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INTRODUCTION

In 1985, the Alaska Department of Education developed the Business
« This volume, Bus .
was developed as.a supplement to the curriculum handbook.

The instructional materisls included here were adopted or adapted by a task
force of Alaskan business educators after examining a wide variety of
materials. The task force focused on competencies fram the curriculum
handbook for which materials were ot readily available to Alaskan
teachers. They felt it was important to stress human relations,
communications, and the use of computers in the classroom. The materials
included in this book reflect those priorities. A format was chosen which
will enable teachers to use the materials directly with students, with
little or no adaptation needed.

In the short time the task force had availahle, it was impossible to do
anything but “scratch the surface.™ It was, however, effort properly spent
if business teachers who use these materials gain some time they can divert
to other aspects of their programs.

eS8 SCUCAT1IoN R
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HUMAN RELATIONS

Goal 2.0: Students will be able to apply habits and work attitudes needed
for successful amployment in business.

‘he following materials can be used to help students achieve
goal 2.0 in the Buginess Bducation Qurriculum. Other sources
for hman rclations materials include:

Basic Skills for the Trudeg, Alaska Department of
Education, University of Alaska, and the Jub Training
Partnership Education Consortium, 1985. Available fram the
Vocational Materials Library, Office of Adult and
Vocational mlatim' Box F, Juneau, AK 99811, (”7)
465-2980. Modules HR-1 to HR-8 deal specifically with
Human Relations.

denera ':‘ Sale JUti1es ang Relate
Occupational Curriculum Lab, East State University,
Commerce;; TX 75428, (214) 886-5623. 198l. Both teacher
and studept manuals are available.

Mgt x
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AN LXerclges ReSOULCes

Jdl ( nt, Taylor Wilson, 800 Roberto
Avenue, Santa BarbarayjCh:93109, 1984. This handbook
includes group activitiés which can be used in the
classroom to teach group dyhamice and leadership skills.

It also contains an excellent resource section.

Leadexship Development, George Shinn, Gregjy McGraw-Hill,
1981. This book contains information on personality
development; management techniques; and personal
appearance, business and social success.

- Leadership Development Series, Office Education
Association, 5454 Cleveland Avenue, Columbus, CH 43229,
(614) 895-7277. :

Department of Education, 1985. Available fram the
Vocational Materials Library, Office of Adult and
| \zsous;ztggoal Education, Box F, Juneau, AK 99811, (907)

There are two options for teaching Human Relations. One is to stress Human
Relations as a separate unit. The other is to integrate Human Relations
into ucher daily activities.
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HUMAN RELATIONS
UNIT OBJECTIVE

After completion of this unit, the student will be able to identify
the basic concepts of human relations in all types of interpersonal
relationships. This knowledge will be evidenced through demonstration
and by successfully completing the unit test.

SPECIFIC OBJECTIVES

After completion of this unit of instruction, the student will be able
to:

l. Define terms associated with human relations.
2. Identify skills needed for positive human relations.

3. 1Identify ways to establish and maintain positive employer-
employee relationships.

4. Identify ways to encourage positive co-worker relationships.

5. Identify basic guidelines for serving customers.
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‘from "General Clerical Duties and
Related information, Occupational
Lab, East-Texas State University,
Commerce, TX. 198l1. pages 43-75
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II.

III.

Iv.

HUMAN RELATIONS
NOTES TO THE INSTRUCTOR

Preparation for Unit

A.

B.

C.

Preview unit and gather any additional resources and
refercences to supplement unit.

Arrange for a school counselor, vocational counselor,
or counselor from a community agency to speak to the class
about human relations.

Desigr a bulletin board illustratiﬁg human relations on
the job and in other relationships.

Objective Sheet

A.

B.

Discuss the unit and specific¢ objectives.

Add any objectives for any information added to the unit.

Information Sheet and Activity Sheets

A.

B.

Discuss the information presented. Give examples to
illustrate the discussion.

Have students complete Activity Sheets 1-8.

l. Activity Sheets 2, 3, and 4 are designed to aid
the student in self-awareness.

2. Have students complete Activity Sheet 5 individually;
then, lead the class in discussing why each choice is
best.

3. Activity Sheet 6 is a class participation activity.

4. Activity Sheets 7 and 8 could be either an individual
activity or a group/class participation activity.

Answers to Activity Sheets

A.

B.

Answers are provided for Activity Sheets 1 and 5.
Activity sheets 2, 3, and 4 do not require evaluation.
Instructor should be certain students understand instruc-
tions and gcals of the activities.

Activity Sheets 6, 7, and 8 are to be evaluated to the
satisfaction of the instructor.

11



V. Unit Test
A. Give the test upon completion of the unit and activities.

B. Add test parts to correspond to any information added to
unit.

VI. Answers to Unit Test
VII. Resources and References

A. HUMAN RELATIONS IN BUSINESS
Steven Eggland and John Williams
South-Western Publishing Co.
5101 Madison Rd.

Cincinnati, OH 45227

B. PSYCHOLOGY: HUMAN RELATIONS AND MOTIVATION, S5th ed.
Laird, Laird, Fruehling, and sSwift
Gregg Division/McGraw-Hill Book Co.
Princeton Kkd.
Highstown, NJ 08520

C. TODAY'S WOMAN, 3rd ed.
Helen Whitcomb and Rosalind Lang
Gregg Division/McGraw-Hill Book Co.
Princeton Rd.
Highstown, NJ 08520

D. SUCCEEDING IN THE WORLD OF WORK
Grady Kimbrell and Ben Vineyard
McKnight Publishing Co.
Bloomington, IL 61701

E. ENTERING THE WORLD OF WORK
Grady Kimbrell and Ben Vineyard
McKnight Publishing Co.
Bloomington, IL 61701




HUMAN RELATIONS
INFORMATION SHEET

Terms and Definitions

A.

C.

Je

Communication--the exchange of an idea or a message which
results in a high amount of understanding between the
sender and the receiver.

Smpa ~the ability to see anc feel things from another
person’s point of view.

Buman relations--refers to the relationships between
people.

Suman relations skills--skills that help you have positive
relationshipes.

Initiative-~be a sc.f-gtarter; seeing work that needs

to be done, and doing it without waiting to be told to do
0.

Positive human relations--the ability to get along with
many different people under varying circumstances.

Self-avareness--how well you know yourself.
Self-image--how you feel about yourself.

Tact--a sense of knowing what to do or say in order to
maintain good relations with others and to avoid offense.

Tolerance--the ability to endure irritations, habits, or
-naaogiaa. that may bother you.

Values--your personal beliefs as to what is good or bad,
right or wrong.

Inportance of Positive Euman Relations

A.
B.

C.

u raled

Nost of a person's time is spent with other people.

This time is happier and more productive if relationships
are well adjusted.

tely eighty-one percent of all jobs are lost
because of the inability to get along with other people.

. ' 3
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III.

Human Relations Skills

A.

Self-awareness

The first step to understanding and accepting other people
is to know and accept yourself. The following items can
help you discover more about yourself.

l. Values

a. What is important to you
b. What is right or wrong
c. What is good or bad

2. Strengths and weaknesses

a. What are your good and bad points
b. What skills do you have
c. What personal traits are likeable and which need
improvement
3. Self-image
a. How you may feel differently about yourself at
times, depending on the situation.
b. How your self-image is greatly influenced by how
other people react toward you.
Communication

The two basic forms of communication--verbal and non-
verbal--are used to convey the message from sender to
receiver.

1. Verbal communication

a. The words used in speaking and writing.
b. Choice of words is important for precise meaning.

2. Nonverbal communication

a. Physical gestures, facial expressions, tone of
voice are forms of nonverbal communication.

b. Help emphasize or describe the message being
communicated.

c. Feelings often most effectively communicated
nonverbally.

Empathy

1. Listen to what the other person is saying.

2. Try to put yourself in his/her placé to see his/her
7

point of view.

Pr N
.
-
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Iv.

Applying Human Relations Skills on the Job

A,

F.

Employees who work well with their employer and co-workers
are happier and more productive.

Co-workers are not always those with whom you would choose
to be friends. -

1. Their values may differ from yours
2. You may not like their lifestyle or personality.

It is important to cooperate with co-workers. Team efforts
are essential,

Respect another person's right to be different.

Human relations skills are helpful when unusual circumstances

(absentees, rush orders, for example) put excess demands

on employees. )

1. Be willing to perform extra duties when necessary.

2. Show initiative. Start work assignments you know must
be done without waiting to be instructed to do so.
Keep busy.

A positive attitude is "catching." It encourages the
same in others.

Establishing Satisfactory Employer-Employee Relationships

A,

Remember that employers are people, too. Just like you,
they:

l. Have interests outside of work.

2. Have good days and bad days.

3. Like to receive compliments,

4. Sometimes have difficulty accepting criticism.
Respect, don't fear, your supervisor. (Remember that the
supervisor probably held a lesser position before becoming

a supervisor,)

Suggestions a worker can use in learning to get along with
a supervisor.

l. Be responsible, dependable.
a. Get to work on time, and work up until quitting_time.'

b.. Always notify the employer if late arrival or
absence is necessary.



c. Work consistently.
(1) take breaks only at designated times.
(2) avoid wasting time in excess talk.
(3) 1limit personal telephone calls.
2. Show interest in the job.

a. Learn about the company, its policies, administra-
tion, products, etc.

b. Be conscientious of your work. Be neat, thorough,
and accurate.

c. Follow instructions carefully and ask questions if
you do not understand.

d. Be flexible; schedule and work requirements some-
times change unavoidably.

3.. Develop confidence in personal ability.
a. Polish skills.
b. Take advantage of opportunities to expand your
knowledge by enrolling in college classes or by

reading and researching on your own.

c. Accept and use constructive criticism as a tool
for improvement.

d. Maintain a positive attitude about the job and the
employer.

4. Be honest:

a. With yourself about your capabilities, your motives,
your doubts.

b. With the supervisor and co-workers.

c. Don't do something dishonest that could get your
supervisor, or yourself, in trouble.

5. Be'straightforward.

a. Discuss concerns, complaints, and suggestions
with the supervisor.

b. Go directly to your supervisor with a complaint,
not to his/her supervisor.

c. Be loyél to the supervisor and the employing
company.
s 9
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vI. 'Establishing Positive Relationships with Co-workers

A. Cooperation, consideration, and tact are necessary in
working with others.

B. Suggestions for developing positive relationships with
co-workers: ’

l. Know what duties are expected of you and fulfill them.
2. Be willing to help others when extra help is needed.

3. Don't play favorites: respect all co-workers as-
individuals.

4. Dress and behave in a manner consistent with the accept:
ed office environment.

5. Learn and abide by the office rules and any special
privileges allowed to certain individuals (sara leaves
at 4:39 to take the mail; John always sits in the green
chair @b breaks; lunch break is always 12:00-1:00).

gy b

6. Avoid 50”5515 oy,

o'
R RN
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VIii. Human Relations with-Cusﬁowg;s

S
A. Customers are the most@imﬁﬁ%tgnt element of a business
because they are the onéé;thd&fcqntribute to profits.

B. Guidelines for dealing with any type of customer.
l. Determine the customer's.need.
a. Each customer is different and has various needs.
b. Do not make assumptions about people.
c. Be sensitive to the customer's needs.
2. Try to satisfy the customer's need.

a. Have a thorough knowledge of the goods and/or
services that the business provides.

b. Try to match the customer's need with the product
or service.

C. Dealing with angry or unsatisfied customers.
l. Never argue with a customer.
2. Always consider the customer's point of view.
3. ‘when‘an~ahgfy cuétomer,feels thét you understand and

‘care about his/her feelings, the customer will usually
- .calm down and_dealfWith-the problem in a reasonable

10
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HUMAN RELATIONS
ACTIVITY SHEET 1--TERMS AND DEFINITIONS

DIRECTIONS: Listed below are several words related to human
. relations. Unscramble the words and write the
definition of each beside the word.

l. alsansseewerf

2, matyhep

3. attc

4. moucitomannic

5. saluve

x
o
-
<§

6. rontecale

S

7. eivtinatii

8. tauanrmbmconevliconino_

9. fgeailesm:

11 - 18




HUMAN RELATIONS
'ACTIVITY SHEET 2--VALUES CLARIFICATION

DIRECTIONS: Rate each of the following items according to how
important it is to you.

SCALE: 0 1 2 3 4 5 6 7 8 9 10

0
5
10

not important
neutral
very important

nna

. Equal opportunity for all people
. A financially comfortable life
. Respect from others

1
2
3
4. Expensive possessions
5. Going to church

6. A medical check-up each year

7. A meaningful love relationship

8. Being famous o

9. Having a lot of friends

10. Honesty

11. Giving parties

12. Going to college

13, Exercising'regularly

14. A high-paying job

15. Contributing to charities

16. A secure and happy family life

17. Helping the sick and disadvantaged
18. Owning a lot of clothes

19. An honest, close friend
20. Taking vitamins
2l. Being kind to animals
22. Respecting parents
23. Sleeping at least 8 hours each night
24. Being the leader of a club

25. Self-confidence
26. -Having-children
27.]'Improv1ngipersonal skills and talents

—
—————
———
——
——
———
——
———
———
—
—
———
——
——
—————
———
—
——
—————
———
———
———
——
——




29, A prestigious job ,
30. Seceking professional counseling for a major problem

31. Belonging to a club or social group

32, Obeying all laws and regulations

Right values are shown below. Write the number (rating) you gave each
‘{tem beside the number of the item. Total the numbers in each column.
This will determine how you value certain things.

13
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HUMANTI SM HEALTH FAMILY
Item No. Rating Item No. Rating Item No. Rating
1, 6. 7.
15, 13. l6.
17. 20. 22,
21. 23, 26.
Total Total Total
MONEY FAME/POWER - SOCIAL
Item No. Rating Item No. Rating Item No. Rating
2. 3. 9.
4, 8. 11,
14, 24. 19,
18. 29. 31.
Total Total Total
RELIGION/MORALITY PERSONAL GROWTH
Item No. Rating Item No. Rating
5. o 12,
10. 25,
28, 27.
32, 30.
Total Total



HUMAN RELATIONS

ACTIVITY SHEET 3--WHAT | AM LIKE

DIRECTIONS:

Place an X along the scale to indicate which description

most accurately describes yourself.

SCALE:

Exactly like More like

this description this description

I Aam , . .
easy to get along with
neat, organized
responsible

on time _

healthy

calm

enjoy people

creative

positive

enjoy humor

mature

hard working
well-groomed

confident

honest

respectful

good listener

accept criticism well
follow orders well

can work under pressure
like to work on a team
can express myself‘éaSnly
have a good memory

| considerate

this description

Neutral
L ] ] ] I
I 1 ] l L
—_ ] ] ]
| L | | 1
L ] ] ]
T RS T S
L. 1 11 1
I T
e 1 ] I I
| S I | 1 |
I 1 l i !
| i ] | ]
I ] ] 1 ]
| L ] !
I 1 1 1 1
I ] ] 1 ]
| l l i l
I ] ] I I
I I 1 l_
I L ! A 1
I ] 1 ] !
I 1 1 1
L | 1 ]
[ 1 ] | ]
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Exactly like
this descriptior

More like

disagreeable

messy
irresponsible

late

unhealthy

nervous

prefer solitude
stick to old ideas
negative

serious

immature

lazy

sloppy

unsure

dishonest
disrespectful

poor listener
can't accept criticism
won't take orders
can't handle pressure
like to work alone
tongue-tied
forgetful

rude



DIRECTIONS:

HUMAN RELATIONS
ACTIVITY SHEET 4--HOW OTHERS SEE ME

Divide into ‘pairs. Exchange the information in
Activity 3 and rate each other as you see that person.
Use a different pen or pencil to distinguish your
markings from the other person's.

‘e



_HUMAN RELATIONS.
ACTIVITY SHEET 5--GETTING ALONG WITH EMPLOYERS
AND co-woam_ans

DIRECTIONS: In the follow1ng examples, check the action you think

l.

would be best.

Mary has worked at Belton Manufacturing Company for three days.
On the third day, some of the other workers go out to lunch
together. They don't ask Mary to come along. Mary should:

a. Send them a memo.
b. Be mad that she wasn't invited.
C. Wait a little longer until people know her; then they
probably will include her.
It is Beverly's first day on the job at Sherwood Hat Factory.
She is very anxious to make friends. She should:
a. Bring donuts for everyone once a week.

b. Compliment the other women on their clothes, even if
~she isn't sincere.

c. Relax and,waicffcr friendships to grow.

Phillip is very good at &ﬁpiicating stencils. Tracey, the new
stenographer, is having trouble with the machine. Phillip should:

a. Not try to help because he. thlnks Tracey might not
like it.

b. Tell Tracey that he used to have trouble with it, and
show her how to adjust the machine.

c. Tell Tracey she's doing it wrong.

There's going to be a birthday party for the boss. A sheet
with everyone's name on it is passed around, and people mark
whether or not they can come. Joni sees the sheet. She is
new and her name is not on it. She should:

a. Add her name to the list and mark whether or not she
can come.

b. Believe she is not wanted at the party.

c. Tell the secretary who made up the sheet that she has
forgotten her name.

Trey, the accountant, is handicapped. Sharon, a fellow ‘employee
should:

a. Treat Trey as she would anyone else.

b. Go out of her way to be especially nice.

' c.. Avoid Trey.

16




10.

11.

Pam is in the company cafeteria line. She is in no hurry, but
the person behind her is rushed. Pam should:

a. Make her selection because it is her turn.

b. Suggest that the person go ahead of her.

c. Take an extra long time just to calm the person down.
Barbara does not really like Ryan, yet she has been assigned
to work with him on a project. Barbara should:

a. Refuse to work on the project.

b. Remain optimistiec and learn what she can from the
experience.

. Stay at home and call in sick to avoid wurking on the
project.

0

Several people in Ray's office are writing a petition against
the office manager and are planning to deliver it to the head
of the division. They ask Ray to sign the petition. Ray should:

a. 8ign it, since he doesn't like the way the office is
managed, either. :

b. Tell them he doesn't like the way the office is managed
but that he thinks they are crazy.

c. Ask if they have spoken to the office manager, and if
not, encourage them to do so.

Adam's supervisor has informed him of a company-sponsored
bookkeeping class which meets the last hour of the workday.
The supervisor will recommend that Adam be adwitted to the
next class if he would like. Adam should:

a. Wonder if this is the supervisor's way of telling him
that his work isn't good enough.

b. Gratefully accept the opportunity to upgrade his skills,
knowing that this will benefit him as well as the company.

c. Tell the supervisor that he isn't interested in any
boring classes.

Kelly has been offered a job for which she is not qualified.
She should:

a. Admit her inadequacy and offer to learn on the job.
b. Refuse to try to learn.
c. Take the job and try to bluff her way through it.

When Seth accepted his new job, he understood that he would be
expected to work one Saturday every two months. Next Saturday
is his day to work, but Seth had forgotten this and has made
special plans for Saturday. Seth should:
a. Explain to his supervisor that he just cannot work

_ Saturday. ' :
b. . Not tell anyone and just not show up Saturday.
Saturday and be at work.

c. -ghangefh;s plans fpr
Sl E o 1'1-7




'12. Margie has been hoping for a promotion for the last six
months. She has been employed in the office longer than
any other stenographer, and she knows that her supervisor
is about to hire a secretary. Margie should:

a. Talk with her supervisor about the requirements for
the secretarial position and express her interest in
the job. '

- Threaten to quit if she does not get the job.
. Not say anything at all about the possible promotion.

__Db
__c

18
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HUMAN RELATIONS
ACTIVITY SHEET 6--ROLE-PLAYING EMPLOYER-EMPLOYEE RELATIONS

DIRECTIONS: 1. Two students are needed for this activity. One will
- role-play a company supervisor; the other will role-
play an employee. Each "actor" is to be very
expressive and use emotionally loaded words. The
time allowed for role-playing is 5 minutes.

Role of Supervisor

You are the supervisor of the production department. You must
discipline an employee who has been absent five times in the last
3 weeks. The employee didn't call in one of those times. When
the employee is at work, he/she spends too much time on personal
phone calls, and has been known to leave early without permission.
This behavior is not acceptable. You are very emotional as you
talk to the employee.

Role of Employee

You are to react as you

nervous and defensive: ’:

feel the employee would react. You are

o
R
. -
wtT

e

2. Discuss the conversation, ‘afid which words or sentences contained
emotionally loaded words. List :hoSe words on the board.
¥ ;.‘ .':6' R -

3. Divide into 2 groups. Each group is to write a script in which
the supervisor and employee calmly and maturely discuss the problem,
and come to a solution. Choose 2 people from each group to role<play
the new script for the class.
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_ HUMAN RELATIONS
ACTIVITY SHEET 7--SOLVING PROBLEMS ON THE JOB

DIRECTIONS: Read the samples below and discuss various solutions
to each situation.

1. Mark is a good loyee exocept for one problem. He is late
almost every morning because he has to take his children to
school and the day care center. What can be done to help this

2. darsha is the secretary for six le. She is to divide her
time equally. She tﬂ.{: to co-p!:to the priority work first,
but sometimes several’ assignments are equally important and are
needed as scon as pm le. Janis gives Marsha more work than
any of the others, and assignments take longer to prepare.
Marsha works steadily, breaks, and sometimes stays late

ing to m with the vork. The other staff members have

that Marsha sphiids most of her time working
for Janis and lets their work weit. What are some possible

months as a secretary/receptionist. He has noticed several
organisational problems--poor inventory control, insufficient
use of workers--and feels he has some good ideas about other
forms of advertising. How should he go about making his

ST i
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HUMAN RELATIONS
ACTIVITY SHEET 8--DEALING WITH CUSTOMERS

DIRECTIONS: Read the samples below and describe what you would do
in each situation in the space provided.

l. You are a salesperson in a children's dress shop. Mrs. Davis
is looking for a birthday gift for her five-year-old grand-
daughter. Her granddaughter lives in another state and Mrs.
Davis hasn't seen her for almost a year. She doesn't know what
sizse the child wears. What would you do?

