#

Sécretaries are human ., ., . just like the rest of us, They come in both sexes, mostly female, Tt

a'variety of shapes, sizea, ages, and dispositions. Generally speaking, there are three kinds! I
=fand Eunﬁulgtinn prizes,

;.They are found everywhere -- in offices, on committees, and in coffee Ehapg, They are always on k
i:ﬁhen we don't need them, and usually in the mailroom, print ghop, or stockroom when we're desperat
;ﬁta find them is in Pnllyanna s Dreass Shop. The hardest place to find them is in employment agenei

iSEEIEtEIiEE like three-day weakends, lunch invitations, erasers, siﬁgle men, low-calorie salads, %
~ ‘tionms, late TV movies, and the Panama Beaver salesman, They don't 1like cigar-chewing dictatcrs_‘c
| on. letters, old jokes, and cleaning out files. They don't like bosses who boss.

| They prepare letters, reports, and gnvereup excuges for thelr bosses, They are required to have &

Job, the wisdom of Sglgmgn, the memory of an elephant, the disposition of a lamb, the experience. a
~and the poise and personality of a Powers model. They are expected to produce on a moment's notic
filed in briefcases, glove compartments, and yesterday's coat pocket, Inatinctively they are supp

that never happen, and also to conveniently overlook other things that go on,

On televieion secretaries are glamorous girls who save their bosses from one predicament after ano
they are girls vhose spelling, punctuation, and paragraphing seldom agree with those of their boss

~ When they do something good, that's their job. When they do something wrang, that's what we have
. these days, Secretaries dream about homes covered with ivy; the few who don't live in apartments
- with mortgages, If they enjoy the luxury of driving cars to the company parking lots they're well
need a raise, but if they ride the bus and arrive late they are part of the common herd and not Wo

Because of thelr devoted dedication to duty, they deserve to be executaries in their own right, B|
‘realize this ambition they will continue to serve as their bosses right arm., They will continue El

good, and we will go right on neglecting to tell them how important they are to us , , . a fact we
. admit, every time they go on vacation. 3

:f’Hay we forever bless that first day when some overworked boss invented that immortal labor-saving
I;ﬁill you bring in your book!"

f?Sgcretaries Assggiatian. It 15 nut cupyrighted and may be repraduted or adapted, to sult any lag
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WHAT 1S A SECRETARY?*
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THE PLUS FACTORS
| DEVELOP YOUR SIXTH SENSEA
(Suggestions for Dealing Effectively With People)
PERSOMALITY DRVELOPHENT
7 Be gincerely interested in people
" Smile
'Ramemhgr names
Bea good listener
Talk of things interesting to the other person
6, Give the other person a feeling of importance

DIPLOMACY

1. Avoid argument

: ;52; Respect the other person's opinion |
'5- If wrong, admit it quickly and emphatically

” “ 4. Begln with a point of agreement

i?‘ 5, Let the athér person do the talking

;&6. Put yourself in the other person's shoes

*?erﬁissian for MCPS to use this material wis granted by the U. §. Clvil Service Commission,

Bureau o
Washington, D, C.
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DEVELOP YOUR SIXTH SENSE#*

(Suggestions for Dealing Effectively With People)

in people

eeling of importance

iickly and emphatically

iagreement v
o the talking

) her peraon's shoes

i e this material was granted by the U. 5. Civil Service Commission, Bureau of Traiming,
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“THE PLUS PACTORS

OFFICE DIPLOMACY*

“ You are the Ambassador for the U.S. Government, your agency, your division, your office, and your

~responsibility to give each caller the "Red Carpet" treatment., Proper treatment of all callers ¢
... for helpfulness, courtesy and service, Visitors do remember how they are received and executives
_ ‘personality and they appraise employees on how they meet, greet, and get along with others. Pati
'fsg:y requirement; service 1s your motto,

© GREETING A CALLER

~ Greet each person entering your office with a smile and a friendly attitude, A pleasant "Good mo
afternoon” may also be added. You will set the pace of the visit; the caller will probably judge
manner of approach you use. If the visitor does not offer information about the purpese of nis ¢
I help you?" If you are not near the vigitor's point of entry, nod your head to acknowledge his
_immediately join him, Do not shout or run, Never ignore the visitor.

FIND OUT THE PURPOSE OF THE CALL
Tactfully ask the visitor why he wants to see your boss, and what service or agency he represents
" volunteer this in"ormation, you may say, "May I tell Mr, Boss what it is you wish to see him abou

Learn and study names that are important to your office, When a person comes into your office, s
then learn the name which corresponds with the face, Everyone likes to be known. The clerical a
to climb to the top of the success ladder will start by learning and remembering the names of the

HAEE THE GALLER FEEL COMFORTABLE

Help free the viéitaf from coats, hats, umbrellas, and packages, Hang up his coat and place his
where they will not be disturbed, .

If the visitor has to wait for any length of time to see your bo: ;, see that he has a ccmfartablg
or magaziﬁe perﬁaps a cup af caffee, and ash tray and matchas if he smnkes. Sametimea it is nec

| Evants, or a fgrthzaming haliﬂay. If the visitor has a paint ni view that dags nat ag:ae with_ya
- even indicate that yﬂu differ witl him, Smile, as if in agreement, and casually refer to a relat
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iSJTGaveznﬂEnt, Y@ur agency, yﬂur division, your office, and your boss. It is your
P:gper tfﬂazmsnt of all Eallers can win a reputatian

3 Ynu will s&t the paue of the visit* the aaller will prnbably judge the gffice by the
;If the visitﬁr dges n@t gffer infﬁrmatiﬂn abﬁut thg purpase gf his zall ask him, "NMay

Do- nﬁtJahggt or :un NEVEf ignare thE visitor,

f:ﬁhy he wants to see your boss, and what service or agency he represents. If he falls to
n, you may say, "May I tell Mr, Boas what it is you wish to see him about?"

t are impa:tant to your office. When a person comes into your office, study his face and
ch corresponds with the face, Everyone likes to be known, The clerical assistant who wants
2 success ladder will start by learning and remembering the names of the office callers,

Tom coats hats, umbrellas, and packages, Hang up his coat and place his hat and/or packages
g disturbed.

t for any length of time to see your boss, see that he has a comfortable chalr, a newspaper
p of coffee, and ash tray and matches if he smokes. Sometimes it is necessary to offer a

“the caller feel relaxed, Appropriate "small talk" could be about the weather, local sports
‘holiday. 'If the visitor has a point of view that does not agree with yours, don' t argue or
differ with him, Smile, ag if in agreement, and casually refer to a reiated, nmoncontroversial

églthis_métafiél waa granted by the U,S. Civil Service Commission, Bureau of Training,
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Never discias agency business or personal problems, A small amount of "small talk" is good; d
e visitor will realize that you have other duties to perform, After you have settled the visit.
yourself and go on with your duties. At this point, you should stay in the room, and busy your
ormal tasks, :

1f your:boss has not met Mr, Visitor, it is your duty to escort him into your boss' office and perform
08, If you are not sure, ask him -- "Have you met Mr, Boss before?" If he says yes, then you m:

ffice without making any formal introduction between the two gentlemen. (Sometimes it 1s he)

8 1f.you casually drop the name of the visitor such as -- "[f I can be of further assistance, Mr, Vi
know," or "Mr, Visitor, go right in."

iﬁg Introductions, use the boss' name first., "Mr, Boss, this is Mr, Visitor," Say the names ¢
ly. There are exceptions to this rule. When Introducing a congressional person or a minister

use . their names firat, Your boss also might have his own preferred vay. In this case, always follow y
v - After meking the proper introduction, leave quickly, -

'f}tﬁgvvisitar has the wrong foiee,,ﬁﬁlifely tell him so, write on a small sheet of paper the number g
nd the naue of the party he should see, Help give him directions,

THE CALLER WITH AN APPOINTYENT
hen a caller with an appgintmgné‘arrivesg greet him properly, and notify your boss (in the manner he h
CALLER WITHOUT AN APPOINTHENT

ﬁnygéié;térs do not have appointments, Treat them courteously while you tactfully find out if the bos:
ways make each visitor, with or without an appointment, feeltwelcﬂmei