. o . {r:"f' if‘ 'f. ’
2. You are the office mangééx in the Accounts Receivable Department. .
A new customer, Ms, Brady;aQusujust received her order and has
telephoned your office. She is-confused and angry. She was
quoted a price of $200 for the goods she ordered, but was
charged $300 on the invoice. Someohe from your office quoted
her an incorrect price. What would you do?

&3 C i . : .’5
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HUMAN RELATIONS
ANSWERS.TO ACTIVITY SHEETS

ACTIVITY SHEET 1

1.
2.

9.

Self-awareness~-how well you know yourself.

Empathy~-the ability to see and feel things from another person's
point of view.

Tact--a sense of knowing what to do or say in order to maintain
good relations with others and avoid offense.

Communication-#the exchange of an idea or a message which results
in a high amount of understanding between the sender and the
receiver.

Values-~personal beliefs as to what is good or bad, right or
wrong. ' '

Tolerance--the ability. to endure irritations, habits, or manner-
isms that may bother you. '

Initiative--seeing:wérk_thaf?needs to be done, and doing it
without waiting to be told ‘to-do so.

Non-vérbal‘communication-éphysiCal,ée;tures, facial expressions,
tone of voice that emphasize or help describe the message being
communicated. vt

ooy

Self-image--how you feel about yourself. .

ACTIVITY SHEETS 2, 3, and 4

Do not require evaluation. -

ACTIVITY SHEET 5

1.
2.
3.
4.
5.

6. .

7.
8.
9.
1o0.
.11,
12,

P O M O oo

oo D o0

ACTIVITY SHEETS 6, 7, and 8

To be evaluated to the satisfaction of the instructor.




HUMAN RELATIONS

UNIT TEST

A. Match the correct term to the correct definition by placing the
letter in the appropriate space.

10.

11,

Personal beliefs as to what
is good or bad, right or wrong.

A sense of knowing what to do
or say in order to maintain
good relations with others and
avoid offense.

How you feel abeut yourself.

The ability to see and feel
things from another person's
point of view.

Skills that help you have
positive relationships.

The exchange of an 1dea or

a message which results in

a high amount of understanding

‘between the sender and the
receiver.

The ‘ability to get along

'with many different people

under varying circumstances.

Refers to relationships
between people.

. The ability to endure

irritations, habits, or

. mannerisms that may

annoy you.

How well you kﬂow
- yourself. :

PhysiCal gestures, facial
expressions, tone of voice

. that help emphasize or
“describe a message be1ng

communlted

Doxng,somethlhg iﬁ your

‘own, without nee 1ng to
be told to do so. :

30
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Communication
Tolerance'
Self-awareness
Values

Human Relations
Self-image

Tact

Positive Human
Relations

Initiative

Non-verbal Communi-.
cation

Empathy

Human Relations
Skills



C.

D.

List six things an employee can do to establish a satisfactory
relationship with the employer.

Discuss four suggestions for developing positive relationships
with co-workers. :

List the two basic guidelines to remember when serving customérs.
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" HUMAN RELATIONS
ANSWERS TO UNIT TEST

D 7. H
G 8. E
F 9. B
K l0. C
L 11. J
A 12, 1 '

To be evaluated to the satisfaction of the instructor.
To be evaluated to the satisfaction of the instructor.

l. Determine thé'CQStomer's need.

2. Try to satisfy the :gg’étb;’ner's need.
T ,‘»-"" V‘- o
& Lo
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PLANNING AND ORGANIZING WORK ACTIVITIES
N UNIT OBJECTIVE

After completion of this unit, the student will be able to efficiently
Plan and organize work and prioritize tasks. This knowledge will be
evidenced through demonstration and by successfully completing the

unit test. :
SPECIFIC OBJECTIVES

After completion of this unit of instruction, the student will be able
to:

l. Match terms to theif correct definitions.

2. List the advantages of planning. ' ‘

3. 'ﬁist the disadvantages of working without a plan.

4. Sequence the stepé involved in planning and organizing work.

5. Name and describe various types of reminder devices that aid
in planninggand_Organizing work.

6. Demonstrate theé ability to:
a. Prioritize'tasks’apcofding“to their importance.

. : Y R .
b. Design an efficient work station.

from General Clerical Duties and
Related Information, Occupational
Curriculum Lab, East Texas University,
commerce, TX, 198l. pages 225-250
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II.

III.

PLANNING AND ORGANIZING WORK ACTIVITIES
NOTES TO THE INSTRUCTOR

éreparation for Unit

A.

B.

C.

Preview the unit;

Add any information necesséry to fully meet the needs of the
unit and of the students. -

Design a bulletin board introducing the unit.

l. Use a "pie" chart which illustrates the percent of time
a secretary might spend on various tasks in the office.

2. TIllustrate a variety of reminder devices used in the
office. .

3. Show an efficient layout for an office work area.

Arrange‘for a secretary tb'speak to the class on ways to
save time and energy when doing daily office work.

Arrange a field trip to an office that has been reorganized
as the result of a time-and-motion study. Ask the secretary
Oor supervisor to discuss with the class the improvements that
have occurred because of the new arrangements.

Objective Sheet

A.

B.

Discuss the unit and specific objectives.

Add objectives for any information added to the unit.

Information and Activity Sheets

A.

Terms and definitions

l. Discuss the terms and definitions.

2. Provide any examples or illustrations to facilitate the
discussion.

Information and activity sheets
l. Planning

é. Discuss the advantages of planning and the disadvan-
tages of no planning.

b. Provide examples to facilitate the discussion.

27




a. Discuss the three types of work that exist in an
office.

b. Illustrate how the three types of work might flow
together in the office setting.

3. Planning and organizing
a. Discuss the steps in planning :.nd organizing work.

b. Provide examples of rush, as-soon-as-possible, and
routine work to facilitate the discussion.

4. Timesaving devices

a. Discuss the elements that can influence timesaving
and organization.

b. Use the teacher's desk to demonstrate how to arrange
a desk top for efficient use.

c. USelfhe teacher's desk to demonstrate efficient use of
drawer space.

d. Discuss how the classroom could be arranged to facil-
itate timesaving as discussed in this sectlon of the
unit.

5. Reminders

a. Discuss the various types of reminder devices that
are used in an office.

b. Provide examples of a calendar and a reminder file to
facilitate the discussion.

c. Demonstrate the use of each of the reminder devices
used as examples.

d. Discuss the use of schedules as they relate to the
class as well as to the office.

e. With student input, demonstrate scheduling by planning
‘a daily, weekly, and long-range schedule for classroom
activities.

6. Activities
a. Activity Sheet 1--SETTING PRIORITIES

B. Aétivity Sheet 2--ORGANIZING THE WORK STATION
IV. Answers to Activity Sheets

A, 'Ahsﬁefefafe"prdvided.to Activity Sheet 1.
B. A sample of one of several acceptable arrangements is pro-
-*rv1dedffor Actxvxty Sheet 2.




VI.

VII.

c.

Assign point values to each of the activities.

D. Determine a method of evaluating Activity Sheet 2, so that
all students' work will be evaluated consistently.

Unit Test

A. Various methods of administering the test may be used:

l. Administer the test upon completion of the unit.
2. Use the test as an additional activity.

Add test parts to correspond to any information added to
the unit. -

Answers to Unit Test

Answers are provided.
Assign point values to test sections and questions.

Add answers for any additional questions or sections added
to the unit test.

Resources anleéfetegcegy.J

A.

THE ADMINISTRATIVE SECRETARY: RESOURCE, 1970
Anderson, Lee, Russon, Wentzell,.and Horack
Gregg/McGraw-Hill Book Company

Princeton Road

Highstown, NJ 08520

THE SECRETARY'S WORKSHOP, 1978
Bureau of Business Practice, Inc.
24 Rope Ferry Road -
Waterford, CT 06386

SECRETARIAL PROCEDURES AND.ADMINISTRATION, 2nd ed., 1973
Hanna, Popham, and Tilton .

South-Western Publishing Co.

5101 Madison Road .

Cincinnati, OH 45227

SECRETARIAL OFFICE PROCEDURES, 1977
Oliverio and Pasewark
South-Western Publishing Co.

5101 Madison Road

Cincinnati, OR 45227.

OFFICE PROCEDURES, 1980
Stewart, Blockhus, Reigel, and Schroeder
Gregg/McGraw-Hill Book Company

Princeton' Road :
Highstown, NJ 08520
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PLANNING AND.ORGANIZING WORK ACTIVITIES
INFORMATION SHEET

'I. ™erms and Definitions

A. Organizing--the coordination of activities to meet the com-
pletion of predetermined goals.

B. Planning--deciding in advance what needs to be done, who will
do it, and when it will be done.

C. Productivity--the ability to accomplish a task or job accu-
rately and on. time.

D. Scheduling--listing activities or work to be completed; a
timetable.

E. Time waster--any task or activity that takes more time than it

should for successful completion.
I1. . Advantages of Planning

A. ‘Eliminates time wasters.

B. Increases productivity.

C. Makes better use of resources.

D. Increases effectiveness in doing work.

E. Increases efficiency. ‘

F. Eliminates duplication of effort.

III. Disadvantages of No Planning

A. Results in poor quality work.
B. Decreases productivity.

C. Decreases efficiency.

D. Résults in misuse of resources.
E. Increases time wasters. .

IV. Types4ofAWork Performed
A. Daily | -

1. Perfcrmed every day by the secretary, without special
instructions.

2. May inclﬁdeAsuch duties as filing, processing the mail,
- answering the telephone, handling office callers, handling
orders,. etc: - - ‘ '

: 30
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B. Assigned

l. Performed at various times during the week or month.

2. Performed at the direction of the employer.

3. May include such duties as typing correspondence, compos-
ing letters, preparing payroll, handling travel arrange-~
ments, arranging meetings, etc.

C. Other
l. Performed on an irregular basis.

2. Varies according to the employer and type of business.

3. May include such duties as preparing income tax reports,
preparing quarterly or yearly reportes, etc.

V. Steps in Planning and Organizing Work
A. Sét priorities
1. Prepare a schedule of work to be completed that day.

(NOTE: This may be done the day before.)

2. Decide on the order in which the work will be completed.

a. Rush jobs--work that must be completed immediately.

b. As-soon-as-possible jobs--important work:; does not
require immediate action but should be done as soon

. as time permits.

c. Routine jobs--work that is completed when time permits
and after other, more important, tasks have been com-
pleted..

3. Be flexible; allow for unexpected work.
B. Organize work |
l. Plan each job to be completed.

2. Gather materials needed to complete the work.

3. Make notes of any questions to ask or of special instruc-
tions needed to complete the work.

C. Complete the work
1. Do one job at a -time.

2. Fbllbw one job thrbugh to completion before beginning
another. '
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"I. Timesaving Steps
A. Organize work area
l. Desk

a. Arrange frejuently used items on the desk top within
easy reach to avoid wasting time.
(1) telephone and telephone directory
(2) calendar '
(3) materials being worked on
(4) pens and pencils
(5) stapler and tape dispenser
(6) reference books
(7) trays.for holding work in progress, mail, etc.
(8) calculator

b, Arrange supplies in desk drawers depending on use.
(1) top drawer--used to store letterhead paper, car-

bon paper, onionskin, memo forms, envelopes,
plain paper.

(2) center drawer--used to store paper clips, ruler, .
- pens, erasers, staple remover, scissors, rubber
bands. '

(3) file drawer--used to store frequently used files.

(4) other drawers--used to store other miscellaneous
supplies and personal items.

2. Supply cabinet
a. Locate near work area.
b. Store extra supplies on shelves.
c. Arrange supplies according to frequency of use. Items
used most should be stored at the front of shelves.
Heavy items should be stored on lower shelves.
3. File cabinets

a. Maintain an up-to-date filing system.

b. Locate frequently used file cabinets near the work
- area to ‘save time.

4. Book shelves
a. Locate book shelves near work area to save steps.

- b. -Stdre‘feference books and materials on shelves to
' ._nkeep desk top clgar;
' o2 39
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B. Use reminder devices

l. Calendar
a. Use to note work that must be completed each month.
b. Use to keep track of daily appointments.

2. Reminder file

a. File cabinet diawer ' <’k \ )

3 \.

(1) Use to hold work that is to be‘ébmpleted daily,”
monthly, or yearly.

(2) Organize by months with folders for each day
of the month.

(3) Store material in folders according to the date
when action must be taken or begun.

b. Card file

(1) Use to hold reminders of

: tasks that must be com-
pleted on specific days of
a given month.

(2) Organize by months, with
a card for each day of
the current month.

(3) Write reminders on file _
cards and store behind the
guide showing the date on
which a specific task
must be done.

(4) Remove the reminder card
when the task has been
completed.

(5) Rotate the guide showing the name of the current
month at the beginning of each month.

3. Schedules

a. Daily schedule--a record of daily work to be com-
- pleted; organized according to the time at which a
task is to be done.

b.: Weekly schedule--a record of any work that is com-
pleted once a week or once or twice a month, such
as computing payroll, making bank deposits, etc.

‘c.‘;Longérange.schedule--a-record of any work that may
" - occur. at various times during the year, such as
- quarterly reports, income tax reports, etc.
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c.

Bliminate unnecessary motion

1.
.
3.
4.
.
6.
1.

Arzange work area to save time and effort.

Keep an up-to-date inventory of all supplies.

Restock necessary supplies before beginning work.
Bliminate steps or taske which are no longer necessary.
Combine tasks that can easily be done at the same time.
Redesign forms if necessary to save time.

Nake use of tim -saving equipment,such as office copiers
collators, paper folders, etc. ‘ ’

Complete difficult jobs when you are at your best.
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PLANNING AND ORGANIZING WORK ACTIVITIES
ACTIVITY SHEET 1--SETTING PRIORITIES

DIRECTIONS: Prioritize the day's tasks described below by indicating
on the line provided the appropriate work designation:
1l = Rush
2 = As Soon As Possible
3 = Routine
Then arrange the tasks in the order in which they would

be completed under the appropriate category on the plan-
ning sheet.

l. Call Alice Lewis to change her‘ll a.m. appointment this
morning to 1:30 this afternoon.
2. Sort the mail and place it on the appropriate desks.

3. Prepare the finalized agenda for tomorrow's Board of Direc-
tors' meeting.

4. Inventory the office supplies on hand.

S. Prepare 2 requisition for any supplies that need to be re-
plenished. o

6. Transcribe machine dictation letters.
7. File the day's correspondence.

8. Composc responses to all of the requests for catalogs that
have come in during the past week.

9. Update‘the mailing list for next year by adding the names
and addresses of persons contacted by the marketing repre-
sentatives during the past week.

10. Call the travel agency to make arrangemenvs for Hal Thorso's
‘ trip to Great Britain in two weeks.

ll. Prepare tomorrow's work schedule.
12. water the plants in the reception area.

13. Begin preparing invoices to be mailed out on the 30th (the
end of next week).

14. Prepare an‘Expense report for the business trip from which
Kim Lau returned this morning.

15. Reorganize the bookshelves and remove any publications that
are more than five years' old.

35
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PLANNING SHEET

I. Rush Jobs

II. As-soon-as-possible Jobs

III. Routine Jobs

36

Name

Date
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- PLANNING AND ORGANIZING WORK ACTIVITIES
ACTIVITY SHEET 2--ORGANIZING THE WORK STATION

 DIRECTIONS: Use the illustration provided to arrange the frequently

|
o
.

O 0 N 6O U & W N =
® e & & & 2 o o 0

. used items listed on the desk top. Label each item you
illustrate.
Telephone
Telephone directory
Calendar
Materials being worked on
Pens and pencils
Stapler
Tape dispenser
Reference books
Trays (in and out baskets) for work in progress, mail, etc.
Calculator '

P il
kL 3
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ACTIVITY SHEET 2 WORKSHEET
DESK TOP




PLANNING AND ORGANIZING WORK ACTIVITIES
ANSWERS TO ACTIVITY SHEETS

Activity Sheet 1

1. 1 6. 2 11. 3
2. 2 7. 2 12, 3
3. 1 8. 3 13. 2
4. 3 9. - 3 14. 2
5. 3 10. 2 15. 3
Rush Jobs .
l. Call Alice Lewis towchange her 11 a.m. appointment this morning
to 1:30 this afternoon.
3. Prepare the finalized agenda for tomorrow's Board of Directors'

meeting.

As-soon-as-poss1ble Jobs

"2-
6'-
14-

10.

7.
13.

Sort the mail and place it on the appropriate desks.
Transcrlbe the machine d1ctat1on letters.
Prepare an expense report for the business trip from which

- Kim Lau returned this morning.
‘Call the travel agency to make arrangements for Hal Thorso's

trip to Great Britain in two weeks.

File the day's correspondence.

Begin preparing invoices to be mailed out on the 30th (the end
of next. week)

Routine Johs

4.
5.

8.
9.

12.
15-

11.

Inventory the office supplies on hand.

Prepare .a requisition for any supplies that need to be
replenished.

Compose responses to all of the requests for catalogs that have

. come in during the past week.

'Update the ma111ng list for next year by adding the names and
addresses of persons contacted by the marketing representatives

,_durlng the past week.

Water ‘the plants in ‘the receptlon area.
Reorganlze the bookshelves and remove any publications that are

more- than five'years' old.:-

Prepare tomorrow s work schedule.

gheo
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i Activity Sheet 2

Calendar In-and-out

3 e Baskets
i e ® o
g ge‘\ ‘

%
!5‘ . x\o“e % %‘
g;‘ T P R $d\

Telephone
Directory

Reference

Books

In Progress

Folder

, , N , Cq '
i ' . : . IQQIQ &
. : ' ' Op

4.~ (NOTE: This illustration shows one acceptable layout for a desk top.
o Cther suitable illustrations should also be accepted.)
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PLANNING AND ORGANIZING WORK ACTIVITIES
UNIT TEST

A. Match the term to its correct definition by placing the letter in
the appropriate space.

1. Listing activities or work to be A. Organizing
completed; a timetable.
: o . B. Planning
2. The coordination of activities to
meet the completion of predeter- C. Productivity
mined goals. -
‘ o : D. Scheduling
3. Any task or activity that takes
more time than it should for E. Time waster
successful completion.

4. The ébility'to accomplish a task
- or job accurately and on time.

5. Deciding in advance what needs to
be done, who will do it, and when
it will be done.

B. List six advantages of planning.

l.

2.

3.

4.

5.-

6.

C. List five disadvantages of not planning.

B

2.

3.

'R
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D. Sequence in order the steps involved in planning and organizing
work by numbering the items in the spaces provided. The first
step should be given the number 1. ‘

1. Be flexible; allow for unexpected work. .

2. Decide on the order in which the work will be completed.

3. Do one job at a time.

4. Follow one job through to completion before beginning another.

5. Gather materials needed to complete the work.

6. Make notes of any questions to ask or of special instructions
needed to complete the work.

7. Plan each job to be completed.
8. Prepare a schedule of work to be completed that day.

E. List two uses of a calendar.

1.

2,

Name and degcribe two types of reminder files.

]

G. Name and &escribe the three types of schedules.

a2 50
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PLANNING AND ORGANIZING WORK ACTIVITIES
ANSWERS TO UNIT TEST

>
[

D
2. A
3. E
4. C
5. B
B. 1. Ellmlnates time wasters
2. Increases productivity
3. Makes better use of resources
4. Increases effectiveness in doing work
‘5. .Increases efficiency |
6. Eiiminates duplication of effort
cC. 1. Resultslin poor quality work
' 2; Decreases productivity
3. Decreases efficiency
4. Results in misuse of resources
5. Increases time wasters
D. 1. 3
2. 2
3. 7
4. 8
5. 5
6. 6
7. 4
8. 1 |
E. 1. To note work that must be completed each month.
2. To keep track of dally appo;ntments.
F. 1. F11e cablnet drawer

Used to hold work that is to be completed dally, monthly, or
yearly.

Organlzedvby months with folders for each day of the month.

Store . mater1a1 in folders according to the date when action
must be taken orﬁbegun

\k“,
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Card file
Used to hold reminders of tasks that must be completed on
specific days of a given month.

Organized by months, with a card for each day of the current
month. '

Write reminders on file cards and store behind the guide
showing the date on which a specific task must be done.

Remove the reminder card when the task has been completed.

Daily schedule--a record of daily work to be completed;
organized according to the time at which a task is to be done.

Weekly schedule--a record of any work that is completed once
a week or once or twice a month, such as computing payroll,
making bank deposits, etc.

Long-range schedule--a record of any work that may occur at

various times during the year, such -as quarterly reports,
income tax reports, etc.
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GROOMING
UNIT OBJECTIVE

After canpletim of this wnit, the student will be able to apply the
principles of groaming.