INTERRUPTING A CONFERENCE

ry to avold interrupting a confarence; but if you have an understanding with your boss that it is to be

tain visitors, do so quietly and unobtrusively. Enter the room without knocking and hand your b
d ‘leave unless he signals you to wait. '
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_;persansl prahlems. A small amount of "small talk" is gend; don't over do
'[ve other duties to perform. After you have settled the viaitor, you may

8, - At this point, you should stay in the room, and busy yourself with

"M: Bgsa, this is Hr Visitur ' Say the names Elawly aﬂd

iﬁﬁr‘_géz%@;i._ﬁﬂ»leg"e ey,

ffice, §ﬁlitely tell him so, write on a smull sheat of paper the number of the office
hould see. Help give him directions.

ment arrives, greet him properly, and notify your boss (in the manner he has requested).

or without an appointment, feel welcome,

Bppointments. Treat them courteously while you tactfully find out if the boss can see him,

‘conference; but if you have an understanding with your boss that it is to be interrupted
o atly and unobtrusively. Enter the room without knocking and hand your boss a note
to wait.

107

212




WHEN THE CALLER LEAVES
Egthgyéurﬁéfgating and farewell should be accompanied with a smile. Try to use the name again,
§

Goodby Mr. Vieltor," Using his name will flatter him and also help you remember his name. Al
of service, Remember you are an Ambassador representing your office.
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ghould’ bg atcﬁmpanied vith a smile, Try to use the name again, You could say,

16 name: will flatter him and also help you remember his name. Always be pleasant and
Amhasaadjr :epresentiﬁg your office. .
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LU FACTORS
TIME TO REORGANIZE MY CLERICAL RESPONSIBILITIESK

listed some of the major and minor responsibilities held
ader your line of responsibility? Place a check mark (
uties, please add them to the list,

by clerical assistants., How many of
¥) by those duties relating to your j
her When you have completed your list, rank them in your o1

ance,  The importance of the duties will vary with each clerical assistant and with each individus
esponsibility, Tomorrow, please bring to class, your typed list of your duties and responsibilities re

,_Anéwéfing the telephone -

:'5~Acting as the receptionist

- Transeribing shb?thand

" Transeribing from a dictating machine

, Haﬁdling the mail - includes distributi%ﬁ for the office
A;;Duplicating and reproducing office .aterial

0, Controlling office supplies

v:Running errands (includes getting coffee)

fieal employee needs many personal qualities to perform her job competently, Think of the qualiti

need as you perforn your daily tasks, Please type and bring to class twenty (20) or more personal qu
you feel you should have and utilize to help you handle your clerical role more competently,

¥Perniseion for MCPS to use this material was granted by the U.S, Civil Service Commission, Washington, D
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TIME-TO REORGANIZE MY CLERICAL RESPONSIBILITIES*

and- minnr respnnsibilitiea held by clerical eseistants, How many of these fall
sibility? ‘Place a check mark (¥) by those dutles velating to your job., If you

m:to the 1ist, When you have completed your list, rank them in your order of

{ dgtiEE will vary with each clerical assistant and with each individual's role and
ng to class, your typed list of your duties and responsibilities ranked in

;‘iét:ibutian for the office

office material

tting coffee)

p raanal qualitiés to perform her job competently. Think of the qualities that
1y tasks, Please type and bring to class twenty (20) or more persomal qualities
| utilize to help you handle your clerical role more competently.

Ifﬁa§2fial-waa granted by the U,5, Civil vervice Commission, Washington, D.C,
| 109
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 THE PLUS FACTORS

ORGANIZE YOUR WORK (PLANNING)*

--Because of the very nature of a secretary's job ~-- unforeseen interruptions, special rush work, and
-contingencies which cannot be planned for -- trying to set up and adhere to an hour-by-hour schedul
~-a waste of time, However, for most efficient performance of her various duties, the secretary shou
insofar as possible,

Her daily duties consist of jobs which may be classified as regular, occasional, and sp If E
- she can handle these dutles satisfactorily and still save out time for ﬁreative work, where she can
. she 18 well on her way to making herself an invaluable aid to her boss. :

 What 15 meant by "planning?” It can be sumarized as:
Anticipating jobs to be done
Organizing work
) Thinﬁing ahead and thinking through -- deciding ways of doing jobs
Consulting with others where this is required
Getting ready for iobs | ;

It goes. withaut saying that Evefy duty must be perfgfmgd elther today, tomorrow, or in the future,

2, What should-be done next (the day's ordinary wari, getting it taken care of in good fime)ﬂ
3, What can be postponed until later (using and clearing the pending or follow-up file, setti!
definite date for things to be donme, using the spare minutes when the boss is out of tha 0
reference lists). _ ﬂ : o

.;*Pgrmissian for MCPS to use this material was granted by the U.S. Civil Service Cammissién, Washing
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ORGANIZE YOUR WORK (PLANNING)#*

ﬁfﬁgfgegrétafy's job == unforeseen interruptions, special rush work, and various
e planned for -- trying to set up and adhere to an hour-by-hour schedule is ordinarily
for most efficient performance of her various duties, the secretary should plan her work

E%gf;jébevhigh may be classified as regular, occasional, and special, If by efficient planning
@iﬁh;satisfaﬁtgfily and still save out time for creative work, where she can exercise initiative,
aking herself an invaluable aid to her boss.

5]'It'eaﬁ be sumparized as:

e done

ﬁking_threugh -- deciding ways of doing jobs

rs where this is required

Dt:éfgry duty must be performed either today, tomorrow, or in the future. With this as a
ry for the secretary to decide: ‘




TEE PLUS FACTORS

ESSENTIALS OF PLANNING*

;_Tﬁn top requirements for good planning are (1) getting a picture of the job to be planned and (2) fins
v to Who, What, When, Where, How, and Why. These two requirements naturally overlap, and night well be
‘the latter heading, as follows:

Who ie involved; administrative and supervisory channels; the boss's, your own, and other I
relationship to the job

WHAT 1s the job; what is to be accomplished, and what is required to do it
WHEN is the job to be done; day and hour deadlines for you, other personnel, and the boss

WHERE  1is the job to be done; provisions for space

HOW shall the job be accomplished; best methods and tools
WHY is the job being done; its purposes, values, scope and objectives

0 SUMMARIZE, the main principles of p’anning are:

1. Do first things first,

2, Bring into the planning those who are affected.

3. Make provisions for interruptions, delays, unforeseen developments, and emergencles, as far .
5, Finish what you start.

6, Mske a record -- put it in writing 1f necessary,

*Permission for MCPS to use this material was granted by the U.S. Civil Service Commission, Washington,




ESSENTIALS OF PLANNING*

§ planning are (1) getting a picture of the job to be planned and (2) finding the answer
OW, and Why. These two requl.ements naturally overlap, and might well be combined under
13

administrative and supervisory channels; the boss's, your own, and other personnel's
Lo the job

ﬁat'is to be accomplished, and what 1is required to do it

;be done; day and hour deadlines for you, other personnel, and the boss

3:§'ﬂ§ne; provisions for space

?ﬁe accomplished; best methods and tools

éﬁg done; its purposes, values, scope and objectives

?ﬁl&s of planning are:

Est

éﬁiﬂg those who are affec:ed.

; interruptions, delays, unforeseen developments, and emergencies, as far as possible.
?ﬁuteg for routine matters or to improve procedures already in use,

rt,

it it in writing if necegsary.

éhis material was granted by the U,S. Civil Service Commission, Washington, D.C,
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THE PLUS FACTORS

ALWAYS MAKE SENSE*

Never write anything or go ahead with any work which does not make sense.

Make a special point of clearness, avoiding all vagueness, First, listen to all instruct'ons given
then through as far as possible while you are receiving them, Then do not be afraid to ask questio
you may not understand, Learn the "reason why," Things which do not make sense to you may neverth
Asking questions will teach you the "Why's and Wherefore's" and enable you to go ahead intelligentl
may be responsible for the accuraey, completeness, clearness, and tone of the material he gives you
other processing, your value to him 1s increased when you can correct obvious errors yourself or br
tion any inconsistencles or incorrect statements,

*Permission for MCPS to use this material was granted by the U,S, Civil Service Commission, Washing

112




ALWAYS MAKE SENSE*

go ahead with any vork which does not make sense.