SPECIFIC OBJECTIVES
After completion of this wnit of instruction, the student will be able to:
1. List three reasons Qly appearance is important. |
2. Explain how to choose clothes, hairstyles, and makeup.
3. Define good posture. |
4. Explain why pereonal lygiene is important.
5. List and‘expla:l,n eight canpments cf personal hygiene.

lhterials in this wit are taken fram
Office and Clerical Skills Learning

-Activity Packets, Dernis R. Herschbach,

*- Univérsity of Maryland, Department of
Industrialy I"edmologimlp and Occupational
Education ‘finded’through the Maryland State
Department of Education, Division of

“Vocational-Technical Education, 1978;
reproduced with permission.
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PAruntext provided by enic [N

OFFICE GROOMING

A visitor to an office expects to be helped by a pleasant worker. The
office worker may be very polite and know the job skille very well, but
this is not what the visitor notices first. Before an office worker even
speaks, the visitor has noticed the worker's personal appearance and
hygiene habits. : ’

A office worker with a rleasing appearance and good hygiene habits makes a
favorable impression on visitors. However, an office worker with a sloppy
appearance and poor hygiene habits will most likely offend and embarrass
visi.tork:.“ And, worse yet, such a person will probably be avoided by
co-workers. '
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PERSONAL APPEARANCE

appearance: clothes,
or wamen, maketp. To make a good impression, you must

pacts to an offios wocker's personal
opez choloe for each am.
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Qothing must always be clean, neat, and mended. No matter how nice a
plece of clothing is, it will look sloppy if there are stains, tears,
vrinkles, or missing buttons. If you tike care of your clothes, they will
look better and last longer. Set asids a certain time each week to do your
lamndry. Check the labels in the clothes for cleaning instructions. Take
uwashables to the &y cleansrs regularly. Unless all your clothes are
pemanent press, you should iron them before you wear them. This w
you'll start each day looking fresh and neat. Sew on loose buttons before
you lose them and £ix any hams that are torn. These amall repairs take
little time, and they make a big difference in how your clothes look and
how long they will last. ‘

Be careful in selecting and caring for shoes. Shoes should be comfortable
because you may have a lot of walking to do on the job. Shoes must be kept
in good repair and polished when necessary.

Halx

As an office worker, you should choose an attractive hairstyle. The
hairstyle should depend on the shape of your face, your body build, and
your hair texture. A short hairstyle might be good for a long face. If
you have thick, straight hair you might want to wear a longer hairstyle.
It is best to have a simple hairstyle that is neat and pleasing in
appearance. A simple hiirstyle does not need a lot of attention at work.
A hairstylist can help you choose the most suitable hairstyle.



JRosture

Clothes and hairstyles will look best when you have
good posture. Good posture means standing or sitting
straight, holding your head up and your shoulders
square, and keeping your stamach flat. It is important
to have good posture when sitting, walking or standing.
Poor posture can make a bad impression. It also can
cause breathing and back problems.

Makeup

If makeup is used, it should look as natural as
possible. Too much makeup, or the wrong color of
makeup, is unattractive. Usually lipstick, blusher,
eye shadow, and mascara are enough. The makeup you
choose should depend on the color of your skin, hair,
eyes, and clothing. A consultant can ~how you what
makeup to wear and how to apply it.

Looking good makes a person feel good. And feeling good will make you do a
better job at work. Before going to work each morning, you should look in
the mirror and ask: "Is my personal appearance as good as it can be?" If
it is, then you have taken the first step toward being a pleasant office
worker.
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1.

2.

1.
2.

3.

PERSONAL APPEARANCE
LEARNING ACTIVITIES

For each of the following pictures, tell what is wrong with what the
person is wearing to an office job. If there is nothing wrong, just
write "nothing." .

Angwer each of the following:

a. How ghould you decide what type of clothes to wear to work?
b. What three things should you consider when buying clothes?
C. Name three things to oconsider when d\dos:lng a hairstyle.

YCHECK YOUR KNOWLEDGE

List three reasons why good personal appearance is important.

Explain the term "good ‘posture." List two problems that can be caused
by poor posture.

What foui' things should you remember when selecting the color of
makeup? :




PERSONAL APPEARANCE
ALTERNATE ACTIVITIES

1. Invite a fashion ocoordinator fram a local department store to discuss
clothing selection. Topics discussed should include: clothes for an
office setting, designs for different body shapes, color selection, and
the proper fit of clothes.

2. With your teacher's approval, arrange to come to school dressed as if
you were going to work in an office. With your teacher, discuss your

clothing, posture, makeup, and hairstyle. .
3. What's wrong with the appearance of the office workers shown here?
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PERSONAL APPEARANCE

ANSWERS TO LEARNING ACTIVITIES

. a. Worker's pants and shirt are too casual for office and d not
match; shirt does not fit properly.

b. Makeup and hairstyle are too extreme.

0
N

Worker's hair is messy; shirt is torn; pants and shirt are too
sloppy and casual.

Use common sense and dress as the business allows.

F & o

Style, color, size.
Shape of face, body build, hair texture.

0
N

ANSWERS T"d "/CHECK YOUR KNOWLEDGE

. <=Will show that you care about your looks and job.

-Will show you have self-respect.
-Will make you more acceptable to others.

. -Means standing or sitting straight, halding head up and
shoulders gtraight, keeping stomach muscles flat.
~Breathing and back problems.

. Skin' hait' eyes, cl&him- l

ANSWERS TO ALTERNATE ACTIVITIES

. a Clothes too big, clothes wrinkled, too much makeup.

b. Hair in eyés, shirt torn, clothes and shoes too casual for office
| job, needs . shave.
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PERSONAL HYGIENE

Personal hygiene means caring for the bod. There are three reasons for
having good hygiene habits. First, good hygiens habits are important to
qood health. Second, people with good hygiene habits are more pleasant to
work with. People with body odor or bad breath are not pleasant to be
near. It is embarrassing and unpleasant for your co-workers if they have
to stay six feet away fram you because you forgot to bathe and brush your
teeth that morning. And third, office workers who do not have good hygiene
habits may miss a raise in salary or even lose their jobs.

There are eight parts to your personal hygiene habits. These are: skin
care, hand care, foot care, hair care, mouth care, exercise, diet, and
adequate sleep. All of these must be practiced daily if you are going to
be pleasant to work with.

1. Skin Care. Soap and water are very important to good skin care. This
means taking a bath or shover each day using soap. After the bath or
shower, you should use a deodorant to stop body odor. A amall amount of
cologne or aftér-shave lotion may also be used. Underwear should be
changed each day.

You should pay special attentim to face care. It takes very clean skin to
have a clear complexion. - If you wear makeup, be sure that all makeup is
removed each night and that your skin is clean before putting on makeup in
the morning. Clean skin helps stop acne, pimples, and hlack-heads. The
type of soap you use should chpend on whether your skin is dry, oily, or
normal.

2. Hand Care. An office worker's hands ar seen_ty many people each day.
If your hands are not clean, these people wonider if the rest of your
body is clean. Clean fingernails are a nust They should be cleaned daily
with a fingernail file. Fingernails should be trimmed and £iled each week.
Oftenhamhbeoanedry - Hand cream may be used to keep the hands soft.

3. M_Qng. Foot care is much the same as hand care. Toenails should
be kept clean with a nail file. They should be trimmed each week. After
bathing, dry carefully between each toe to stop infection.

Good shoes are .important for good foot care. The office worker walks a lot
on the job. Shoes that are not comfortable for walking or do not fit
properly may cause corns and blisters. Stockings or socks should be
changed each day.
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4. Hair Care. Your hair should be clean and shiny at all times. Hair
needs to be shampooed at least twice a week. The type of shampoo you use
depends on whether your hair is oily, dry, or normal. £&me workers use a
creme rinse after shampooing to help control the hair.

Hair should be brushed and combed each day. At work, hair ehould only be
combed in the restroom and never in the office. Brushes and cambs should
be washed often in water, detergent, and ammonia. You should always carry
::;ush or comb. It is not a good idea to borrow another person's brush or

5. Mouth Care. Because as an office worker you will
meet many people, it is important to have a nice amile.
To have a nice amile, you must have clean, healthy
teeth and gms. Your teeth must be brushed dai s with
a soft toothbrush and toothpaste. Dental flos should
also be used. You may also want to use a moutiwash
after brushing.

You should visit a dentist twice a year to have your
teeth cleaned and checked for cavities. Poor care of
teeth can cause bad breath, loss of teeth, and a poor
looking smile.

6. [Exercigpe. For your body to stay in good shape and
to stay healthy, it needs exercise. Exercise keeps the
muscles and heart strong, helps control weight, and
helps posture. ‘There are many ways of getting
exercise ‘These include jogging, dancing, and playing
spo:ts. 2xercise should b2 done several times each
week.
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7. Diet. Your diet is very important. In order to have healthy skin,
teeth, and hair, you must eat the right foods.

Eating the right foods according to a daily schedule also affects how you
look and feel. Meals that include fruits and vegetables are healthier and
will give you more enerqy than junk foods such as potato chips and sodas.
Also, taking several vitamin 8 a day is no substitute for eating the
proper foods. . Three meals a day, without mnacks, will help keep your
weight down, so that you can stay in shape. Althouch coffee breaks are
welcome cn a rouch day, can better use your time to "freshen up,"
(washing your hands, ng your hair, or straightening your tie) rather

' than to grab a quick candy bar. Remember too, candy and sweets are bad for
your teeth. o

8. Adequate Sleep. Ancther pointer for feeling good and looking good is
getting enough sleep at night. You should sleep at least seven to eight
hours each night. - .

Good personal hygiene habits will make you feel good and look good. It is.
important to-faollow these eight hygiene habits each day and night. Before
going to bed each nicht, you should ask yourself, "Did I do my best at
keeﬁnq up good hygiene habits today? And how can I improve tamorrow?"
This will help to make you pleasant to be near and as healthy as possible.

.-




PERSONAL HYGIENE
LEARNING ACTIVITIES
l. What's wrong with these workers?

2. Name the eight parts of personal hygiene. For each part, list one good
hygiene habit.

/CHECK YOUR KNOWLEDGE

l. Why is personal hygiene important? Give three reasons.
2. Answer true or false for each of the fallowing:

a. Vitamin pills are a good substitute for fruits and vegetables.
" b. Eating poorly can cause pimples.

¢. Dancing is a form of exercise.

d. 'Bair needs to: be d:unpooed at least twice a day.

e. Socks should be changed once a week.

f. Clean skin helpa to H:op bl ackheads.




PERSONAL HYGIENE
ANSWERS TO LEARNING ACTIVITIES

1. a. Dirty hair, dirty hands, shoes in poor shape.
b. Bad complexion, overweight, shoes in poor shape.
2. gkin Carge (any one)

-use scap and water everyday
-shover or bathe each day-

-use deodorant

-can uge cologne or after-shave
~change underwear daily

Hand Care (any cne)

—Clean fingermils daily with file
-trim and file nails each week
~avoid bright colors of polish
~avoid chipped polish

-might use hand cream

m_mg(wme)'

-clean toenails

~dry between toes after bathing
-wear proper fitting shoes
—-change stockings or socks daily

Hair Care (w’me)
-shampoo twice a week
~might. use creme rinse

~brush and comb hair daily
-clean btushes and cambs often

Mouth Care (any me)
-brush teeth daily
~should use dental floss

-may use mouthwash
~see ént:lst twice a year

meiss (any cne)

-may choose walking, jogging, dancing or playmg sports
-must exercise several times a week

57

85




Dist (any cne)

~-eat the right foods
-avoid snacks

Adequate Sleep
-ghould sleep seven to eight hours each night

ANSWERS TO /CHECK YOUR KNOWLEDGE

1. ~Important for good health. ‘
-Makes a person more pleasant to work with.
-Without good hygiene, a person may miss a raise or lose the job.
falge ‘
. true
true
false
false
- true

e a0 TP
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1.

2.

3.

4.

5,

6-10.

GROOMING
UNIT TEST

Give one way to decide what type of clothes to wear to the office.

- How can you £ind out the proper way to clean an article of

clothing?

Why is good posture importﬁnt? Give one reason.

Give two reasons why g;t')?d. pezgonal lygiene is important.
List four parts of personal hygiene.

Ginger is an office worker. Below is a description of how she
prepares for work and what she wears. Find at least four things
which are wrong with her appearance and hygiene habits.

After getting four hours of sleep, Ginger got uwp
to o to work. First, she took a fast shower,
without' using soap. - She then put on bright pink
nail polish. She noticed that some of her
makeup fram the day before had worn off in her
sleep, 80 she freshened up by adding mascara
and bhlusher. She.put on a pair of j
tee chirt. For breakfast, Ginger had

- bar-and a soda. She didn't have time to brush
her teeth, so she qargled with water. She then
ran off to work.
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GROOMING

ANSWERS TO UNIT TEST

1. Can be either of the fallowing:

-Uge common sense
-find out what the business allows

2. Check the label attached to the article of clothing.
3. Can be either of the following:

~poor posture can cause breathing and back problems
—-good posture is important for a good appearance

4. Can be any two of the fallawing:

-important to good heal.h
~makes a person more pleasant to be near
~poor hygiene can result in missed raises or even loss of job

5. Can be any four of the fallawing:

-gkin care
-hand care
-foot care
-mouth care
-exercise

~diet

—-adequate sleep
-hair care

6-10. Can be any four of the follaving:

-didn't get enough sleep

-should have used soap in the shower

~ghouldn't use bright nail polish

-didn't wash her face

-~put new mekeup on top of ald

—ghouldn't wear jeans and tee shirt to an office job
-didn't eat a healthy breakfast

-shouldn't eat candy and soda, especially not for breakfast
~didn't brush or floss her teeth
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COMMUNICATIONS

Goal 3.0: Students will be able to use appropriate skills in business
cormnications.

The fallowing materials can be used to help students achieve
3.0 in the Busineas Education Curriculum. Other sources
or commnications materials include:

Basic gkills for the Trades, Alaska Department of
Education, University of Alaska, and the Job Training
Partnership Education Oonsortium, 1985. Available from the
Vocational Materials Library, Office of Adult and
Vocational BEducation, Box F, Jwmeau, AK 99811, (907)
465-2980. Modules C-1 to C-5 deal specifically with
Coominications.

petency-Based Buginess Education, Wisconsin Vocational

es CGenter, University of Wisconsin, Madison, WI. This
series contains modules on effective business
caminication.

Ganeral Clerical Duties and Related Information
Oocupational Curriculum Lab, East Texas State University,
OConmerce, TX 75428, (214) 886-5623, 1981. Both teacher and
student manuals are available.

00K O L Ye B8 anda Resol es
for Leadership Develogment, Jane Taylor Wilson, 800 Roberto
Avenue, Santa Barbara, QA 931939, 1984. This handbook
includes group activities which can be used in the
classroan to teach comunications and leadership skills.

It also contains an excellent resource section.

leadership Development, George Shinn,, Gregg McGraw-Hill,
1981. This book contains information on public speaking,
presentation skills, grammar, correspondence, and the art
of conversation.

Ieadership Development Seriesir Office Education '
Association, 5454 Cleveland Avenue, Colunbus, CH 43229,
(614) 895-7277. The series includes: Leadership
Techniques; Parliamentary Procedure Rnowledge; Speaking
Techniques; Written Coonmunications; Integrating: The
Advisor's Role; Effective Leadership Through Goal Setting;
Mamners for All Occasions; and Focus on Membership. ‘The
booklets are structured to give the instructor and students
basic information as well as the opportunity to practice
skills through classroom activities.
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IalLoble £ oo e Vacatl o e g I.:lbrary, “Office of
Adult and Vocatimal Education, Box F, Juneau, AK 99811,
(907) 465-2980.

Deparunent of Eucation, 1985. Available fram the
Vocational Materials Library, Office of Adult and
zso?;%gonl Bducation, Box F, Jueau, AK 99811, (907)

There are two options for teaching Cammunications. One is to stress
Conmunications as a separate unit. The other is to integrate
Communications into other daily activities.
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USING THE TELEPHONE
UNIT OBJECTIVE

After oompletim of this wnit, the student will be able to identify and use
good telerhone techniques. .

SPECIFlC OBJECTIVES |

After oanpletim of this wit ci instructim, the student w:l.ll be able to:

1.
2.
3.
4.
5.
6.
7.
8.

9.

10.

11.

12.

13.
14.

Explain how to operate a business telephone.

Deécribe a pleasain: telephane voice.

Bxplain proper techniques for handling incoming calls.
Explain how to transfer a call. |

Handlé'a call for an mavailable co~worker.

Take a telephone message |

End a telephone aall.

'Explain where to locate a telephone number.

Explain how a telephane book is organized.

Explain how to call ditect. assistance.

Flan, place, and end a telethane call.

Describe types of long distance calls and how to make them.
Explain hov to reach long distance directory assistance.
Oohsidet time diffeérences across the comntry.

l’aterials in this it are taken ftan
Office and Clerical Skills Learning -
Activity Packets, Dennis R. Herschbach,
University of Maryland, Department of
Industrial, Technological, and Occupational
Education funded through the Maryland State
Department of Education, Division of
Vocational-Technical Education, 1978;
reproduced with permission.
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USING THE TELEPHONE

Can you imagine working in an office that does not have a telephone?
Certainly not! Today's businesses and companies rely on the fast
comtnication provided by the telephone. With the help of the telephone,
plans are made, meetings arranged, orders placed and details clarified. In
fact, the telerhone is the lifeline of most businesses.

One of your duties in an office may be to receive telephone calls. When
you use the telephone, you represent your employer. ‘The impression you
give, either good or bad, reflects on your employer. It is important,
then, that you know the proper techniques for using the instrument itself
and for receiving business calls.

THE OFFICE TELEPHONE

A business telephone usually has a dial or push-buttons. Below this is a
rov of six buttons. Figure 1 shows you how these six buttons are arranged.
The first button on the left is red and is called the "hold" button. Above
each of the cther five buttons is a telephone number. Each nmumbered button
represents a telephone line. An office usually has several different
lines, so that several calls may be handled at the same time. For example,
one employee may be talking on one line while another employee is talking
on & second line. - '

On some businers telerhones, the button on the far right can only be used
for calling other offices or people in your department or compary. This is
called the "intercom® button. Your telephone may or may not have one.




Answering the Telephone

When a call cames in, the telephone will ring and one of the buttons will
flash. The flashing button shows which line to answer. To answer the
phone, first push the flashing button and then pick up the receiver. The
button will stop flashing, but it will remain lighted. The conversation
can then begin.

Alwaye push the button before picking up the receiver. If other calls are
going on, this avoids the possibility of interrupting or cutting off e of
them.

Zutting a Call on Hold
You may be talking to someone and need to interrupt the call. For example,

there may be another incoming call or you may need to leave. You should
then put the call on hald.

To put a call on hald, push the hold button for about two seconds. The
button for the line that the call is on will begin flashing. Now that call
is on hold. If a call has come in on another line, you can push the button
for line 2 once line 1 has been put on hold.

When a call is on hald, it is still connected. However, you and the caller
cannot hear or talk with each other. While the call is on hold, you can
use the other lines on the telephone. To take the call off hold, push down
the button for that number. You can then resume the conversation.

Using the Intercom Button
If your telerhane has an intercom button, it can be used to d&ial other
telephones in your office or company. Each telephone has its own intercom

nunber. To call someone on the intercom line, push the intercom button and
dial the intercom number.




1.

2.

1.
2.
3.

4.

THE OFFICE TELEPHONE
LEARNING ACTIVITIES

What would you do in each of the fallowing situations:
a. The telephone rings and a button begins to flash?

b. You are talking with someone on line 1 and the button for line 2
begins to flash?

c. You need to call another affice worker in your company?

d. You are talking with sumeone on line 1 and you need to leave
the desk for a fes moments?

Below is a picture of a business telephone. Identify the lettered
parts. .

/CHECK YOUR KNOWLEDGE

Why does a business phone have more than one telephone line?
What is the purpose of the intercom button?

Why should the flashing button be pushed before the receiver is picked
up?

What is the hald button for?
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THE OFEICE TELEPHONE
ALTERNATE ACTIVITIES

l. Word Puzzle. There are nine terms hiddden in the word puzzle below.
Each term has srmething to d with using a business telethone. Find
the hidden terms.

> W O B P O~ » GO wm
o m ¥ n 2 » m 2 W
W WM E 2 H OO m X
W T =\ 3 2 @m0 U
0O X O #H w U v o H
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THE OFFICE TELEPHONE

ANSWERS TO LEARNING ACTIVITIES

1. a. First, push the flashing button and then pick up the receiver.
Then begin the conversation.

b. Put the call on line 1 on hold by pushing the hald button for about
two seconds. Next, push the button for line 2 and begin
_conversation.

¢c. Push the intercom button and dial the intercom mu.:Ser of the person
you want to speak with.

d. Put the call on hald by pushing the hold button for about
seconds. _

2. a. hald button
: b. telephane line

c. telephone line
d. intercom button

ANSWERS TO /CHECK YOUR KNOWLEDGE

l. So thit several calls can be handled at once.
2. It is used to dial other telephnes within the cffice or company.
3. To avoid the possibility of interrupting or cutting off other calls.

4. This is used to put a call on hold. It may be necessary to do this to
either answer another call or to leave your desk.

ANSWERS TO ALTERNATE ACTIVITIES
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TELEPHONE TECHNIQUES

Jour Telephone Voice

You represent your employer to the people who call your office. To make a
good impression, your telephone voice should be pleasing. There are four
ways to keep your voice pleasant sounding.