clearness, avoiding all vagueness. First, listen to all instructions given to you and think
oaeible while you are receiving them. Then do not be afraid to ask questions about anything
Learn the "reason why." Things which do not make sense to you may nevertheless be right.
ach you the "Why's and Wherefore's" and enable you to go ahead intelligently. While your boss
he accuracy, completeness, clearness, and tone of the material he gives you for typing ot
alue to him is increased when you can correct obvious arrors yourself or bring to his atten-
-0r incorrect statements,

{;usg this material was granted by the ".§. Civil Service Commission, Washingtom, D.C.
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- THE PLUS FACTORS

CULTIVATE A GOOD SENSE OF TIMEX

f *?e_pfamp;_and regular in attendance. This is the first prerequisite for overall dependability.

§ﬁ=ggggfche value of your time,

?f'l; Don't spend more time on details than they are worth, If other clerical help is available, ask for
 delegate routine jobs,

"2, Rush mo faster than you can accurately, Realize how much each error costs in both time and material
- to think! Don't do any job unthinkingly,

. 3 On the other hand, don't dawdle over ordinary work. Speedv action or routine things can well go a ]
~ freelng you for more interesting work.

"4, Finish each task as you go, constantly endeavoring to get everything flowing over and avay from your
2 material up, reading it, and setting it aside for future action 1s not only wasteful of motion and o
thinking time, but also often creates a mental drag vhich will slow down your performance of other t
your realizing it, This general slow-down is due to the knowledge in the back of your mind that the
- set aside 1s still there on your desk demanding a decision and action. If you had taven care of it
first pick-up, the mental lift of a Job completed would be helping you on the next.

Be willing to give a little more time than you are paid for. For example, many executives put & high va
' secretary’s habit of always arriving for work 15 minutes ahead of time, That extra 15 minutes glves the

an opportunity to attend to her housekeeping duties and organize her own work so that she will not be fl
" around £illing his pen, arranging flowers, or attending to other duties at his desk after the boss arriv
“all ready if he buzzes for her to come in for dictation right on the stroke of 8 a.m, or to take care of
" he would like to have done before an early caller arrives,
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CULTIVATE A GOOD SENSE OF TIME*

E@éﬂgeg This 1s the first prerequisite for overall dependability.

?éﬁails than they are worth. If other clerical help is available, ask for assistance or

an accurately, Realize how much each error costs in both time and materials, Take time
b unthiﬁkinglyi

Speedy action on routine things can well go a long way toward
Easﬁiﬂg work,

constantly endeavoring to get everything flowing over and away from your desk, Picking
d setting it aside for future action is not only wasteful of motion and of reading and
ftan creates a mental drag which will slow down your performance of other tasks without
neral slow-down 1s due to the knowledge in the back of your mind that the material

m your desk demanding a decision and action. If you had taken care of it on that

ift of a job completed would be helping you on the next.

re time than you are paid for. For example, many executives put a high value on a
rriving for work 15 minutes ahead of time. That extra 15 minutes gives the secretary
housekeeping duties and organize her own work so that she will not be flurrying
1ing flowers, or attending to other duties at his desk after the boss arrives. She is
to come in for dictation right on the stroke of 8 a.m. or to take care of anything
fore an early caller arrives.

iis material was granted by the U.S. Civil Service Commission, Washington, D.C.
; 113
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THE PLUS FACTORS

EXAMPLE OF AN IN-BASKET EXERCISE

Job Description:

- Student 1s a secretary for a management consultant firm which has one chief, Mr, Q and three
S HE; Yj End HI.'; Zi

Chief and assistants depend on the secretary to finish their work, On the morning of Monday
the following items are in the in-basket, Establish work priorities.

1,
2,
3.
4,

Unopened mail

Note that Mr, Q who is taking a trip to Russia next week and wishes to change his plané
Three phone messages for Mr., Q, one of which ié from his wife labeled URGENT.

Three rough drafts to be typed for Mr. Z.

Carbon copies of letters typed Friday to be filed.

Notice that Ma. Y's luncheon appointment for Monday has been canceled.

Manuscript due next week to be typed for Mr, X,

Report due next week to be typed for Mr, Q.
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FXAMPLE OF AN IN-BASKET EXERCISE

ary for a management consultant firm which has one chief, Mr, Q and three assistants, Mr. X,

é;s depend on the secretary to finish their work. On the morning of Monday, February 21, 1974,
8 are in the in-basket, Establish work priorities.

?ﬁAﬁﬁﬁ ia taking a trip to Russia next week and wishes to change his plane reservations.

sssages for Mr. Q, one of which is from his wife labeled URGENT.

rafts to be typed for Mr. Z.

£ letters typed Friday to be filed.

next week to be typed for Mr. X,

Xt week to be typed for Mr. Q.

;3 of last week's meeting to be transcribed.
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THE PLUS FACTORS
o ORGANIZATION OF OFFICE DUTIES

Place these items in a iist of priority, Base your solution on judgment and present job position, 'fhe
you do first? Make every minute count and organize your time,

File materials typed yesterday

Take meeting agenda for next week to the Xerox room
Type a letter (a "rewrite" from yesterday)

Go for office coffee

Distribute the incomming mail

Update and check your boss' calendar

Clean desk

Take dictation

Telephone Mary in Mr. Nolan's office and tell her Mr, Ruben (your boss) will need the estin
figures before his 11 o'clock committee meeting

Call electrician about flickering light

- PREFERENCE ORDER




ORGANIZATION OF OFFICE DUTIES*

£ priéfity; Base your solution on judgment and present job position, What would
Inute count and organize your time,

yped yesterday

ida for next week to the Xerox room

your boss' calendar

In Mr, Nolan's office and tell her Mr. Ruben (your boss) will need the estimated budget
1is 11 o'clock committee meeting

;baut flickering light
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THE PLUS FACTIORS

DAILY WORK PLANNER

TO BE DONE DETAILS TIME




 THE PLUS FACTORS

ORGANIZE YOUR MATERIALS*

‘Personal desk efficiency has a great deal to do with overall work efficiency, and is thus deserving of ce
‘thought, Placing the emphasis on the desk as a piece of work-processing equipment, and not as a storage

‘anything except regularly used material, will help you organize it for the greatest possible economy of |
‘motion:

When the boss calls on you for dictation or some other Instructions, there 18 no excuse for kee
waiting while you sharpen pencils, fill your pen, or look for your notebook,

(1) Arrange the material which it is necegsary to keep in your desk drawers with an eye toward
accessibility and convenient handling.

(2) Keep the top of your desk clear for action, with no accumulation of unnecessary odds and en
material needed at the time in evidence, This facilitates concentration on the work in ha

(3) Use other files, not your desk for permanent or semi-permanent material,

b. Keep any unfinighed work in a certain place or in some certain order, so that you, or anyone wh
f111 1n for you, will know just where each job stands,

This applies, as well, to the placement or segregation of any work which may have to pile up for your hos
1s out of the office. You way already have your own favorite procedure for this, but if not, you may be
how grateful your beas «4il be fo such a simple help, The type of material handled may permit many diff
elassifications, o she uluple practice of breaking the accumulation down into three folders with such as

"8 soon az poeainlz," and "at your convenience" may be practical,

*Permission for MCPS to use tail: material was granted by the U.S, Civil Service Commission, Washington, D.
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ORGANIZE YOUR MATERIALS*

-a great deal to do with overall work efficiency, and 1s thus deserving of careful
is on the desk as a plece of work-processing equipment, and not a8 a storage place for
ed material, will help you organize it for the greatest possible economy of time and

‘supplies and equipment in good condition and readily available.

;fﬁn you for dictation or some other instructions, there is no excuse for keeping him
sharpen pencils, £ill your pen, or look for your notebook.

aterial which it 1s necessary to keep in your desk drawers with an eye toward easy
"and convenient handling. :

f your desk clear for action, with no accumulation of unnecessary odds and ends and only
ad at the time in evidence, This facilitates concentration on the work in hand.

é;_ngt ygut“desk for permanent or semi-permanent material.