First, speak directly into the mouthpiece and use a normal voice. A loud
voice sounds rude and may amoy the caller. A weak voice that can hardly
be heard at the other end is just as bad. It suggests inexperience and a
lack of concern. Try to work toward that middle ground, a normal voice
that's not too loud or too soft. .A pleasant, nommal voice tells the caller
that you are confident and thoushtful.

Second, a caller will more likely understand you if you speak at a normal
rate of speed. Speaking too rapidly may confuse the caller, and you will
probably have to repeat the information. Speaking too slowly makes you
sond disinterested.

Third, give meaning to your voice by emphasizing your words. Don't speak
in a déll monotone. A caller wants to speak with an interested person, not
a m . T

2nd finally, speak clearly and pronounce every syllable carefully. Be
careful not to run your words together, or the caller may not inderstand
you. Also, make sure your mouth is empty during phone conversations—no
food, gum, pencils, or cigarettes. Food or ocbjects in your mouth can
distort speech.




Answering the Telephone

When a call comes into your office, answer on the first or second ring.
Busy callers become amnoyed if they have to wait too long. They may even
become angry and hang up.

Never answer a business call with a plain "hello." You should give the
company name, the department or office, and your own name. For example,
"Lansing Rental Agency, Billing Department, Mr. Brown speaking." Your
supervisor will tell you exactly what to say.

Placing a Call on Hold

Before putting a call on hold, tell the caller what you are going to do and
ask to be excused. For example, you might say, "I'll put your call on hold
and check that information. Would you excuse me for a moment?" Wait wntil
the caller says "okay" before pushing the hold button. Otherwise, the
caller may think the call has been dieconnected.

It may be necessary to leave a cail an hald for more than a few moments.

If so, let the caller know what you are doing. For example, you might say,
"I'm still looking for that information." You can then put the call back
on hold.

By telling the callers what you are doing, they will know that they haven't
been forgotten or disconmnected.

Iransferring Calls

A large company or business may have a central operator at a switchboard.
Occassionally, you may need to signal the operator to transfer a call to a
different department or office.

To do this, first tell the csller why and where you are transferring the
call. Then, signal the operator by pushing down the receiver plunger two
or three times. Listen for an answer. When the operator answers, remember
that the caller can hear every word you say. For example, say, "Please
transfer this call to the credit department,® not, “This quy wants credit."”
The operator will take over fram there.
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1.

2.

1.
2.
3.

TELEPHONE TECHNIQUES
LEARNING ACTIVITIES

You are working in the shipping department of a large compary, Atlas
Paint Products. Part of your job is to answer the telephone. What
might you say to a caller in the following situations:

a. The telephone rings and you answer. What would you say?

b. Mr. Foster is calling and wants to know where the paint order is
for his store. You have just bequn to explain when the button for
the next line begins flashing. What would you say?

C. Mrs. Lincoln is calling and wants to know how soon her oi:der will
be shipped. You must leave the phane to check her file for the
answer. What would you say?

d. Mr. Fisher is on the telephone. You quickly realize that he needs
to speak with someone in the credit department. You signal the
operator. When the operator answers, what would you say.

Each office worker in the following situations makes a bad impression
on the caller. What has each ane done wrong?

a. Sarah Scott is talking with a co-worker about her big date last
night. The phone on her desk begins to ring, but she wants to
finish her story first. The phane rings six times before she picks

t up. . '

b. Josh Jones is in the middle of writing a business letter. The
phone on his desk begins to ring. Josh holds the pencil in his
mouth as he says, "Penquin Refrigerator Company, Order Department,
Josh Jones speaking.®

C. Mary Marsh's phone rings. She picks up the receiver and says, "Hi,
I'm busy."” She then puts the call on hold for ten minutes.

/CHECK YOUR KNOWLEDGE

List four qualities of a pleasant telephone voice.
Explain how to transfer a call.

Why is it necessary to explain to the caller that you are placing the
call on hold?



TELEPHONE TECHNIQUES
ALTERNATE ACTIVITIES

1. The following words are sometimes mispronounced. Bow do you say them?

2.

3.

4.

Check with your teacher if you are not sure of your pranunciation.

Sounds Qmitted Sounds Added
distinctly athlete
accugacy aften
library
popglar Sounds Changed
probably gt describe
recognize just because
surprise catch
usually

The following expressions are examples of sloppy speech. Are you
quilty of using any of them?

scuse me doncha didja gimme
dumnno lemme wama howdja
sorta kinda

Record your voice on a tape recorder and listen to it. If you have
never heard yourself speak before, you may be surprised. Few people
recognize their own voices the first time they hear them on a tape
recorder. This is a good way to discover your speech faults and to
start correcting them.

The average speaking rate for most people is 126 words per minute.
Test yourself and see how close you come to this rate. Take a prepared
speech, count the number of words in it, and read it out loud for five
minutes. Take the total number of words spoken and divide by five for
your average. If you are too far off in either directiwn, it may
indicate that it is hard to understand you over the telephone. Of
course, you are not expected to speak exactly 126 words per minute.
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1.

2.

1.

2.

3.

TELEPHONE TECHNIQUES

ANSWERS TO LEARNING ACTIVITIES

The following are suggested answers:
a. "Atlas Paint Products, shipping department, (student's name)."
b. “Excuse me, please. I'm going to put your call on haold."

c. "I'll put your call on hald and check that information. Would
you pleasge excuse me?"

d. "Please transfer this call to the éredit‘de-partnem:."

& The worker let the thane ring too many times.

b. The worker answered the thone with a pencil in his mouth.

¢. The worker answered the rhone with the wrong greeting and then
put the caller an hold for too long and without telling the
caller what was going on.

ANSWERS TO /CHECK YOUR KNOWLEDGE

Can be any four of the fallowing:

-Speak directly into the mouthpiece.

-Use a normal voice.

~-Speak at a normal rate of speed.

~Give meaning to your voice by emphasizing words.
~Speak cleacly.

- ~Pronomce each gyllable carefully.

First, tell the caller why and where you are transferring the call.
Then, signal the operator by pushing up and down on the receiver
plunger. When the operator answers, explain where the call should be
transferred.

The caller might think the call has been disconnected or forgotten if
not teld.



TELEPHONE MESSAGES

Whm otice not be available for telephone
alls. If is the case, you need to know vhat to my and what to &.
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Inking a Message

If someone is unabhle to take a call, you will have to take a message.
Always keep message forms and a pencil or pen handy for this purpose. Most
businesses have special forms for taking telerhone messages. There are
many different forms, but they all require the same basic information.

Here is a sample form: '

Oete ——Hour

"““WHILE YOU WERE OUT

o

hone “Kveo Coae —— Phene Number
Telephoned Returned Call Left Put:_ u
Pleme Call Wa In Pioase See Me
Will Call Agen Will Return Importent
Mepone

Signed

The basic parts of a telephone message are:

1. The name of the person being called.

2. Date ard time of the mll.

3. The name of the caller.

4. The nmme of the aaller's business or organization.

5. The caller's telerhone mwber and extension number, if any. (Be sure
to include the area code if the call is long distance.)

6. What should be done zbout the call? Should it be returned? Will the
caller call back?

7. ‘The message itself. This would include any information the caller
wants to give, or any questions.

8. The name of the person who took the message, just in case something
about the message needs to be clarified.

If you must leave your desk for more than a few moments, ask someone to
angwer your telerhane for you. Tell that person where you are going and
when you will return. When you return, attend to any messages promptly.

Ending the Call

End a call by pleasantly saying "good-bye." Let the caller hang up first,
then replace the receiver gently and carefully.
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TELEPHONE MESSAGES
LEARNING ACTIVITIES

1. The fallowing telephone calls were received c¢n September 10, 1986 while
the persons called were not in the office. Prepare a telephane message
for ane of the calls on a telephone message form.

"~ a. Clara Mndrews called Tom Raylock at 9:45 a.m. She has received
Order #2346, but not Order #2325, which was placed earlier. Clara
Andres's telephane number is 203-435-2106.

b. Michael Cassidy called Lymn Levine at 10:05 a.m. to cancel his
appointment with her. He would like Ms. Levine to call him to
reschggchle the appointment. Mr. Cassidy's teleprhone number is
227-9064.

Date Hour Date Hour

“"WHILE YOU WERE OUT

ot

Phone

""WHILE YOU WERE OUT

of

Phone

Arse Code Phone Number Area Code Phone Number
Telephoned Returned Call Left Package Telephoned Returned Call Left Package
Pleate Call Was in- Please See Mo Please Call Was In Please See Me
Will Cail Agsin Will Return Important Will Caii Again Will Return Important
Messoge Mestage
Signec Signed

RS




2. What is missing fram this telephone message?

Date MHW'
o SamJohnson
WHILE YOU WERE OUT

S

oo __ 45T~ 383-13F x3]

Ares Code Fnone Numnber
Telephoned Returned Call Left Package
Piease Call Was In Please See Me
Will Call Agein Will Return dmportant
Messone .

on_prices of

signed ___SK

3. Ms. Green is the president of a small business. She had to leave work
'~ early one day. After she left, she received a phone mll. Below is a
list of possible explanations her secretary could give the caller.
Which ones are appropriate?

a. Ms. Green has left to go swimming.

b. Ms. Green is not in this afternoon.

c. Ms. Green has stepped out.

d. Ms. Green has gone grocery shopping.

€. Ms. Green is out looking for a new job.
f. Ms. Green is not available now.
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TELEPHONE MESSAGES
JCHECK YOUR KNOWLEDGE

1. How should you e-. a teleghone call?
2. When is it necessary to take a telephone message?

3. Why should the name of the person who took the message be included
in the message?

ALTERNATE ACTIVITIES

1. The fallowing telephane calls were received on November 14, 1986, while
the persons mlled were out of the office. Prepare a telephone message
for each call. Get a copy of the telerhone message form fram your
teacher.

a. Paul Grasso called Lymn Levine at 10:15 a.m. regarding Orér #8406 .
Mr. Grasso's telemme number is 415-601-2495.

. Mr. Winston called Ms. Winston (his wife) at 11:00 a.m.

c. Ellen Wright called Mr. Raylock at 2:30 p.m. Ms. Wright will meet
Mr. Raylock at the Harbour House for dinner at 6:30 p.m.

Date Hour

"“"WHILE YOU WERE OUT

Pt:one

Aroe Code PRON® Number
Telephoned Returned Call Left Package
Please Call Was 10 Pleass See Me
Will Calt Again Will Return tmportant
Massage
Signed
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TELEPHONE MESSAGES

ANSWERS TO LEARNING ACTIVITIES

Date _-ilp_t_LQ.«_L?_Zb Hour Q"%m- Date o/ qg@ —Hour M

To_ TGVY\_ 1 mK To . 00
WHILZ YOU WERE OUT WHILE YOU WERE OUT

w___ Clara, Andruos w_Mmichal (assidy
Ot l (o]
PhonQ W—Oé@ = 45?’\0::%!"\% m\oﬂ' Arss coﬂTinj - Q’QE?.?MMD"

slephon etur sft Pac elephone /‘ o tur! o

T i T e (T LT T W T
Will Call Again Will Return important Will Call Agsin Will Return importent
Message : ) Message

. * N
____notopder %2326, Eﬁ %%MML.__

sioed ___ K Signed _‘5&_—_
1a. 1b.

2. -last name of caller
-part of date
_me .
-name of caller's company
-one digit of the phone number
-none of the boxes are checked
-message is incomplete

_b_ Ms. Green is not in this afternoon.
-C_Ms. Green has stepped out.
—£_ Ms. Green is not available now.
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TELEPHONE MESSAGES

ANSWFRJS TO /CHECK YOUR KNOWLEDGE

1. ?116 by pleasantly saying, "Good-bye," and letting the caller hang up
rst.

2. When the persoii being called is not availahle.
3. In case sumething about the message must be clarified.

ANSWERS TO ALTERNATE ACTIVITIES

la. 1b,

Date M_rm 10:45m Oute _N.Mﬂ,:l%b_uw M
" —wulL%A“M’“WE OU WERE " WHILE Vo0 WERE OUT—
of ot .
Phone # :mg o’ Phone Ares Code Phons Number
Telephoned |+ Returned Coit] | Lett "*L— Telephoned Returned Call Left Package
Plesse Cail Was In Plesse See Me Plesss Call Was In Plesse See Ms
Will Celt Again Wiill Return important Will Call Agein Will Return Important
Mestage Oevsage =
_.ALMA.__&‘{H&__ e '
Signed "Sz l j Signed A___
dc.

o Nt 14, B e 3000

'°‘M'r—£\'r‘6ﬁ°'&‘wm|.'e WERE OUT

ot

e e Nmeet

Telephoned JV7] @ sturned Call Lot Pachoge |
Pleses Coll Wain Ploase See Me
Witl Cal Again| Will Return 1mpartant
bsa Pm N 4
o I ew—& | R9




TELEPHONE DIRECTORY
LET YOUR FINGERS DO THE WALKING

In many commnities there are hundreds or thousands of telephones. Each
family or business with a telephone has a different number. The telephone
company prints a telephone directory of all the telephone numbers in the
commnity. The directcry is divided into two parts, the White Pages and
the Yellow Pages.

The White Pages

The White Pages usuaily are divided into sections. The first section gives
information that a caller might need when wueing the telephone. This would
include emergency numbers in the community, like the police and fire
departments, a quide for making local and long distance calls, and a
listing of the area ocodes in the United States and Canada. Consumer
information about the telephone company and instructicns for contacting it
are also found in this first section of the White Pages.

SAMPLE OF WHITE PAGES

NORTHERN - NULL

Northern Edward G 8920 3ently Rd Forstvl~===--891-5611
Northern Virginia Optical Co 513 Rush Ave Arl-231-8900
Northgate Shopping Ctr 89100 Elkton Pl Bowie-=591-7721

Northrop F G 10500 Brandell Ave Sil Spg-====-- 258-9910
Norton Jason J 575 Ansley Dr Bowie-==c-ceccw-- 291~-8816
Norton William H 89216 Thayer Ave Ch Che=em==w 299-2020
Norwitz Samuel G 20801 Earmon Ave Laurel===--- 883-9191
Norwood Ski Shop 208 Alpine Terr Suitland-==-- 259-2011
Nothey Jennifer 821 Columbia R4 Rockvle~=e=e-e 599-8989
NOTT - see also KNOTT
Nottingham Henry H lwyr

89223 Shorefield Dr Ch Ch o= 298-7576
Res 203 Bradford Rl Ch Che===- - 891-8866

NuLook Hairstylists 9789 Cordell Ave Sil Spr--943-891?
Nugent James Jr. MD

529 Nelson Rd Wheaton 298-7659
Null Lawrence C 962 Shadyside Potomac~===cecw-- 258-2020

Q.



The other section of the White Pages is a list of all the telephane numbers
in the local community. The names of businesses and persons with
telephones are listed alphabetically by last rame. Next to the name of the
person or business, the address and telerhone numbers are given. When the
spelling of a name is wnusual, it is cross referenced. For example:

Gray - See also Grey
Hanes - See also Haines, Haynes

Guide words at the top of each page will help you locate a particular
name.

The telerhone numbers for govermment agencies are also listed in the White
Pages. (Sometimes goverrment listings are in a separate section.)
Govermment agencies are listed under three categories: federal, state, and
municipal. Federal agencies are listed alphabetically under "United States
Govermment." For example:

United States Govermment

Agriculture Department of
Labor Department of
Postal Service US

State agencies are listed alphabetically under a heading for that
particular state. For example:

- Alaska State

Camunity and Regional Affairs Department
Fish and Game Department

Borough and municipal agencies are listed alphabetically under a heading
for that particular borough or community. For example:

Municipality of Anchorage

Mayor's Office
Transit Department

When you need to find a particular prodict or service, the Yellow Pages are
useful. The Yellow Pages have information about almost every bhusiness in
the coomurity. Each type of business or service has a separate heading.
Under each heading is a list of the businesses that have that product or
service. 'The names of the businesses are then listed in alphabetical
order. The address and telephione mumber are given for each business
listed. Below is an example of a listing in the Yellow Pages:

Grocers |

Alaska Grocery Shippers P.O. Box 3-246 276-1656
Carr's Qual ity Centers 1341 Fairbanks 277-6639
Patrick's Alaska Grocery 900 E. 6th Ave. 272-3733
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Many businesses also have ads in the Yellow Pages. Theue cds usually give
extra information such as the business's hours, special services, and the
products or brands that the business handles.

An index at the back of the Yellow Pages tells you what heading to look
under for information. For example, if you are looking for "car rental,"”
the index will direct you to lcok under “Autamobile Renting and Leasing."

Directory Assistance

When a local telephone number is not in the telephone di rectory, call
directory assistance. The mumber for directory assistance can be found in
the Call Guide of the White Pages. If you give t directory assistance
operator the name and address of the persuii or business you are looking for
the operator will give you the telephone rusber. As the operator gives you
the telephone number, write it down. You might also record it in your aWn
list of telephone mmbers for future use.
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TELEPHONE DIRECTORY
LEARNING ACTIVITIES

1. Tell whether you would use the White Pages, the Yellow Pages, or
directory assistance for each of the following:

a. to find the hame telephone number of a friend who lives in your
community

. to find the telephone mumber of a state govermment agency

c. to find the name and telephone number of someone who repairs
motorcycles

d. to find a telephone number that is not listed in the telephone
directory

e. to find the name and telephane number of a car agency that sells
Apex autamobiles

f. to find out how to contact the telephone company
g. to find out the number for the police department

2. Below is a sample page fram the Yellow Pages index. Refer to it and
find the heading you would look under to do @ach of the follawing:

a. to call a doctor

b. to buy a used ca: :

Ce get a man's hair styled
se

o

d. have cdlcthing dry cleane
e. nd flowers

g§88

Sample Page From Yellow Pages Index
Architects .

Automopiie aliers-New Cars
Automobile Dealers-Used Cars
Barbers

7ars - See Automobile Dealers
Cleaners

Florists

Doctors - See Physicians
Gas Stations - See Service Stations

Physicians
Service stations

3. Explain how to use the Yellow Pages to:

a. find the name and number of a certain type of business, such
e a8 g furniture-store s e

b. fird the number of a particular business, such as Jones

Paint Store
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TELEPHONE DIRECTORY
/CHECK YOUR KNOWLEDGE

Circle the best answer.

1.

2.

3.
4.

The White Pages are organized:

Q.
b.
Ce.
d.

alphabetically by last name
alphabetically by first name
numerically by telephone number
by street address

In order to use directory assistance, you should know:

a.
b.
C.
d.
e.

the full name

the address

the telephone number
both a and b above
all of the above

What is the purpose of the quide words in the White Poger?
What are the Yellow Pages most useful for?

ALTERNATE ACTIVITIES

Using the telephone directory, look up and list:

ae

b.

C.

d. -

£f.

emergency call numbers for the fire department, police department, and
the Federal Bureau of Imwestigation

the telephone number for a bank in your community
the telerhone number for a public high school in your coamunity

the telephone number for the post office in your odrmmity

the telephone numuer to report a telephare that is out «f order
the telephone mumber for a doctor in your community
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1.

2.

3.

1.
2.
3.
4.

b.

TELEPHONE DIRECTORY

ANSWERS TO LEARNING ACTIVITIES

White Pages
White Pages
Yellow Pages
directory assistance
Yellow Pages
White Pages
White Pages

Fuysicians

Autamobile Dealers-Used Cars
Barbers

CQeaners

Florists

Use the index to find the appropriate heading for the type of

business. Then look up that heading in the Yellow Pages (e.g.,
Furniture).

Look under the appropriate heading in the Yellow Pages (e.g.,
Paint). Then look for the name of the particular business wnder
that heading (e.g., Jones Paint Store).

ANSWERS TO /CHECK YOUR KNOWLEDGE

-a_

g

They help to locate a particular name.
To hel

p find a particular product or service.
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TELEPHONE CALLS

2lanning the Call

When making a business call, you should sound like you know what you are
talking about. To do this, it helps to plan each call before you place it.
Before placing the call, make a list of reminders. Your list might include
the name of the person you are calling, the reason for making the call,
hnpogtant points, such as dates or directions, and any questions to be
asked.

You may have to place a call for your boss or for a co-worker. Before
placing the call, be sure that the person you're making the call for is
free to talk.

To place a call, push down an wnlit button for a line, then lift the
receiver. Listen for a dial tone, then carefully dial the number. In a
large business or company, you may have to dial a code number first,
usually a "9," to call outside the compary. Dial the code number, listen
for the outside dial tone, then dial the telephone number.

If your telephone has a rotary dial, dial each number by turning the dial

—--——to-the-finger stop and letting it.return by itself. Iorcing the dial back

with your finger could cause you to reach a wrong number. If your
telephone has Touch-Tone huttons, push each button fimly in the proper
_order, and release it immediately.

88



Listen for the ring. Give the person time to answer. Wait cne minute,
about ten rings, before you hang up. If you hear a repeated
beep-beep-beep, then the line is busy. Hang up and call back later.

¥hat To Say When Someone Anawers

Identify yourself immediately to the person who answers. Don't expect
others to recognize you by your voice. Give the reason for your call and
any other necessary information. For example, you might say, "This is Mr.
Reynolds calling from Applied Electronics. I'd like to speak with Ms.
-Thampeon about the order she glaced yesterday."

Ending the Call

When the call is ended, the caller should hang up first. Since you placed
the call, you should hang up before the other person. Be sure to replace
the receiver gently and carefully.

If you accidently reach a wrong number, apologize to the person who
answers. Then check the number and dial again.



1.