ﬁ work in a certain place or in some certain order, so that you, or anyone who may have to
111 know just where each job stands,

e placement or segregation of any work which may have to pile up for your boss while he
ay already have your own favorite procedure for this, but if not, you may be surprised
be for such a simple help. The type of material handled may permit many different

le practice of bresking the accumulation down into three folders with such as "rush,"
at your convenlence" may be practical. -

is material was granted by the U.S., Civil Service Commission, Washingtén, D.C.
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THE PLUS FACTORS
SOURCES OF INFORMATION*

It has been sald that the next best thing to knowing everything about a glven subject is knowing wi
the information when you need it,

reference. This may be in the form of various publications or may be compilations of your own == 1
loose-leaf binders, or files -- depending on the nature of the necessary material,

In the first place, you should have at your fingertips all the information to which you need to mak

Most secretaries will need only a few of the following publications at their desks for personal use
should be faniliar with them and know where copies are available, whether on someone else's desk, {
or in a public library:

1. Dietionary

2. Thesaurus, book of synonyms and antonyms

3. Grammar book

4, Agency telephone directory

5. Telephone books, local and other, and area codes

6. Secretarial handbook

7. Shorthand Dictionary

8. Statutes governing functions of your agency and any related agencies

9, World Almanac é

10, Hotel Guide

*Permission for MCPS to use this material was granted by the U.S, Civil Service Eammissign; Washingf
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8h uld ‘have at your fingertips all the information to which you need to make frequent
;; the form of various publications or may be compilations of your own =- in notebooks,
~ depending on the nature of the necessary material.

Qniﬁ;afféw of the following publications at their desks for personal use, but all secretaries
n and know where coples are available, whether on someone elge's desk, in an office library,

ingifunzﬁi@ns of your agency and any related agencles

Washington, D.C.

,sasthisémats;iaihwasﬂgzanﬁeﬂ;bg@ﬁhé,ﬁis, Civil Service Commission,
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é;fyfhirietﬁry

“'”*z;ﬁfcéda Directory

¥ ﬁffiéiél’Air‘Liﬂe Guide

glféaeh of you will compile for yourself will vary with the requirements of your job, the dives

out: interasta, and the amount of time your can devote to collecting information., One useful informatior
VIl netﬁbﬂak collection, cgnsisting,af

Eg;t;Il' - Vgclbulafy == yords which ynu looked up more than once for spelling, pronunciation, diﬁ
R meaning,

«lParE II == English language rules of grammar and punctuation which meet frequent neede and about v
usually unsure, Try to Include examples to illustrate the correct usage.

'{Pa:t I1I == Collection of handy hints == everyday hints for secretarial work, whether devised by tt
herself or by others, _

: Pa:t IV -~ Reflections on secretarial experience — clippings from periodicals, copies of practics
:iaﬁal axtraﬂta frnm bﬁﬂkE which appeal as strengthening or as adding tﬁ efficieney, hL

ways of impra¥ing.

qﬁiﬁﬁanual may contain all of these things or few of them. The object is to fit it to your own needs ar

How=to-do-its and Hints

esk manual == service book, memory book, or whatever you wish to call it == will be helpful to you frc
;art it, and practically invaluable to anyone who has to take over your job on short notice, It mig
ga mples of farms, letters, minutes, contract reports, or any other special material which you need, and s
directions for particularly detailed jobs, If kept in loose-lsaf form, such a book is the logical place
" thé information the secretary needs from day to day, such as: :

~ Mail schedules -~ office pick—upa; building pick-ups, post office handling, and air mail closing ti
-88 8 schedule of rates and classes of mail




mpilé,fﬁriyﬁursélf will vary with the requirements of your job, the diversity of

f time your can devote to collecting information. One useful information source will
-consisiing of:

,nﬂé-ﬁhiﬁh you looked up more than once for spelling, pronunciation, division, or
guage rules of grammar and punctuation which meet frequent needs and about which you are
Try to include examples to illustrate the correct usage.

of ;andy hints -- everyday hints for secretarial work, whether devised by the secretary
(éécretafial ezpefiencg == clippings from periodicals, copies of practical or inspira-

ct from books, which appeal as strengthening or as adding to efficiency; humor ...
ﬂa g fram lectures and courses of study about business procedure, personal appearance,

,;thésé things or few of them. The object is to fit it to your own needs and interests.