TELEPHONE CALLS
LEARNING ACTIVITIES

Clara, an office worker, was asked to place a call for her boss. Her
boss wanted information about a bill. Clara dialed the billing
department. When the person at the billing department answered, Clara
got confused and tongue-tied. She forgot the name of the person she
was calling and what information she was supposed to get. What could
Clara have done to do a better job?

Circle the best answer:

2.

3.

1.

2.

3.
4.

To place a call, push down

a. an unlit button for a line

b. the hold button

c. a lit button for a line

d. a flashing button

If your telephane has a rotary dial

a. turn the dial to the finger stop and then return it yourself
b. turn the dial to the finger stop and let it return by itself

C. either of the above
YCHECK YOUR KNOWLEDGE

What should you say when you place a call and someone answers the
rhone?

When the call is ended, who hangs up first— the person who placed the
call or the person who received the call?

What should you do if you reach a wrong number?

List three things which should be included on your telephone call
planning list.
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TELEPHONE CALLS
ANSWERS TO LEARNING ACTIVITIES

1. She should have planned the call before she placed it and made a list
of reminders.
2. _a

« b

w

ANSWERS TO /CHECK YOUR KNOWLEDGE

l. Identify yourself, give the reason for calling and any other
information.

2. The person who placed the call.

3. Apologize to the person who answers, recheck the number and dial
again.

4. Can be any three of the fallowing:

-name of the person being called

-reason for making the call

~important points such as dates or directions
-any questions to be asked

v ;'.9.'1 oq 9
ERIC
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LONG DISTANCE

Occasionally you may need to place a call beyond your local area. An
out-of-town call is called a long distance call. There is more to consider
when you make a long distance call than when you make a local call. There
are different types of long distance calls. And, long distance calls must
be made according to special instructions.

The two most frequently used types of long distance calls are
station-to-station calls and person-to-person calls.

When you want to reach a particular person or phone extension, place a
person-to-person call. With a person-to-person call, you only talk with
the specific person you are calling. Charges do not begin until that
person is on the line. This type of call requires assi:tance fram a
telephone operator. Person—to-person calls cost more per minute.

Suprose you place a person-to-person call to Ms. Green at Carl's Record
Camparny. - If Ms. Green's secretary answers the telephone, the telephone
operator would talk with the secretary. You would not be connected wntil
Ms. Greon herself was on the line. If Ms. Green is not available, there is
no charge for the call.

With station-to-station calls, charges start as soon as someone answers the
telethane. If you are willing to talk with whoever answers, or if you are
fairly sure that the person you are calling will be there, make a
station-to-station call. - Suppose again, that you place a
station-to-station call to Carl's Record Campany. You would be charged for
the call as soon as the phone at Carl's is answered. So, if the secretary
answers the phane and says Ms. Green is out to lunch, you still would be
charged for the call.

Another type of long distance call is the conference call. A conference
call allows several people in different places to talk with each other at
the same time. For exmple, Ms. Jones in Alaska, Mr. Smith in Maryland, and
Ms. Johnson in Utah ocould all speak with each other by phone during a
conference call. o

Scme businesses have a special arrangement for station-to-station long
distance telephone calls. This is called Wide Area Telephane Service or
WATS. You can call a comparny that has this service free of charge. The
number "800" is the standard area code for all WATS lines. Many hotel and
motel chains use WAIS service to make it easier for customers to reserve
roams.
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Ihe Area Code

To place a long distance call, you need to know the area code of the place
you are calling. The United States and Canada are divided into more than
120 telephone areas. Each area has a three-number code. The Call Guide
contains a map showing the different area codes and a list of area codes
for some cities. If you cammot tell the area code fram the map, check the
list of area codes for the major cities in the Call Guide in the
directory.

EASTEAN"

4:00}

BEST COPY AVAILABLE
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Direct Distance Dialing

Direct distance dialing is a method of placing long distance telephone
calls yourself. You can dial station-to-station long distance calls to any
telephone number that has seven mmerals, like 277-0107, or two letters and
five mmerals, like MA6-2476. No assistance fram the operator is needed to
use direct distance dialing. -

In some areas, other types of long distance calls, such as
person—-to-person, collect, or credit card can also be placed using direct
distance dialing. After you have dialed the telerhane number, a telephone
operator will interrupt and ask for other necessary infommation. Calling
this w:y. without the assistance of the telerhone operator, is less

The exact procedures for using direct distance dialing vary fram city to
city. Check the Call Guide in the telephone directory for instructions for
your area.

Operator-Asgisted

To have the operator place a lang distance call for you, dial 0"
(Operator). When the operator amswers, explain that you wish to make a
long distance call. State what type of call you are placing, then give the
area code, telephone number, and any other necessary information. For
example, if you are calling person-to-person, you will need to give the
name of the person you are calling.

Iong Distance Directory Assistance

If you do not know the telephone mumber of a person or company in a distant
city, you can get that information fram a telerhone operator in that city.
Check the Call Guide for the area code of the city you want. Then, dial
the area code and 555-1212. Tell the operator the name of the city or
town, then the name of the person or company.

When You Reach a Wronhg Nunber

If a wrong number is reached on a long distance call, apologize to the
person who answers and hang up. Then call *he telephone operator. If you
explain that you reached a wrong number, vi1l not be charged for the
call.

Iime Zones

When you call long distance, you need to be aware of the time differences
across the country. There are six time zones in the United States:
Eastern, QCentral, Mountain, Pacific, Alaska Standard, and Hawaii-Aleutian.
Each zone is one hour earlier than the ane immediately to the east of it.
When it is 4:00 p.m. Eastern time, it is 3:00 p.m. Central time, 2:00 p.m.
Mountain time, 1:00 p.m. Pacific time, noon Alaska Standard time, and 11:00
a.m. Hawaii-Aleutian time. Oonsider the time differences when you plan a
long distance telerhone call. For example, you should not place a call at
4:00 p.m. fram Fajrbanks, Alaska to an office in Washington, D.C. It would
g:ys:oo p.m. in Washington, and the c£fice would probably be closed for the
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WORDS TO KNOW

Area code: a three-number code used in making long distance calls.

Conference call: allows more than two people to talk to each other by
telerhone at the same time.

Call gquide: a section of the White Pages which gives emergency numbers,
dialing information, and area codes.

¢ can be called to £find a thone number not listed in
the directory.

X ¢ a method of placing long distance calls without
the operator.

Operator agsisted call: a long distance call that requires the help of an
operator.

Person-to-pergon: a type of long distance call vwhere charges start only
when a specific person comes to the phone.

Station-to-gtation: a type of long distance call where charges start as
soon as the prhane is anewered.

HATS line: a special arrangement which some companies have where people
can call the compary station-to-station free of charge.
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LONG DISTANCE

LEARNING ACTIVITIES
l. Look at the area code map in the telephone directory. What are the
area codes for the following cities or states:
Qe mimm' Doc.
b. Seattle, WA
Cc. Los Angeles, (A
d hicago, IL
e. Atlanta, GA
f. mm' m

2. Explain the difference between a person-to-person call and a
station-to-station call.

3. Explain each of the fallowing tems:
a. direct distance dialing

b. WATS
c. oonference call

/CHECK YOUR KNOWLEDGE

1. What should you do if you reach a wrong number on a long distance
call?

2. Why is it necessary to be aware of time differences across the country
when placing long distance calls?

3. How do you reach long distance directory assistance?
4. Bow do you call the operator?

ALTERNATE ACTIVITIES

1. Invite a speaker fram the telephone company to speak to your class
about the proper techniques for using a business telephone.

2. Arrange to view the telephone compary film, "How to Lose Your Best
Customer Without Really Trying.*™
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LONG DISTANCE

ANSWERS TO LEARNING ACTIVITIES

l. a. 202
b. 206
c. 213
d. 312
e. 404
£f. 713

2. With a person—-to-person call, the conversation does not begin until a
specific person comes on the line. With a station-to-station call, the
conversation begins as soon as the phone is answered.

3. a. A method of placing long distance calls without the operator.

b. A special arrangement for placing station-to-station calls used by
many companies. You can call a company that has this service free
of charge.

c. This allows several people in different places to talk with each
other by telephone at once.

ANSWERS TO /CHECK YOUR KNOWLEDGE

1. Apologize to the person who answers and hang up. ‘Then call the
operator and explain.

2. Because you might reach a number at a bad time-—either too early or too
late in the day.

3. (Call the area code of the city you want and then 555-1212.
4. Dial "0" (Operator).

ANSWERS TO ALTERNATE ACTIVITIES

1., 2. Both activities (1 and 2) can be arranged by calling the business
offices of your local telephone company.
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1.

2.

3.

4.

5.

USING THE TELEPHONE
UNIT TEST

Why do business piones have more than one line?

Give one reason why you would put a call on hold.

What is the interocom buttorn used for?

List three ways to keep your voice pleasant sounding on the telephane.

Jim Tyles is the secretary for the Accounting Department of Jones
Movers. Which way should Jim answer the phone? Circle the best
answer.

a. Tyles here.

b. Hello.

C. Jones Movers, Accounting Department‘, Mr. Tyles speaking.

d. Jones Movers, Jim here.

e. None of the above.
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6. How should Jim Tyles end a thane conversation? Circle the best
answer.

a. Jim Tyles, Accounting Department, ringing off.
b. Sincerely yours, Jim Tyles.
c. Good-bwye.
d. Jones Movers moving on.
€. Anv of the above.
7. Before putting a call an hald, what should you say to the caller?

8. List at least four things which should be included in a telephone
message.

9. When is it necessary to take a telephane message?

10. How would you f£ind the telephone number of a business which is not
listed in the telephone directory?

11. What is the purpose of the White Pages?

12. What are the Yellow Pages most useful for?
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13. What information should you give richt after someone answers your
business call?

14. What type of long distance call should you make if:

a. You are calling a certain company long disance and don't care who
you speak to?

b. You are calling a certain comparny long distance and you want to
speak with Ms. Jones and no one else?

C. You want to speak with Mr. B in Oklahama and Ms. C in Maine at the
same time?

d. You want to make a call without the help of the operator?

15. What should you d if you dial a wrong number while making a long
distance call?

16. How can you £ind out the area code of the place you're calling?
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USING THE TELEPHCNE
ANSWERS TO UNIT TEST

1. 80 that more than one call can be handled at a time.
3. Suggested aravers:

3. % aall ancther person in the mme office or compary.
4. Qn be my thres of the falloving:

|
i
i

7. Mawer éhould inciude telling the caaller that sa/he is being put on hald

8. Qn be my foux of the falloring:

n.wu peovides a listing of the telethone rambers in the
Qe

12. Fox tinding a particular product or service.




13. Your nsme and the purpose of the call.

14. ;.. station-to~station
person—-to-person
c. oonference call
d. direct dialing

15. Apologize, hang up, and call the operator to report it.

16. By checking the map or list in the Call Guide of the telerhane
di rectory.
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WRITING BUSINESS LETTERS
UNIT OBJECTIVE

After completion of this wnit, the student will be able to compose and
write the different kinds of business letters.

SPECIFIC OBJECTIVES
After completion of this wunit of instruction, the student will be able to:
1. Describe the characteristics of a good business letter.
2. Identify the six parts of a business letter.
3. Tell what should be included in each rart of a business letter.

4. Compose an order letter, an inquiry letter, an acceptance letter,
and a refusal letter.

Materials in this wunit are taken fram
Office and Clerical Skills Learning
Activity Packets, Dennis R. Herschbach,
University of Maryland, Department of
Industrial, Technological, and Occupational
Education funded through the Maryland State
Department of Education, Division of
Vocational-Technical Education, 1978;
reproduced with permission.
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LETTER WRITING

In some cowntries, it is not uncommon to f£ind a letter writer sitting in
front of a post office. When people who camnot write want to send a
letter, they tell the letter writer what they want to say. The letter
writer then gets paid for writing the letter. '

Although the people you work with will be able to write, a part of your
office job may be to compose and write letters for others. You may be
asked to write a variety of business letters. For example, you may have to
confim an order or reserve a hotel room for someone in your office.

You camnot anticipate every writing situation, but there are two things you
can do. First, you can learn the basic characteristics of a good business
letter. Second, you can become familiar with some of the basic kinds of
letters that might be used in your job.
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A GOOD BUSINESS LETTER

Anyone can write a business letter, but mot everyone can write a good
business letter. A good business letter is neat, courteous, and well
organized. Its message is stated clearly and simply.

There are several acceptable styles of business letters. Your office will
probably use one particular style. The sample letters in this unit are in
one of the standard letter styles. Whichever style you use, be consistent
throuchout each letter. 2And, no matter which style you use, keep the
following points in mind when writing a business letter.

The person who receives your letter forms an impression of your company
before even reading the letter. At first glance, a neatly typed letter
will give the reader a good impression. A clean and neat page is
important. There should be no ocbvious erasures or smudges on your letter.
Each page of the letter should be fresh, with no tears or dirty finger
marks on it. See. that each letter you write and type has eye appeal!

Be Pogitive

When writing a business letter, be as courteous as you would if you were
talking face-to-face with. the reader. Always consider how the reader will
react to the letter. Whenever possible;, use positive words and expressions
instead of negative ones. Suppose, for example, a customer doesn't give
you complete information for an order. When you write to that custamer,
don't be negative:. Don't.say: "We can't help you,” or "You did it wrong."
The customer might become angry with this type of attitude. Be positive
and helpful. Let the customer know that you appreciate the order anyhow.
Use sentences like: - 'We were pleased to receive your order and will be
happy to fill it. However, we need some additional information."

Be Brief

Giving information briefly is another important part of
business courtesy. Business people are busy people.
Their time is wasted if they must read letters that are
too long and wordy. If your letters contain too much
unecessary information, the reader may become
irritated. Look at the following two examples:

Example 1: We have thought it over and would very
much like to possibly order books fram you about
autamotive mechanics; so please, we would
appreciate it if ‘you could send to us information
on how to order your books £ram your company on
autamotive mechanics.

Exanple 2: Piease send us information on how to
order your automotive 'mechanics books.

Both examples say the same thing, but Example 2 is much
more brief and to the point.. And, being brief. is
L 105
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Be Complete

Although it's important to be brief, the letter must also be complete.
Include all the important information in your letter. Look at the two
examples below. Notice the differences between them.

Example 1: Your order, invoice no. 8607, was shipped aimail today
and should arrive by April 1.

E

Your order was shipped and you should get it soon.

The first example contains four specific items . ° information: the order
number, how and when it was shipped, and when it shculd arrive. The second
example gives none of this infomation.

Be Well Organized

The ideas contained in a business letter should be well organized. Give
all information in logical order. Do not skip arond. Look over the
folloving two examples. Example 1 skips around. Example 2 is well
organized.

. Exanple 1: The set of cookbooks you ordered has been shipped to you.
If you need anything more, please contact us. You should receive the

shipment by April 1. We hope you enjoy the books. Your shipment was
sent ly parcel post. '

Example 2: The set of cookbooks you ordered has been shipped to you
by parcel post.. They should arrive by April 1. If you need anything
more, please contact us. We hope you enjoy the books.

Use Correct English

Always use oorrect English. A business letter is no place for slang. If,
for example, you must write a letter to a customer who has ordered
something but did not send a payment, you would not say: "Gimme the dough
or no dice.” It would be much better to say: "We will be happy to £ill
your order after we have received your payment.”

Watch your spelling and grammar, too. Many offices keep a grammar handbook
and a dictionary handy. Use them to check spelling, punctuation, and any
other grammatical points. If your office doesn't have these books, you
might buy your own. : _




A final point: don't sound too "stuffy." Avoid expressions like "This
will acknowledge the receipt of your letter of January 5." It's simgler to
say, "I have received your letter of January 5."

When you write a business letter, look it over carefully before mailing it.
If you were receiving your own letter, would it impress you?
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LETTER WRITING
LEARNING ACTIVITIES

1. What's wrong with this letter?

Jackie Acme

Acme Skateboard Co.
123 Rides Way
Anyplace, USA

January 16, 1981

Ms. Lita Janes
42 Acorn Rd. . .
Heretown, USW‘

D&ar Ms. Janes,

We just recently yesterday got your letter
which you sent to us which asked us for any in-
formation which we might have on electric skate-
boards. Well, we never heard of 'em. Nope, we
just can't help you. Don't know where you even
got the idear we could.

¥ ) Sincerely yours,

&l N
K ey Jackie Acme

2. Below are four pairs of sentences. For each pair, tell which sentence
is better for a business letter, and why.

a.

b.

C.

d.

1.

2.
1.
2.

1.

2.

1.
2.

Your order of marbles, invoice #83920, was shipped by express,
and should arrive by April 12.

Your order was shipped and should arrive soon.
No. We can't help you.

We thank you for your interest, but at this time we have mo
vacancies.

We are sorry for the delay and hope it doesn't foul you up.
We are sorry for the delev and hope it does not inconvenience

" you. .

Thank you for your order.

Thank you very much for your order which we were 0 pleased to
receive and appreciate very much.

b
3
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LETTER WRITING
/CHECK YOUR KNOWLEDGE

1. Describe four characteristics of a good husiness letter.
2. Why is it important to keep a business letter as brief as possible?

ALTERNATE ACTIVITIES

1. Collect some samples of business letters that come into your hame.
Typical examples are letters fram insurance companies or magazine
publ ishers. Examine them to see if they are really good business
letters.
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1.

2.

2.

LETTER WRITING

- ANSWERS TO LEARNING ACTIVITIES

-amudges on paper

—=does not use oorrect English
-uses slang '

-is too neqative

a. #1; gives complete information

b. #2; is positive

c. #l; the alternative sentence uses slang
d. #1; is simple and brief

ANSWERS TO /CHECK YOUR KNOWLEDGE

.. Can be any four of the fallowing:

-Good appearance—letter is neatly typed and clean.
~-Pogitive—neqgative exp;egsims are avoided.

-Brief—contains no wnnecessary information.

~Corplete—all important information included.

-Well organized—information in logical order.

-Correct English—-avoid using slang; use correct spelling and grammar.

" -Not "stuffy"--words and expressions are simple.

Long, wordy letters waste reader's time and may irritate reader.
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PARTS OF LETTERS

‘ost business letters are typed on standard 8 1/2" x 11" paper. Margins of

ggtleast one inch should be left on both sides of the paper and at the
tom.

Business letters contain six parts: the heading, the inside address, the
salutation, the body of the letter, the compl imentary close, and the
signature. These six parts are labeled on the sample letter in Figure 1.
Refer to the sample letter as you read the description of each part.

Heading

The heading cortains the name and full mailing address of the writer's
company and the date of the letter. This address should be the same as the
return address on the envelope. The heading is always put on the upper
part of the page, before any other part of the letter.

Most businesses and organizations use letterhead stationery. On letterhead
stationery, the name and address of the business are already printed on the
page. The date still must be written in.

SAMPLE LETTER

(Heading) Hartson Real Estate Company
FIGURE 1 1806 Deer Hill Avenue
Danbury, Connecticut 06810

(Date) '3anuary 30, 1980

(Inside Mr. John Reed
Address) 4867 wade Street
Brooklyn, New York 05104

(Saluta- Dear Mr. Reed:

tion)
Thank you for your reservation for the
1980 rental season. We have reserved
Cottage 3 for you from July 27 until
(Body August 4. The rent will be $300 and we

of will need a deposit of $150 to confirm

Letter) your reservation. We will need to re-
ceive your deposit by July 17. If we
do not hear from you by that time, we
will agsume your plans have changed and
will cancel your tentative reservation.

We appreciate your confidence in oux
company and look forward to seeing you
this summer.

(Complimentary Sincerely yours,
Close) ‘

(Signature) .

(Typed Name) - Joan Max

Rental Manager

_ﬁ;u1~irhff’_‘llql?1:9_ L
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Do not abbreviate the month when you write the date. Write it out, for
example, January 10, 1986. Do not write the day of the week in the date.
Skip at least four lines before beginning the inside address. If your
letter is short, skip more lines so that the body of the letter will be
centered on the page.

Ingide Address

The inside address includes the full rame and address of the person,
company, or organization you are writing. Always use an appropriate title,
like Mr., Dr., or Ms. before a name. If the person has a job title, such
as principal or sales manager, write it below the person's name.

Begin each line of the inside address at the left margin. It should look
like this:

Ms. Helen O'Malley

Credit Manager

Winthrop Electrical Supply Company
21 North Street

Houston, Texas 50411

Doubl e~space before typing the salutation.
Salutation

The -salutation is a courteous greeting to the person who will be reading
the letter. The most common salutation is "Dear.” It comes before the
body of the letter and is written at the left margin. In most cases, it is
followed by a ocolon. '

If you know the person who will be receiving the letter, use that person's
name in the salutation. It should also be the same name that is written in
the itixside address. The following are examples of salutations where the
name is known:

Dear Mr. Jones:
Dear Ms. Jones:
Dear Mrs. Jones:
Dear Miss Jones: -
However, sometimes you will write a letter without knowing who will be
reading it. In this mase, the follawing are accepted salutations:
Dear Madam:
Dear Sir:
Dear Madam or Sir:
Gentlemen: (If you are writing to a business with anly men)
Ladies: (If you are writing to a business with anly wamen)

- Gentlepersons: (If you are writing to a business with both wamen and
men)

To wham it may concern:

Douhl e-space before beginning the body of the letter.
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Body of the Letter

The body of the letter contains your message. The first sentence should
clearly and simply tell the purpose of your letter. After the first
sentence, briefly statc all other necessary information.

Same letters may need to be only one or two sentences long. Other letters
may need to be much longer. In a long letter, you may use the last
sentence to sumarize the message, explain what action must be taken, or
thank the reader for doing business with your company.

Doubl e-space between paragraphs. In a long letter, use several paragraphs
instead of one long one.

Never type on the back of a page. If your letter is long, use two pages.
To prevent problems if the pages become separated, type the following at
the top of the second page: the neme of the person, company, or
organization you are sending the letter to; "Page 2;" and the date. It can
be typed across the top of the page, like this:

Mrs. Helen O'Malley Page 2 January 12, 1986

or, it can be written in three separate lines by the left margin, like
this:

Mrs. Helen O'Malley
Page 2

Doubl e~space before 1_:yping the compl imentary close.
The Complimentary Cloge

The complimentary close is a courteous expression that is used to end the
letter. If more than two words are in the expression, capitalize only the
first. A comma should be used after the compl imentary close.




The following are accepted complimentary closes:

Sincerely yours, Respectfully,
Yours truly, Sincerely,
Cordially yours, Cordially,

The ane you choose will depend on how well you know the reader and on the
nature of your letter.

The c°"’P'l.meanry
{ Close says.a.LOL :
and I hardly 43
\know him. r

Signature

The signature is typed four spaces below the complimentary close. The

writer's job title may be written either next to or below the name. For
example:

Everett Bowen, Secretary

Marie Clark
Sales Manager

The handwritten signature appears immediately above the typed name.
Sincerely yours,

Qunna. Blake

Joanne Blake
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WORDS TO KNOW

Body of letter: the message of the letter
Sonplimentary cloge: a ocourteous expression used to cloee the letter
Envelops: used to enclose a business letter

Heading: contains the name and full mailing address of writer's
ocampany and the date of the letter

Inside addresg: ocontains the name and address of the reader

Latterhead stationerv: paper on which the name and address are
already printed

Salutation: a courteous greeting to the reader

m: the typed and handwritten signatures of the writer

Standard business paper: 8 1/2" x 11" typing paper used for business

letters
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PARTS OF LETTERS
LEARNING ACTIVITIES

l. Match the words in Column 1 with the correct explanation in Column 2.

Column 1 Column 2
— 1. heading a. greeting that comes before the
: body of the letter
— 2. salutation b. name and address of person or
: company being written to
— 3. signature ~ C. the message itself
—__ 4. body of letter d. courteous expression used to
end the letter
— 5. inside address . e. mailing address of writer and
date of letter - :
— 6. complimentary close f. signed name of person sending
‘ the letter

2. Label the parts on the following letter:

a. : The green Thunb Shop
14301 Conover Street
Derwver, Oolorado 80212

March 21, 1986

b._. Mrs. Mary Klare
86 Johnson Avenue
Ann Arbor, Michigan 48103

C. Dear Mrs. Klare:

Your tulip and daffodil bulbe have been shipped
to you by parcel post and should arrive by
September 1. We are glad we could £ill your

order so pramptly.

d. We are enclosing a pamphlet an planning your
garden which we hope you will find helpful. In
addition to spring bulbs, we carry a wide
selection of seeds, plants, fertilizers, and
insecticides. Our fall catalog is ooming out
soon .and a copy will be sent to you. Notice
especially our new line of hard-to~find herbs

and spices. .
Thank you for your order. We hope to serve you
again soon.

e. : Sincerely yours,

&
. "

& ¥ Ronald Lincoln

£.




PARTS OF LETTERS
YCHECK YOUR KNOWLEDGE

1. Indicate whether the fallowing statements are true or false:

b.

— Ce

d.

£f.

With letterhead stationery, the name and address of a company
are already printed on the page.

m you write the date, abbreviate the month, like Jan. 3,
986.

'me' salutation is always followed by a comma.
The envelope should match the stationery.

The handwritten signature appears just above the typed
signature.

If your letter is long, type on the back of the page.
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PARTS OF LETTERS

ANSWERS TO LEARNING ACTIVITIES

1. 1.

[ 3
[ ]
LOOMD»O

2. a. heading
b. inside address
c. salutation
d. body of letter
e. complimentary close
f. signature

ANSWERS TO vCHECK YOUR KNOWLEDGE

l. a. true
b. false
c. false
d. true
e. true
f. false




COMPOSING LETTERS

ZPleagse, couldwe have ., . . ." The Order Letter

The order letter is one of the simplest business letters to write.
Although most offices use special order forms, many times you will have to
write a letter to order something.

In an order letter, briefly and clearly list the items you wish to order.
Include the fallowing information:

l. Name of item, including catalog number, if any

2. Quantity of items needed

3. Identifying information—-color, weight, material, pattern, price

4. How the items will be paid far——cash, check, or charge to company

5. How the items should be sent--parcel post, by air or by land

The follawing is a situation in which an order letter must be written:
You are working in the office of the Ace Hardware Store, 121 White Street,
Knoxville, Tennessee 37919. Ace Hardware is planning a Fourth of July
sale on red, white, and hlue paint. You have to order 50 gallmns of white
paint and 25 gallons each of red and blue paint for the sale. ‘The store

buys its paint fram the Eastern Supply Company, 118 Main Street, Ricimond,
Virginia 23229. Your letter might look:like this: ’ .

Ace Hardware Store
121 White Street
Knoxville, Tennessee 37919
June 10, 1986
Eastern Paint Supply Company
118 Main Street .
Richmond, Virginia 23229
Gentlepersons:

Please ship the following items immediately by
air express:

50 gal. #240 White Latex Paint @ $7.00. . .$350.00
. 25 gal. #242 Red Latex Paint @ $7.00. . . . 175.00

25 gal. #247 Blue Latex Paint @ $7.00 . . ._175.00
$700.00

You may bill the items and delivery charges to our
account, No. 8640762.

Sincerely yours,

Thomas S. Stone
Manager
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2We would like . . . " The Inquiry Letter

An inquiry letter asks for something. It may be for a reservation at a
hotel, or for a pamphlet or price list. Or maybe someone in your office
wants more information about a product or service.

Letters of inquiry should be short and to the point. In the first
sentence, state the request. Then, in the following sentences, give any
details that will help explain the request. Always ask politely and
courteously. End the letter with a thank you. Below is a sample.

LETTER OF INQUIRY

Jeans N' sStuff Boutique
1831 Main Street
St. Paul, Minn. 88210

April 2, 1986

Ms. Jane Appleton

Savvy Sportswear Co.
2025 Broadway

New York, New York 10012

Dear Ms. Appleton:

I would appreciate a price list of your 1980
Fall Sportswear line. I would also like to see
any available sketches of the clothes, along with
descriptions of colors and fabrics.

Respectfully,

Thomas Dewey
Sales Manager

im.._m_can_._._,_..'_m_aém.gm

The acceptance letter tells the reader that you can fulfill a request. For
exalgpl:i you might agree to fill an order or to accept a business
invita on.. :

When you can say "yes," do it early in the letter. Begin with a simple,
direct statement like: "We would be happy to £ill your order for the
leather jacket." You may then briefly add any necessary details such as:
"We will ship-the order by express. You should receive it by April 30."
End the letter with a brief and courteous closing.

Smetixﬁe'shyqu’can use this kind of letter to pramote your company or one of
its products or services. ' Once you have told the reader that the request
can be granted, you can suggest other ways in which your company can help.

121
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The following letter is an example of one which says "yes," then adds a
polite sales pitch.

LETTER OF ACCEPTANCE -

Acme Skateboard Co.
14301 Conover St.
Denver, Colorado 80212

July 8, 1986

Mr. Sam Jenner -

Sam's Sporting Goods Store
5213 King St.

Royal Oak, Michigan 48012

D.I_! Mr.  Jenner:

We were very happy to receive your order for 12
. dozen Glide-Rite Skateboards. The order will be

processed and sent out by Wednesday, July 11l.

We are sending it by Statewide Express and you

should receive it by July 18.

We .are enclosing a pamphlet and price list of
our skateboard accessories. We hope that you
will f£ind it helpful in planning your skate-

board accessory inventory.

'ﬁumk you for your order. We hope to serve you
again soon. : .

Sincerely yours.

Rhonda Jacobs
Sales Coordinator

'SQIEZ but no .- W The Refusal Ietter

Sametimes it may be necessary to say “ao" to a custamer. This could
happen, for example, when an order camnot be filled, an insurance policy
doesn't cover a claim, or an"applicant doesn't qualify for a job.
Preparing this kind of business letter requires special care.” Remember to
consider the reader. Try to say "no" as courteously as you can. Use
positive phrases whenever possible.

Begin by acknowledging ﬁhé‘-_reja_'det's interest in your company. For example:
"Thank you go: sending us an application for employment in our Sales
Department. " : :

Then explain carefully and tactfully why you camot grant the request.
Make the reader feel that you are being honest. For example,
"Unfortwnately, at this time, we have no available positians in the
hardware division." . -

Let the reader know that you will be available for help at a later date or
,tefe;: the reader to someone who can help. sSe pleasant and friendly in your
closing. - .
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See how this formula works in the following letter.

LETTER OF REFUSAL.

The Racket Club
8207 Longword Drive
Miami Beach, Florida

June 9, 1386

Alvin Klien
Sun N' Surf Boutique
Pensacola, Florida

. Deaxr Mr. Klien:

Thank you very much for your recent order of
100 dozen Super-Swing tennis balls. However, be-
cause. of our unexpected success with this item,
our stock is depleted and we cannot ship any
orders for at least 60 days. Perhaps you would
1like to reorder at that time.

If I can be of help to you concerning any
other items, please let me know. We look for-
ward to a fine business relationship in the
future.

Respectfully,

Melanie Stoner
Merchandise Coordinator




COMPOSING LETTERS
LEARNING ACTIVITIES

You are an office worker at the Ritz Manufacturing Company, 2421 Wells
Street, Saybrook, Commecticut 06206. Compose letters for two of the

following situations. . Be sure to include all six parts of a business

letter.

l. A special mailing is to go out next week. Ms. Elaine Sanford, your
supervisor, asks you to order .5 packages of white paper, catalog
number 246, and 5 packages of white envelopes, catalog number 346.
Office supplies are usually ordered fram Goodvin Office Supply Compary ,
999 Minter Road, Bridgeport, Connecticut 06401. They should be
shipped immediately by air express. Ritz Manufacturing Company has an
accomnt there. The accont mumber is 85116. _

2. Byron Thorpe plans to attend a conference in San Francisco fram July
10-13. You are asked to reserve a room for Mr. Thorpe at the Col ony
Inn, 82601 Shore Drive, San Francisco, California 94401. He would
like a single room with a bath. :

3. Ms. Alice Dunn of Queen Products, 8441 Jensen Road, Ann Arbor, Michigan
- 48284 placed an order, #29865, for some machinery with your company.
The order has been filled and was sent by air express this morning.
Mr. James Allen, Sales Manager, has asked you to write to Ms. Dunn and
tell her the order is on the way.

4. Lansing High School, 12 Sarton Lane, Saybrook, Commecticut 06206 is
planning a career day on May 5. You have been asked to speak to Lois
Morgan's business class about your duties as an office worker.
Unfortwately, Ritz Manufacturing Company has an important sales
meeting scheduled for that day. You must be at your desk. Write to
Ms. Morgan and tell her you will be unable to come.

W
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COMPOSING LETTERS
YCHECK YOUR KNOWLEDGE

l. List four pieces of information which should be included in an order
letter.

2. What is the p.:kpose of a letter of imyuiry?
3. What information should be included in an acceptance letter?

4. Give ne example of a situation where a refusal letter might be called
for.

ALTERNATE ACTIVITIES

You are an office worker at Carlton Sewing Products, 72 Triangle Street,
Sentinal, Georgia 28607. Compose letters for each of the follawing
sitmtions Include all ej,x patts of a business letter.

1. Dyes for yarn are uvsually ordered fram the Fullwell Ocmpary. 18
Colorful Lane, Anniston, Alabama 41170. Dwayne Lidston, Production
Manager, has asked you to order 100 lbs. of blue dye, #82, and 100 lbs.
of yellow dye, #73. These are to be shipped C.0.D.

- 2 'me typewriters in your office are old and Jane Crosby, your
~ supervisor, is considering replacing them. Write to Selwyn Typewriter
Services, 1907 College Avenue, Atlanta, Georgia 240ll. Ask them to
send infgrmatim and pr:l.ce 1iet:s on the electric typewriters they sell
and serv ce. .

3. Nanq Keller, 18 W. Fourth Street, Qnaha, Nebraska ordered thread and
scissors fram your ocompany. She also asked for an application for a
charge  account. - Jane Crosby, your supervisor, has asked you to write
to Ms. Keller to tell her the items have been sent. Tell her you are
encloe:lng the credit application she tequested.

4. Carlton Sewing Prodxcts awards one scholarship each year to a student
entering college. This year thirty-five students applied. Mr. Sheldon
Ambrose, company president, will have to send a letter to the
thirty-four students who did not get the schalarship. Compose the
letter for Mr. hnbtose to send.
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COMPOSING LETTERS

ANSWERS TO LEARNING ACTIVITIES

The follawing are suggested letters

Ritz Manufacturing Company
2421 Wells Street
Saybrook, Connecticut 06206

March 21, 1986

Goodwin Office Supply Company
999 Minter Rd.
Bridgeport, Connecticut 06401

Gentlepersons:

Please ship the following by air ex-
press:

S packages of white paper, Catalog #246
S5 packages of white envelopes, Catalog #346

You may bill the items and delivery
charges to our account, No. 85116.

Sincerely yours,

Ritz Manufacturing Company

Ms.) Elaine Sanford 2421 Wells Street
¢ ) ne sa Saybrook, Connecticut 06206

April 29, 1986

Colony Inn
82601 Shore Dr.
San Francisco, California 94401

Gentlepersons:

Would you pléase reserve a single room
with a bath for me for July 10-12. If you
have no vacancies for that time, please let
me know as soon as possible. .

Sincerely,

Byron Thorpe

.
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COMPOSING LETTERS

ANSWERS TO LEARNING ACTIVITIES *

Ritz Manufacturing Company
2421 VWells Street
Saybrook, Connecticut 06206

June 21, 1986

Ms. Alice Dunn
Queen Products
8441 Jensen RA.
Ann Arbor, Michigan 48284

Dear Ms. Dunn:

We were happy to fill your order (#29865)
for machinery.  Your order was shipped by air
express. You should receive it no later than
June 30. .

Cordially,

James Allen

Sales Manager Ritz Manufacturing Company

2421 Wells Street
Saybrook, Connecticut 06206

April 14, 1986

‘ Ms. Lois Morgan
Lansing High School
12 sarton Lane
Saybrook, Connecticut 06206

Dear Ms. Morcan:

Thank you very much for your invitation
to speak to your class on May 5. Unfortunately,
I will not be able to come on that day. How-
ever, I would be very happy to speak to your
class if we could «rrange another date.

Yours truly,

{your name)




1.

2.
3.

4.

COMPOSING LETTERS

ANSWERS TO /CHECK YOUR KNOWLEDGE

Can be any four of the following:

-name of item

—quantity

-identifying information
~how items will be paid for
<how items should be sent

To ask for something

-that request can be met

—necessary details such as shipping information
-pramotion of company's products

Any situation where a request is being turned down

ANSWERS TO 'ALTERNATE ACTIVITIES

Suggested letters:

Carlton Sewing Products
72 rriangle Street
Sentinal, Georgia 28607

June 29, 198

Fullwell Company
18 Colorful Lane
Anniston, Alabama 41170
Gentlepersons:
Please send the following items C.0.D.:
100 1bs. blue dye #82

100 lbs. yellow dye #73

Thank you.
Sincerely,
Dwayne Lidston
Productior Manager
ay
\.;, l-
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COMPOSING LETTERS
ANSWERS TO ALTERNATE ACTIVITIES

Carlton Sewing Products
72 Triangle Street
Sentinal, Georgia 28607

August 2, 1986

Sel iter Serv
I”g'm ices
Atlanta, Georgia 24011

Dear Nadem Or 8ir:

Would you please send us a prioe list of
the eleotric typewriters that you sell and
sexvioce. M.:oo any otb: womuu‘me you
aight be helpfel. T '

Thank you.

Respectfully,

Carlton Sewing Products
72 Triangle Street
(Ns.) Jane Crosby Sentinal, Georgia 28607

January 16, 1986

Keller .
18 W. rourth Street
Omaha, Mebraska 98221
Dear Ms. Keller:
We were very happy to fill your order for

cut C.0.D. and you should receive them by
Jt'»a“l‘t‘y a%.

We are also enclosing the credit applica-
tion that you requested.

We are looking forward to serving you as
best we can,

Cordially,

Jane Crosby

thread and scissors. The items have been sent

’ AT e S co o ..'.'_J
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LVUVIFUOING LET IERD

ANSWERS TO ALTERNATE ACTIVITIES

Carlton Sewying Products
72 Triangle Street
Sentinal, Georgia 28607

“.May 1, 1986
Dear (Student's Name):

Thank you very much for your interest
in our college scholarship. This year our
applicants were the most outstanding ever,
which made our job of selecting one ex-
tremely difficult.

We have reviewed your application
thoroughly and found you to be an extremely
capable and conscientous student. However,
we have chosen to award the scholarship to
a student whose needs and qualifications
best fit our requirements.

Thank yoﬁ again for your interest.
Good luck in your educational pursuits.

Respectfully,

Sheldon Ambrose
President

D ERLAT




WRITING BUSINESS LETTERS
UNIT TEST

l. List three characteristics of a good business letter.

2. Below is a business letter which is milsing some parts. What parts are
missing?

Stella's Stationery
89 East Rutgers Street
Lincoln, California 89110

Dr. Henry Palmer
2902 Hutting Drive
Amestown, California 89111

Thank you very much for your recent order for
office stationery. Your order was sent March 3,
C.0.D., and you should receive it within two weeks.

We look forward to helping you again.

3. You are an office worker 2t Alin's Paper Products, 111 Main Street,
Hyattsville, Maryland 20771. Compose letters for both of the
fallowing situations:

a. Your company's punching machine is ald and needs to be replaced.
Jackie Martin, Production Supervisor, has asked you to write to
Mmerican Binders, Inc., 20 South Prescott Street, Lewisdale,
Maryland 20819, to request information and price lists on punching
machines. :

b. Your supervisor, Martha Cobbs, has asked you to write to Maryland
Manufacturers, . 108 King Street, Adelphi, Maryland 21111, and tell
them that their order for paper cammot be filled at this time
because of the lumberjacks' strike.




WRITING BUSINESS LETTERS

ANSWERS TO UNIT TEST

l. Can be any three of the fallowing:

-eye appeal
-positive
-brief

-complete

-well organized
-correct English

2. =date.
-galutation
~campl imentary close
-typed signature

3. Letters must include:

heading

inside address
salutation

body of letter .
compl imentary close
typed signature




USING RESOURCES AND REFERENCES
UNIT OBJECTIVE

After completion of this unit, the student will be able to identify
and use resources and references available for office workers. This

knowledge will be evidenced through demonstration and by successfully
completing the unit test.

SPECIFIC OBJECTIVES

tfter completion of this unit of instruction, the student will be able
o:

1. Identify the two types of sources available.
2. List the reasons for using resources and references.

3. Identify the five types of reference books available for
use in an office.

4. 1Identify the three types of resources available for use by
an office worker.

5. Identify references available in the school or local library.
6. Identify resouf;es available in the community.
7. Demonstrate the abilipy to use

a. A'dictionary

b. A word book

¢. A reference manual for office words

from General Clerical Dtties and
Related Information, Occupational

Curriculum Lab, East Texas State
University, Commerce, TX, 1981.
pages 345-371




I.

II.

IITI.

USING RESOURCES AND REFERENCES
NOTES TO THE INSTRUCTOR

Preparation for Unit

Preview the unit, Provide any resources and references nec-~
essary to supplement the unit.

Gather resources available in the classroom to aid in the
discussion of the information.

Obtain various samples of references books from other sources
to aid in the discussion of the information.

" Arrange for the students to visit the school or local library.

Have the librarian discuss the available sources of informa~
tion and use of the card catalog.

(NOTE: Be sure to inform the librarian about the types of
references the students will need.)

Objective Sheet

A.
B.

Discuss the unit and specific objectives
Add objectives for any information added to the unit.

Information and Activity Sheets

A.

B.

Discuss the two'types of .sources available. Explain the dif-
ferences between the two.

Discuss the reasons for using resources and references. Pro-
vide examples of why they would need to use resources and
references.

Discuss the various types of references. Provide examples of
the various types of references.

Set aside time for the students to visit the library to com~
plete Activity Sheet 1-~-USING REFERENCES .

Discuss the types of resources available. Explain the types
of information or assistance these resources may provide.

Have students complete the following:
l. Activity Sheet 2~-DETERMINING RESOURCES
2. Activity Sheet 3-~PREPARING A CARD FILE

Provide students with a dictionary, a word book, and a refer-
ence manual for completing the following activities:

1. ACtifity Sheet 4--~USING THE DICTIONARY
2. Activity Sheet 5-~USING A WORD BOOK
3. Activity Sheet 6~~USING A REFERENCE MANUAL

BEa



V. Answers to Activity Sheets
A. Answer sheets are provided.

B. Answers to Activity Sheets 1, 2, and 3 will depend upon the
resources_and references available.

C. Prepare answers for any activities added.
V. Unit Test
A. Various approaches may be used in testing.

l. Use the test as an additional activity.
2. Give the test upon completion of the unit and activities.