How-to~do-its and Hints
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TEE PLUS FACTORS

Telatype, and telegraphi; gervices and rates

~Any speclal codes used:

Proofreaders' marks

Soundex code if used in any files to which you ﬁéy ﬁeed access at odd times

Verify code for use in clarifying spelling of names and initials over the telephone or 1
| Office Who's Who, listing the names, titles, addfessas; and telephone numbers of agency offic
executives of your agency, together with information about their preferences in any matters
to take care of from time to time

Organization chart

Reports, forms, or charts on which you need to make entries periodically

Salary scales

Schedules for trains, bﬁgea, and planes

Special decisions on how material is to be handled, whether determinations of policy or small
capitalization and punctuation :

Special address book with telgphnne numbers of persons outslde the agency with wham employer
frequently

sl
[ R



! isting the names, titles, addresses, and telephone numbers of agency officials, and main
gg,légEncy, together with information about their preferences in any matters which you may need
from time to time

n how material is to be handled, whether determinations of policy or small details like uniform

120
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APPENDIX D

wll Toxt Provided by ERIC




' acerued

collateral
accommodate
discipline
unnanageable
especially

‘athletics

geparate
referring
occasion
gelze
guparsade
digsatisfied
noticeabla
eligible
ineredible
concegsion
procedure
occurrence
omltted
embarrass

22, all right

prejudice
recommend
1noculate
nisspell
consengus
yield
mail chute
transient
dissimilar
enervate
disappoint
preferring

ONE HUNDRED MOST COMMONLY MISSPELLED WORDS

35,
36.
37,

38,

39,

40,
4,
82,
43,
b,
45,
4.
47,
48,
.
50,
51,
52,
53,
56,
55,
56.
57,
58,
59,
60.
61,

. 62,

63.
64,
65,
66,
67,

audible
otcurred
auxiliary
bookkeeper
accessible
license
benefited
besiege
counterfeit
Intercede
extension
dictionary
calendar
Lragedy
superintendent
cite (quote)
pronunciation
ofttimes
loneliness
precede
pamphlet
restaurant
questionnaire
gentinal
harass

develop
hypocrisy
Niagara
exorbitant
ninth -- ninety
whose (possessive pronoun)
site (location)
across

SRR, [/ S

68,
69,
10,
/1.
72,
13,
74,
75,
76,
7.
78,
79,
80.
81.
8.
83.
84,
85.
86.
87,
8.
89.
90,
91,
92,
93.
94,
95,
96.
97,
98,
99,
100.

acquitted
disappear
irresistible
gerviceable
legitimate
illegible
mileage
penitentiary
omigsion
apparel
typing
allotted
equipped
exhilarate
grammar
height
maintenance
moment ous
optimistic
personnel
persuade
profession
repetition
strietly
welfare
gergeant
laboratory
allege
Cineinnati
management
mucilage
exiatence
principal (money’



" ONE HUNDRED MOST COMHONLY MISSPELLED WO

36,

37,

8.

39,
4.
41.

42,

43,
L4,
45,
46,
47.
48,
49.
50,
51.
52,
53,

s

55.
56.
57.
58,
59.

60..

61.
62,
63,
64.
65,
66.
67,

audible

-occurred

auxiliary
bookkeeper
acceasible
license
benefited

‘besiege

counterfeit
intercede
extengion
dictionary
calendar
tragedy
superintendent
cite (quote)
pronunciation
ofttimes
loneliness
precede
pamphlet
restaurant
questionnaire
gentinel
harass
develop
hypocrisy
Niagara
exorbitant
ninth -- ninety

whose (possessive pronoun)

site (location)
across

RDS

68.
69.
70.
1.
12,
13.
74.
75.
76.
i,
78.
9.
80.
81.
82.
83.
84,
85,
86.
87.
88.
89.
90,
91,
92,
93,
94.
95,
96,
97.
98.
99.
100.

acquitted
disappear
irresistible
gerviceable
legitimate
illegible
mileage
penitentiary
omission
apparel
typing
allotted
equipped
exhilarate
grammar
height
maintenance
momentous
optimistic
personnel
persuade
repetition
strictly
welfare
sergeant
laboratory
allege
Cinecinnatl
management
mucilage