I. Answers to Unit Test
I. Resources and References

A. APPLIED SECRETARIAL PROCEDURES, 7th ed.
Fries, Rowe, Travis, and Blockhus
Gregg/McGraw-Hill Book Company
Princeton Road
Hightstown, NJ 08520

B. THE SECRETARY, AN INTEGRATED BLOCK PROGRAM, Part 1
Green Sanders, and Tedesco
Gregg/McGraw-Hill Book Company
Princeton Road
Hightstown, NJ 08520

C. SECRETARIAL PROCEDURES AND ADMINISTRATION
Hanna, Popham, and Tilton
South-Western Publishing Company
5101 Madison Road
Cincinnati, OH 45227

D. THE REFERENCE GUIDE, A HANDBOOK FOR OFFICE PERSONNEL
Ralph M. Holmes '
Houghton Mifflin Company
One Beacon Street
Boston, MA 02107

E. SECRETARIAL. OFFICE PROCEDURES, 9th ed.
Oliverio and Pasewark
South-Western Publishing Company
5101 Madison Road
Cincinnati, OH 45227

F. CLERICAL OFFICE PROCEDURES, 6th ed.
Pasewark and Oliverio
South~-Western Publishing Company
5101 Madison Road
Cincinnati, OH 45227

G. BUSINESSJENGLISH AND COMMUNICATION, 4th ed.
Stewart, Lanham, Zimmer, and Clark
Gregg/McGraw-Hill Book Company
Princetown Road .

- Hightstown, NJ 08520

!
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II.

III.

USING RESOURCES AND REFERENCES
INFORMATION SHEET

Types of Sources Available

There are many sources available for obtaining information or
assistance and may be categorized as follows:

A. References are books such as:
1. Dictionaries
2. Reference manuals
3. Directories

B. Resources are people or placés who provide information and
assistance such as:

l. Libraries

2. Organizations

3. Travel bureaus
Reasons for Using Resources and References
A. To find information
B. To verify information
C. To clarify information
D. To compile information
Types of Referenées
Referencé books are important to office workers in locating in-
formation when it is needed and in performing job duties effi-
ciently and effectively. The types of reference books used by
an office worker will depend on the nature of work performed and
background information needed. Some of the reference books
office workers should have access to are:
A. Reference manuals for office workers

1. General reference manuals

a. Provide general information on office procedures and
practices. : .

b. Used as a general reference by all office workers.




2. Specialized reference manuals

a. Provide specific information on office procedures
and practices for specialized fields.

b. Available for office workers in the following areas:
(1) legal
(2) medical
(3) technical
(4) word processing
(5) accounting
(6) engineering, etc.
B. Dictionaries and word books
l. Desk-size dictipnary

a. Are considered the most comprehensive reference
manual on language usage.

b. Used most frequently to check spelling, to verify
pronunciation, and to look up definitions.

2. Word books‘

a. Are a quick source to the correct spelling and
syllabication of commonly used words. s.

b. Used most frequently to verify spelling and division
of words.

3. Specialized dictionaries and word books
a. Deal with the specialized vocabulary used by certain
professions (engineering, legal, medical, foreign
languages, etc.)

b. Inclddé.the spelling, division, and pronunciation
of words.

4. Thesaurus book

a. Is a collection of words and phrases arranged ac-
cording to ideas or concepts.

b. Used to find the word or words to express exactly
what you mean.

137
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C.

Directories

1. Provide alphabetical listings of names and addresses of
People in a particular profession, business, or industry
in a given geographical area.

2. Provide assistance in finding name, address, and telephone
number of people or companies.

3. Types of directories
a. Telephone directories
b. City directories
C. Government directories
d. Business and industry directories

Encyclopedias

1. Provide information on a wide variety of subjects.

2. May provide specific or general information about topics.

General references

Additional references that provide information essential to an
office worker are:

l.

National ZIP Code Directory--includes information on how
to use the ZIP code, address abbreviations, post office
and ZIP codes. .

Postal Manual--includes postal regulations, rates, and
services.

Hotel/Motel Red Book--includes the fellowing information:

a. Names of hotels and motels by city and state.
b. Location and telephone number.

C. Number of rooms and services provided.

d. Room rates.

Official Airline Guide--provides a comprehensive listing
of all flight information. :

Grammar and Style Books--used to determine correct grammar
and writing style.

Indexes

a. Used to locate information on particular subjects.
b. List contents of books and periodicals.

Almanacs--provide a wide range of information about

importank?epents, census information, etc.
Lt k .
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Iv.

10.

Atlas--provides geographical and statistical informa-

tion.

Trade and professional journals--provide information
for a particular trade or prcfession, such as educa-
tional journals, business and office publications.

Company procedures manual--provides information on
rules, regulations, and procedures established for a
particular company (travel policies, sick leave poli-

cies, etec.)

Resources for Information

- In addition to reference books, information or assistance may

also be obtained from various resources available at the local,

state,

and national levels.

A. Local resources

l.

Chamber of Commerce

U. S. Post Office

City and County offices

Better Business Bureau

Professional and service organizations
Library

Information and referral agency

Other businesses

B. State resources

1.
2.
3.
4.

Government agencies
Tourist information bureaus
Colleges, and Universities

Professional and service organizations

C. National resources

l.
2.

>3..

Government agencies
Professional and service organizations

Other sources

: w ‘ fhi




USING RESOURCES AND REFERENCES
ACTIVITY SHEET 1--USING REFERENCES

DIRECTIONS: Visit your school or local library to determine sources

available for finding the following information.

(NOTE: If the library does not have the source, write
NA [not available] in the space.)

Famous quotations

Postal ar.d shipping information

Parliamentary procedures

Information on»books printed in the U. S.

Information about prominent Americans

Information regarding the location of a city, its industries, or
its geographic characteristics

Verification or location of facﬁual information, memorable
dates, facts about politics, sports, etc.

Information on grammar and writing style

Information on office procedures and practices

Information about federal government branches




USING RESOURCES AND REFERENCES

ACTIVITY SHEET 2--DETERMINING RESOURCES

DIRECTIONS: Contact resources available in your community and prepare

a list of these resources with the information or assist-
ance they may provide.

(NOTE:

Use the list provided in the information sheet
as a guide.)
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USING RESOURCES AND REFERENCES
ACTIVITY SHEET 3--PREPARING A CARD FILE

DIRECTIONS: Prepare a card file of the various resources and refer-
ences available in your community. Use Activity Sheets
1 and 2 in preparing these cards. 1Include the following
information on each card. '

l. Type of information or hel§ provided.

2. Reference or resource available

Alphabetize the cards using the item shown on the first line and
file in a desk-top file box. This card file will be helpful as a
;gminder of where you may find special information, when you need
it.




USING RESOURCES AND REFERENCES
ACTIVITY S8HEET 4--USING THE DICTIONARY

DIRECTIONS: Using a desk-sise dictionary, complete each of the parts

A,

C.

below.
the spaces provided, write the language from which the follow-

ing words are derived.

1.
2.
3.
4.
3.

a la mode
medula
melanocyte

flamenco
graduate

Using the space provided divide the following words into syllables.

1.
2.
3.
4.
sS.

In

words

1.

2.

3.

4.

humectant
tomato

refrigerator
boustrophedon
constituency

the space provided, write a short definition for the following

doctylology

CRT

homonym

relevant

yester

143
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D. In the space provided, indicate the part(s) of speech for the
following words.

l., restrictive

2. patience

3. lengthen

4. acheval

5. fittingly

E. Answer each of the questions below.

l. Who was Thom&s Estrada Palma?

-2, Who is Taylor Caldwellf

3. Where is Cozumel located?

4. wWhat is the population of Denmark?

5. Where i3 Columbia Bible College located?

"'144 152

B I S T S R SO LI g . :
ik g -ﬁ,@’ﬂ"ﬁﬂ‘.’jﬁtyh.‘?';-a‘;;i‘y‘;",x T I L Ty o S




USING RESOURCES AND REFERENCES

ACTIVITY SHEET 5--USING A WORD BOOK
DIRECTIONS: Using a word book, complete each of the parts below.

A. In the spaces provided, rewrite the word indicating with a hyphen
the first acceptable division point.

1. basically

2. pamphlet

3. negligible

4. cylinder

5. triplicate

B. In the spaces provided, write the plural form of the following
words.

l. apiary

2. hierarchy

3. miscellany

4. memorandum

5. goose

C. In the spaces provided, write the alternative for the spelling of
the words below.

1. judgment

2. theater

3. catalogue

4. accessary

5. freeby




USING RESOURCES AND REFERENCES
ACTIVITY SHEET 6--USING A REFERENCE MANUAL

DIRECTIONS: Using a reference manual for office workers, complete

A.

each of the parts below.

In the space provided, write the abbreviations for the following
words. -

l. Maine

2. corporation .

3. American Bar Association

4. millimeter

5. amount

6. before noon

7. Thursday

8. Federal Housing Administration
9. 'building
10. Master of Education_

Answer the following questions regarding the preparation of
business correspondence. '

1.

Where are the reference initials typed on a letter?

What lines are omitted when preparing the AMS simplified style
letter? .

What are the two basic punctuation styles used in business
letters? : ;

What is the correct complimentary close for a letter addressed
to a United States senator?

What is the purpose of the attention line?
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C. Answer the following questions regarding the division and hyphen-
ation of words and the use of numbers.

1. what is the rule for dividing compound words?

2. What is the rule expressing numbers over ten?

3. What is the rule for expressing very large amounts of money?

4. What is the rule for expressing decimal numbers? fractions?

S. What is the rule for expressing scientific measurements?




USING RESOURCES AND REFERENCES
ANSWERS TO ACTIVITY SHEETS

Activity Sheet 1

Answers will vary depending on the sources available. Some of the
possible references are:

l.

9.

10.

Eartlett's Familiar Quotations; Home Book of uotations; The

Oxford Dictiona;x of Quotations; International EncxclogedIa of

Quotations.

————————

Bullinger's Postal and ShiEEer's Guide for the United States and
anada; Director o nternational Ma ;s Nationa Code Direc-
tory; Postal Manual. : -

Robert's Rules of Order; Parliamentary Procedure Simplified.

Books in Print, USA; Business Books in Print; Cumulative Book
Index.

Who's Who in America; Webster's Biographical Dictionary; Diction-
ary of American Biography.

The Rand McNallz Commercial Atlas and Marketing Guide; McGraw-Hill
International Atlas; National Geographic Atlas of the Worlid.

The World Almanac and Book of Facts; Information Please Almanac;
eader's Digest manac and Yearbook.

Dictionarx of Modern English Usage; A Manual of Style; The
ritten Word.

Reference Manual for Office Workers; Complete Secretary's Hand-
book; The Secretary's Handbook.

Congressional Directory; U. S. Government Manual.

Activity Sheet 2 and 3

Answers will vary depending upon the resources and references avail-
able.

Activity Sheet 4

A.

l. French, F
2. Latin, L
3. 1International Scientific Vocabulary, ISV

4. Spanish, Sp.

5. Medieval Latin -




).

w N
.

5.

hu-mec-tant

to-ma- to

re-frig-er-a-tor

bou.stro-phe-:don

con-stit-u-.en-.cy

doctylology-~the art of communicating ideas by signs made with
the fingers.

CRT-~cathode~-ray tube

homonym--one of two or more words spelled and pronounced alike
but different in meaning.

relevaht—-having significant and demonstratable bearing upon
the matter at hand.

yYester--of or relating to yesterday.

adjective (adj.)
noun (N)

verb (vb)

adverb (adv.)
adverb (adv.)

First president of Cuba.
An American author.

Island southeast of Mexico off Northeast coast of Quintant
Roo.

4,970,000 based on Webster's New Collegiate Dictionary.
Answer may vary depending on the dictionary used.

Columbia. South Carolina.

ctivity Sheet 5

l‘

2.
3.
4.
5

W N~ W NN

bas-ically
pam-phlet

‘'neg-ligible

cyl-inder
trip-licate

apiaries 4. memorandums or memoranda
hierarchies 5. geese

miscellanies

judgement 4. accessory

theatre 5. freebie

catalog

ST




Activity Sheet 6

A.

e W N
[ ]

1.

o W N = v s W N
e e s Y - e 8

ME 6. a.m.
corp. : 7. Thurs.
ABA 8. FHA
mm 9. bldg.
amt. | 10. M.EQ.

At the left margin, a double-space below the writer's name
and title.

The salutation and complimentary close.

Open and mixed punctuation.

Very truly yours, or Sincerely yours,

To direct the letter t a specific person or department not
named in the inside ac .ress.

Divide between the compound elements.

Use figures for numbers over ten.

Use a combination of figures and words.

Always use figures for decimal numbers. Precede decimal
fractions by a zero. ‘

Use figures for scientific measurements.



USING RESOURCES AND REFERENCES

UNIT TEST

A. Match the correct term associated with reference books to the
correct definition by placing the letter in the appropriate space.

l.

11.
12.

13.
14.

ls.
l6.

17.

Provides information about general office A.

procedures and practices.

Used as a quick source for determining
the spelling and division of words.

Provides alphabetical listings of names
and addresses of people.

Is a comprehensive reference manual on
lar yjuage usage.

Provides information on a wide variety
of subjects.

Provide specific information on office
procedures and practices for special-
ized fields.

Provides a collection of words and
phrases arranged according to ideas or
concepts. .

Provides information on postal regula-
tions, rates, and services.

Provides a comprehensive listing of all
flight information.

Provide a wide range of information
about important events, census infor-
mation, etc.

Provides information on hotels and
motels.

Provides geographical and statistical
information.

Provides information on using ZIP codes.

Provides information on rules and pro-
cedures for a particular company.

Used to determine correct grammar and
writing style. »

Provides information for a particular
trad~ or profession. :

Used to locate information on a partic-
ular subject and list contents of books
and periodicals.

151

B.
C.

D.

E.
F.
G.

Almanacs
Atlas

- Company Proce-

dure Manual

Desk-top
dictionary

Directories
Encyclbpedias

General refer-
ence manual

Grammar and
style books '

Hotel/Motel
Red Book

Indexes

National ZIP
Code Directory

Official Air-
line Guide

Postal Manual

Specialized
reference man-
uvals

Thesaurus

Trade and pro-
fessional
journals

Word Book




B. List the two types of sources from which information or assistance
may be obtained.

l.
2.
C. State the four reasons for using resources and references.

1.

D. List the three categories of resources from which information or
assistance may be obtained.

1.

A FuiToxt provided by




USING RESOURCES AND REFERENCES
ANSWERS TO UNIT TEST

A. 1. G 7. 0 13. X
2. Q 8. M 4. ¢
3. E 9. L 15. H
4. D 10. A 16. P
5. F.. 11. 1 17. g
6. N 12. B

B. 1. Resources

2. References

l. To find information
2. To verify information
3. To clarify information

4. To compile»ihformation

D. l. Local level
2. State level

3. National level
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DATA PROCESSING
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DATA PROCESSING

Goal 7.0: Students will be able to use automated data processin., equipment
. to perform office work.

The folloving materials can be used to help students achieve
goal 7.0 in the Business Education Curriculum Guide. Other
:ourees for information on chta processing and computers
nclude:

Oenter for aesea:ch 1n Vocat:lcml Ea.lcatim. The Ohio State
University, 1960 Kenny Road, Columbus, CH 43210, (614)
486-3655, 1984. This book contains information on
evaluating software, reviews of instructional software, and
busi.ness aoftware sources' addresses.

.Qmmnm Pndaorage School District, p.o. Box 196614,
Anchorage, AK. 99502, 1985. This directory contains lists
of software by subject matter area, as well as
alphabetically with cost, ordet:lng information, and
description. -

m Wming Depart:nent d Emcatim. Hathaway
Building, Cheyenne, WY 82002, 1984. This handbook contains
information on all aréas of business education, and
includes information on word processing on computers.
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BACKING UP FILES--MAKING DUPLICATE COPIES

If you don't STRESS making back up copies, not having back up copies can
cause STRESS!!! :

FACT: Many operators do not make back up copies wntil they have lost

valuable information unless there is a standard operating procedure
for making those back yp copies.

FACT: Disks can be DESTROYED by

® bending the disk

® storing disks outside their jackets

o writing on the disk except with a felt-tip marker

e touching exposed areas of the disk

e exposing disk to extreme heat or extreme cold

¢ scratching disk with dust, paper clips, staples, etc.

e exposing disk to magnetic fields—magnets, coiled power cords
and x-ray machines (hint: when traveling by plane, put disks
in checked baggage or remove fram a carry-on item before it
goes through the x-ray machine.) '

Back up copies consist of two distinct types:

1.

2.

1. Prcy-am back up disks
2. Data or work back up disks

Program disks are wsually protected by copyright laws. Software
packages differ as to back up procedures. Some include back up copies
when the program is purchased, some companies sell a back up program
disk. Same let the purchaser make back up copies €ram unprotected
programs; some commercial copying programs allow PERSONAL back up
copies to be made fram protected programs.

Many quality programs are now available in unprotected format. The
developers have chosen to market the product at a lower price rather
than incorporate elaborate protection schemes that raise the program's

- cost. IT IS ABSOLUTELY IMPERATIVE THAT (OPYRIGHT LAWS ARE

OBEYED—DEVELOPERS [ESERVE A RERSONABLE PROFIT FOR THEIR EFFORIS. THIS
WILL PROVIDE MORE QUALITY SOFIWARE IN THE FUTURE AND WILL BENEFIT ALL
COMPUTER USERS.

Data or work back up disks save time in the long run. Documents should
be saved frequently. In case of a malfunction or power outage, only
what has been entered since the last time will be lost.

Back up data disks must be made on a regularly scheduled basis—every

night, every second day, every week or an some other regular schedule.
Operators should be in charge of backing up their awn work.
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e an Gictates the command and &isk which will be used. Same
o8 are &8 follows:

Om?gﬂnkcmm&m“'ldd
L ]

°*The L System Utilities Disk
omﬁ. Dl As Bs

¢ N3-DOS: Dishoopy As Bs

For other systems, consult the cperator manual.

Alweys place a write protect tab on the original before copyinglll By

m&num“ the data will not be destroyed if the source and
target disks are flaced in the wrong dcives! Be sure to remove the write
wwdw&ommﬂmuthmuwmﬁm

A procsdure to fallow is to have the origimal work disk and at least
back up coples. In case of a malfunction or power outage while in the

ocogying process, another oopy is availsble.

hen flaming for computing sigplies, be sure to order an adequate mpply
:gummm. Reaamber, an average disk has a working life of 40

1 571:8 5




COMPUTER TERMS AND DEFINITIONS

Alphanumeric
Boot
Cathode Ray Tube (CRT)

Central Processing Unit
(CrU)

ip

Qursor

Data
Data Processing

Disk

Disk Drive

Field

File

Format

Hard Copy
Hardvare

Combining alphabetic and numeric symbols.

The process of loading the operating system of

a computer into main memory to begin
operation.

An electronic vacuum tube that can be used to
display text and graphic images.

The corponent of a word or data processing
system that performs the arithmetic, logical,
and contral functions of the system.

An integrated circuit or circuits uwsed as an
internal processor.

A flashing or stationary rectangle or thin line
of light used to indicate where data is
temxpectedt. to be entered on a video dispiay

Basic facts that can be processed.

A series of steps follawed in accepting and
processing data to deliver information.

A storage device consisting of a flat circular
plate made of plastic or aluminum, coated with
a magnetic material.

A device consisting of a motor and read/write
henl? which enable data to be stored on the
disk.

A subdivision of a record, itself a collection
of related data elements.

A piece of work, or several pieces of work,
collected together on a disk and given a name
or mmber.

A layout, presentation, or arrangement of data
oan a screen, file, or paper.

A tem for any printouts that appear on paper.

All the components of a computer that can be
seen and touched.

fram The Wyoming Business Education

Standards of Excellence Handbook,
Wyaning Department of Education,
Cheyenne, WY, 1984.
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Information

Information Processing
Input

Magnetic Tape (Mag Tape)
Medium

Memory

Menu

Output
Program
Scroll
Sof tware

Text Editing

Word Processing

The orderly and useful arrangement of facts or
data so that they are accurate, timely,
complete, and concise.

A combination of word and data processing; the
process of handling information.

The data or instructions that are entered into
the processor for processing.

A magnetic tape on which data can be stored.

Material, usually describing the one on which
data is stored. Video tape, floppy disk, etc.

A collection of integrated circuits in which
data is stored in a computer.

A list of programs or tasks that can be
performed by a program, displayed on the video
screen. The operator may select each operation

by pressing the appropriate key.

The result of processing. Anything the
processor puts out.

A sequence of instructions uwsed by a computer
to process data.

To move the text vertically or horizontally so
it can be viewed on a video display screen.

Term applied to all programs that can be used
on a computer.

Revising or updating text.

A total system of personnel, procedures, and
equipment designed to handle business
comunications efficiently and economically.




COMPUTER TERMS AND DEFINITIONS TEST

Flease place letter in frent of definition to match the proper term on the

left. :
— Format a. Combining alphabetic and numeric symbols.
Data t. A layout, presentation, or arrangement of
data, on a screen file, or paper.

—— Word Processing c. The process of loading the operating
system of a computer into main memory to
begin operation.

—— Output d. A piece of work, or several pieces of
work, collected together on a disk and
given a name or number.

——— Cathode Ray Tude e. An electronic vacuum tube that can be

(CRT) used to display text and grarhic images.

—. Alphanumeric f. A subdivision of a record, itself a

' Jllection of related data elements.

— Information Processing g. The component of a word or data processing
system that performs the arithmetic,
logical, and control functions of the
‘gystem.

Information h. A device oconsisting of a motor and
read/write heads which enable data to be
stored on the disk.

Scroll i. an integrated circuit or circuits used as
an internal processor.

—w Cursor jo A storage device consisting of a flat
circular plate made of plastic or
aluminum, coated with a magnetic
material.

— 3oot k. A flashing or stationary rectangle or thin
line of light used to indicate where data
is expected to be entered on a video

display wmit.
— Field 1. Basic facts that can be processed.
Input m. Revising or updating text.
—— File " n. A tem for any printouts that appear an
paper.
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Software

_____ Program

—— Central Processing
Unit (CFU)

Disk Drive

— Cip

— Data Processing

——— Hard Copy

Menu

— Text Editing

—0 Disk

— Memory

0.

q.

Ke

t.

Ve

We

A peries of steps followed in accepting
and processing data to deliver
information.

The orderly and useful arrangements of
facts or data so that they are accurate,
timely, complete and concise.

A total system of personnel,

procedures, and equipment designed to
handle business communications efficiently
and economically.

The data or instructions that are entered
into the processor for processing.

Term applied to all programs that can be
used on a computer.

A collection of integrated circuits in
which data is stored in a computer.

To move the text vertically or
horizontally so it can be viewed on a
video display screen.

A combination of word and data processing;
the process of handling information.

A sequence of instructions used by a
computer to process data.

A list of programs or tasks that can be
performed by a program, displayed on the

video screen. The operator may select
ﬁada operation by pressing the appropriate
Y.

The result of processing. Anything the
processor puts out.




COMPUTER TERMS AND DEFINITIONS (Key for Test)

—b__ Format a. Combining alphabetic and numeric symbols.

—1 _ Data b. A layout, presentation, or arrangement of
data, on a screen file, or paper.

—9._ Word Processing ¢. The process of loading the operating
system of a computer into main memory to
begin operation.

Yy Output d. A piece of work, or several pieces of
work, collected together on a disk and.
given a name or mumber.

—& _ Cathode Ray Tude e. An electraonic vacuum tube that can be
(CRT) used to display text and graphic images.
a4 Alphanumeric f. A subdivision of a record, itself a

collection of related data elements.

—Y__ Information Processing g. The component of a word or data processing
‘ system that performs the arithmetic,
logical, and control functions of the
system. ‘

—p _ Information h. A device consisting of a motor and
read/write heads which enable data to be
stored on the disk.

U _ Scroll i. An integrated circuit or circuits used as
an internal processor.
—k__ Cursor J. A storage device consisting of a flat

circular plate made of plastic or
aluninum, coated with a magnetic
material.

—C  Boot ke A flashing or stationary rectangle or thin
line of light used to indicate where data
is expected to be entered on a video

display unit.

£ Field 1. Basic facts that can be vprocessed.

—L_ Input m. Revising or updating text.

—d File n. A tem for any printouts that apper . .
paper.

B __ Software 0. A series of steps followed in accepting
&nd processing data to deliver
information.
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~Y __ Program

g Central Processing
Unit (CPU)

—h_ Disk Drive
i Gip
O Data Processing

—n__ Hard Copy

—X Menu
I Text Editing

.- Disk

—— Mory

L.

t.

Ve

we

The orderly and useful arrangements of
facts or data so that they are accurate,
timely, complete and concise.

A total system of personnel,

procedures, and equipment designed to
handle business conmwnications efficiently
and economically.

The data or instructions that are entered
into the processor for processing.

Term applied to all programs that can be
used on a computer.

A oollection of integrated circuits in
which data is stored in a computer.

To move the text vertically or
horizontally so it can be viewed on a
video display screen.

A combinmation of word and data processing;
the process of handling information.

A sequence of instructions used by a
computer to process data.

A list of programs or tasks that can be
performed by a program, displayed on the
video screen. The operator may select
each operation by pressing the appropriate

The result of processing. Any hing the
processor puts out.

I
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BOOKKEEPING/ ACCOUNTING

Goal 8.0: Students will be able to perform bookkeeping and basic
accomnting functions.

The following materials can be used to help students achieve

goal 8.0 in the Business Education Curriculum Guide. The

emchasis is on using computers in business record keeping.

gs;fzd:eaources for computerized bookkeeping and accoumnting
H

Microconmputers in Small Buainess Management, The National
Center for Research in Vocational Education, The Ohio State
University, 1960 Kenny Road, Columbus, CH 43210, (614)
486-3655, 1984. This boox contains information on
evaluating software, reviews of instructional software, and
business software sources' addresses.

Yecational Education Software Directorv

Computers, Anchorage School District, P.O. Box 196614,
Anchorage, AK 99502, 1985. This directory contains lists
of software by subject matter area, as well as
alphabetically with cost, ordering information, and
description.

ne d  BUSINess MKNCSH ) Tanas B O xce BNce
Handbook, Wyaming Department of Education, Hathaway
Building, Cheyenne, WY 82002, 1984. This handbook contains
information on all areas of business education, and
includes information on word processing on computers.

Business educatc:cs have the responsibility to include computer training in
their programs. Training should not be treated as a separate wnit or
course, but should be incorporated, where appropriate, into the regular
curriculum.

The introduction of the computer to amall business situations allows
personnel to perform routine tasks and a variety of management functions
faster and sametimes more thoroughly than ever before. In the long run, the
computer will help small businesses become more competitive with larger
businesses. The growing emphasis on computers and the need for technically
knowledgeable, competent persomnel signals the need for a change in present
training programs. In order to accomplish this, jobs will need to be
analyzed to determine emerging technological trends. Once new training
needs have been identified, business educators will need to design programs
and materials to help students become employable in this rapidly growing
technological world.

It is predicted that Ly the year 2000, two-thirds of the population will
earn a living by creating, managing, and controlling information.
Computers will be the medium through which this is accomplished.
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Therefore, it is the role of vocational educators to see that vocational
students are able to meet the demands of the information age.

The basic accounting competencies are still the moet important aspect in
the study of accounting. After mastering accounting competencies, students
will be able to use this knowledge when working with any computerized
accounting software package.

Basic accomting oompétencies that should be mastered before students use
computers for accounting include the following:

1. Classify ﬁimncial items as assets, liabilities, capital, revenue, cost
of merchandise, and expenses.

2. hAnalyze transactions into debit and credit parts.
3. Record, prove, and post journal entries.
4. Prepare a work sheet.

5. Prepare financial statements such as balance sheet, income statement,
and capital statement.

6. Record and post adjusting and closing entries.
Checking account and bank statement reconciliation procedures should be

thoroughly mastered before using software packages to perform these
applications on the computer.

166 174



COM. ' :RS IN SMALL BUSINESSES

BENEFITS

The advent of the computer and user-friendly, inexpensive software has made
it possible for small businesses to take advantage of the many benefits a
computer offers. Following are several applications of a computer that can
benefit small business management.

A computer stores information and retrieves it upon command and
performs mathematical operations and comparisons.

Sof tware packages are available to eliminate the need for manually
performed routine calculations; for example, budgets, payroll,
employee records, and sales commissions.

Manufacturing packages control manufacturing processes, monitor
production quality, count production qualities, and report
malfunctions.

Since approximately 110 pages can be stored on one side of a 5 1/4
inch diskette, information storage space is reduced.

Inventory control and daily transaction packages provide an accurate,
up-to-date accomnt of inventory levels, back orders, stock turnover,
and daily, monthly, and year-to-date value reports, receiving reports,
reorder reports, purchase orders, and packing slips.

A computer can tie into networking systems to provide additional
services such as sending and receiving electronic mail, buying and
selling items, and performming banking transactions.

FOTENTIAL USES

Computers and their software are being used to perform a variety of
management tasks in asmall businesses. Following are six functional areas
in business where computer programs can be used and a brief description of
the types of programs in these areas.

FILE MANAGEMENT: Programs allow the user to create, retrieve, sort
and modify files of information according to any desired format or
category.

WORD PROCESSING: Programs allow the user to enter, store and print
text material. The user can quickly correct mistakes, move lines and
paragraphs, and reformat without retyping.




FINANCIAL MODELING: Spreadsheet programs of rows and columns can be
used to create and to perform number crunching and data manipulation
activities and calculations using formulas and data entered by the
user. Uses include cash flow forecasting and analysis, budget
planning and consolidation, sales planning and forecasting, tax
planning and forecasting, and material and labor requirements
planning.

GRAPHICAL, PRESENTATION: Programs allow the user to create and display
graphs and charts of data.

ACCOUNTING AND CASH MANAGEMENT: Using these programs, activities such
as payroll, general ledger, accomts receivable/payable, inventory
control, and purchasing can be performed on the computer. Individual
programs will total and integrate with tax forms.

SPECIAL APPLICATIONS: A variety of programs perform functions
designed for specific businesses; for example, job cost estimators for
the construction industry, property listings for the real estate
industry, cost analysis for the restaurant industry, patient accomts
and records for medical offices, livestock and crop production records
for agriculture and point-of-purchase transactions for retailing
establ ishments.

168

B 178



SECRETARIAL
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Goal 9.0:

SECRETARIAL

Stﬁnts will be able to perform special ized secretarial
skills.

The following materials can be used to help students achieve
goal 9.0 in the Buginess Education Curriculum Guide, with

emphasis on travel arrangements. Other sources for information
on travel arrangements include: :

Education, Wisconsin Vocational
Studiee Chnter, University of Wisconsin, Madison,

Wisconsin. This series contains modules on making travel,
hotel/motel reservations, and preparing itineraries.

General Clerical Duties and Related Information,
Occupational Curriculum Lab, East Texas State University,

Commerce, TX 75428, (214) 886-5623, 198l. Both teacher and
student manuals are available.
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MAKING TRAVEL ARRANGEMENTS
UNIT OBJECTIVE

Ater comgletion of this wnit, the student will be able to arrange
iats travel arrangments, and coocdinate the pre~ and post-travel

activities for business trips. This nowledge will be evidenced through

damonstration and by sucoessfully comgleting the wnit test.

SPECIFIC OBJECTIVES

Mtec comgletion of this it of instruction, the ent will be able to:
1. Match travel-associated tems to their definitions.
3. ldmtify information required to make airline reservations.
3. List the information included on an itinerary.
4. Salect material to be inciuded in a travel folder.
S. Qassify epenses Ly gensrel category as shom on an expense regort.
6. Dmmonstrate the ability to:

a. Use a flight schedile.

b Bastimate travel apenses.

c. Prepare a trawvel oppl ication.

4. Prepare an itinerary.

o Prepare an expense regoct.

adapted from
» Occupational

Ealatad Zoromation
Qxriculus Lab, Bast Texas State
University, Cosmerce, TX, 1961.
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I.

II.

III.

MAKING TRAVEL ARRANGEMENTS
NOTES TO THE INSTRUCTOR

Preparation for Unit

A.

B.

E.

Preview the unit.

Gather materials needed to teach the unit, e.g., additional
resources and references (flight schedules, airline guide,
hotel/motel guides, rental car fee schedules, mileage charts),
forms, supplies, handouts, transparency masters.

Duplicate an adequate number of forms for students to use as
they complete the activity sheets.

Design a bulletin board introducing the unit. Divide the bul-
letin board into four sections and use forms and illustrations
to depict pre-travel activities, transportation, lodging, and
post-travel activities. '

Invite a travel agent to speak to the class about how travel
agencies work with businesses.

Objective Sheet

A.

B.

Discuss the unit and specific objectives with the students.

Add any additional objectives necessary to fully meet the
needs of the students.

Information and Activity Sheets

A.

Information Sheet 1--PRE-TRAVEL ARRANGEMENTS
l. Discuss terms and definitions.

2. Discuss the three methods commonly used to make travel
reservations.

-

3. Discuss the types of reservations that are made for a
business traveler.

4. Provide airline guides, hotel/motel guides, car rentgl
agency guides, and others, to facilitate the discussion.

5. TIllustrate how to estimate travel expenses.

6. Discuss the purpose and preparation of a travel applicat
tion. Provide sample travel application forms to facili-

~--tate -the-discussion, — - —— - .

7. Have the students complete the activity sheets provided.
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B. Information Sheet 2~-PREPARING AN ITINERARY
1. Discuss the terms and definitions. ‘
2. Discuss the purpose of an itinerary.
3. Discuss the formats and contents of itineraries.
4. Discuss travel folders.
5. Demonstrate how to organize a travel folder.
6. Have the students complete the activity sheet.

C. Information Sheet 3--PREPARING A TRAVEL VOUCHER/EXPENSE REPORT
l. Discuss the terms and definitions.

2. Discuss the purpose and organization of a travel voucher/
expense report.

3. Provide samples of various expense recort forms to facili-
tate the discussion.

4. Have the students complete the activity sheets.
V. Answers to Activity Sheets
A. Answers are provided. ‘

B. Assign values to activities and set criteria for grading all
papers consistently.

J. Unit Test
A. Various methods of administering the test may be used:
l. Administer the test upon completion of the unit.

2. Give each part of the test as the student completes the
information.

3. Use sections of the test as daily quizzes upon completion
of the information.

4. Use the test or sections of the test as additional daily
assignments.

B. Add questions or sections to the unit test that correspond to
any qt 2stions or information added to the outline provided.

. Answers to Unit Test

A. Aaswers are provided. : L -*_1
B. Assign point values to test questions and/or sections.

C. Add answers for any additional questions added to the unit
test. - o 173




VII. Resources and References

A. THE ADMINISTRATIVE SECRETARY: RESOURCE, 1970
Ruth I. Anderson, et al.
Gregg/McGraw-Hill Book Co.
Princeton Road
Hightstown, NJ 08520

B. THE SECRETARY'S WORKSHOP, 1978
Bureau of Business Practice, Inc.
24 Rope Ferry Road
Waterford, CT 06386

C. GENERAL OFFICE PROCEDURES FOR COLLEGES, 7th ed., 1977
" Fulton, Woodward, Newhouse
South-Western Publishing Co.
5101 Madison Road
Cincinnati, OH 45227

D.. SECRETARIAL OFFICE PROCEDURES FOR COLLEGES, 7th ed., 1978
Fulton, Woodward, Newhouse
South-Western Publishing Co.
5101 Madison Road
Cincinnati, OH 45227

E. SECRETARIAL PROCEDURES AND ADMINISTRATION, 1978
-Hanna, Popham, Tilton
South-Western Publishing Co.
5101 Madison Road
Cincinnati, OH 45227

F. OFFICE PROCEDURES, 1977
Harry Moon
MPC Educational Publishers, Milady Publishing Corp.
3839 White Plains Road
Bronx, NY 10467

G. HANDLING AN EMPLOYER'S TRAVEL ARRANGEMENTS, An Audiovisual,
1981
Occupational Curriculum Laboratory
East Texas State University
Commerce, TX 75428

H. SECRETARIAL OFFICE PROCEDURES, 9th ed., 1977
Oliverio and Pasewark
South-Western Publishing Co.
5101 Madison Road
Cincinnati, OH 45227

I. OFFICE PROCEDURES, 1980
Stewart, Blockhus, Reigel, and Schroeder
Gregg/McGraw-Hill Book Co.
Princeton Road

Hightstown; NJ—08520———— - : —
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MAKING TRAVEL ARRANGEMENTS
INFORMATION SHEET 1--PRE-TRAVEL ARRANGEMENTS

I. Terms and Definitions

A. Airline guide--a book arranged by departure and arrival
cities that provides information on all airlines, flight
numbers, type of aircraft used, meals served, classes of
service available, departure and arrival times, stops made
enroute, and cost of reservations.

B. Estimate of travel expenses--a form on which the cost of any
single business trip, organized under such titles as trans-
portation, lodging, meals, and miscellaneous expenses, can
be estimated (often combined with the travel application).

C. Flight schedule--a condensed version of an airline guide,
prepared by each individual airline, which lists departure
and arrival c¢ities, flight numbers, meals served, and stops
enroute.

D. Hotel/motel guide--a guide organized by city and state and
includes names, addresses, and telephone numbers of the
hotels and motels in and around the city; the types of
rooms available; services offered by the hotel/motel; room
rates; and any applicable taxes.

E. Mileage chart--a listing of all cities within a state or re-
gion and the mileage from the home base of a particular firm
to the city listed.

F. Per diem--a maximum amount of ﬁoney that a company will re-
imburse its employees for each day spent traveling on
company business. The per diem amount covers lodging and
meals.

G. Travel agent--an employee of a travel agency who arranges
transportation, rental automobiles, lodging, and other
travel-related services for customers of the agency.

H. Travel application--a form filled out by a traveler to get
permission from the employing firm to make a business trip.

II. Pre-Travel Arrangements
‘A. Methods used in.making travel arrangements

l. Travel agency-?works with the traveler or secretary in
making all arrangements.

2. Company travel division--makes ail travel arrangements
a _for company employees.

';3.- Traveler or secretary--contacts res.rvations clerks to
-~ -make necessary arrangements.




B. Steps in making travel arrangements
l. Determine the types of reservations needed.
2. Make appropriate reservations,
3. Estimate travel expenses.

4. Prepare a travel application.

[I. Reservations
A. Travel information

(NOTE: Before reservations can be made, the following in-
formation must be determined.)

l. Destination of the traveler.
2. Departure and return dates.
3. Preferred times for reaching destination.

4. Mode of transportation preferred by the traveler or re-
quired by the firm.

5. Desired type of hotel/motel accommodations.
6. Necessity of a rental car at the traveler's destination.
B. Types of reservations
l. Transportation
a. Personal automobile transportation
(1) does not require reservations.

(2) used when traveling to several locations within
a specified radius of the home office.

(3) wused when more economical than other types of
transportation.

b. Airline
(1) made for long-distance travel.

(2) made when travel must occur within specific
time limits.

(3) used for the convenience and comfort of the
‘traveler.

(1) made when the traveler needs ground transporta-
tion at the destination,
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(2) made when convenience of getting from plaze to
place is important.

(3) made when it is more economical to rent a car
than to take taxis.

2. Lodging
a. Characteristics of hotels
(1) primarily for business travelers
(2) within cities
(3) near business districts
b. Characteristics of motels
(1) primarily for pleasure travelers
(2) near cities
(3) located on major highways around cities
B. Procedures for making travel reservations
1. Airline reservations are made based on
a. Airlines that fly into and out of desired airports
b. Cost of the flight desired.

c. Airlines that have flights leaving and arriving at
desired or mandatory times.

» d. Airlines that offer services desired by the traveler.
(1) meals enroute
(2) non-stop flights
(3) entertainment enroute

e. Classes of service available

(1) first-class
(2} tourist class
(3) economy class

2. Car rental reservations are based on

a. Companies with which the firm consistently does
business

b. Rates for rentals

c. Automobiles available
TR




d.

Economy of renting a car

Need for ground transportation at destiration

Hotel/motel reservations are made based on

-

b.

Location of the place of lodging

Services available at the place of lodging
(1) types of rooms

(2) restaurant

(3) meeting rooms

(4) 1lounge

(5) recreational options

Cost of lodging

Nearness to business district or place where business
will be conducted

Convenience of reaching place of lodging

C. Information needed to make reservations

1.

Airline reservations

a.
b.
c.

d.

Name, address, and telephone number of traveler
Local telephone number for traveler
Destination

Departure and return dates

Preferred departure and arrival times

Preferred airline (if any)

Class of service (first class, coach, tourist)
desired :

Credit card number for billing

Rental car reservations

-

b.

d.

Name, address, and telephove number of traveler

Empleying firm

-C.-—Dates on-which -car-will be picked up and returned

Type of car desired
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(2) intermediate

(3) compact

(4) economy
Hotel/motel reservations

a. Type of room desired--single, double, facing pool,
etc.

b. Room rate allowed

C. Number of persons in party

d. Arrival date and time

e. Departure date and time

f. Name, address, and telephone number of guest
g. Employing firm

h. Method of payment to be used

i. Confirmation requested (or guaranteed reservation
requested)

IV. Travel Expenses

A.

Types of travel expenses

(NOTE: Travel expenses may include any or all of the follow-

1.
2.
3.
4.
5.

ing.)
Car mileage (personal)
Airfare
Car rental
Lodging
Meals

(NOTE: Some businesses provide per diem allowances in-
stead of meals and lodging.)

Steps for estimating travel expenses

1.

Multiply the personal car mileage rate by the total
number of miles to be traveled.

Example: 20 cents per mile X 174 miles = $24.80




2. Request an estimate fran a travel agent:
e for price of car rental
e for price of hotel room and tax

3. Multiply the per diem allowance by the number of days during
which the trip will be made.

(NOIE: May be used in place of lodging.)
Example: $90 per day X 5 days = $450
V. Travel Application

e for price of airline ticket '

A. Purpose of a t.avel application

l. To reques: permission to make a business trip for a stated
nunber of days and for a specific purpose.

2. To inform management of the details of the business trip.
B. Preparing a travel application
1. Prepare before the scheduled date of the trip.
2. Include the fallowing information:
a. Name of traveler ‘
b. Date of application
C. Destination
d. Dates on which the trip will take place
e. Purpose for which trip is being made
f. Type of transportation to be used
g. Estimate of expenses to be reimbursed by the comparny
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MAKING TRAVEL ARRANGEMENTS
ACTIVITY SHEET 1--USING A FLIGHT SCHEDULE

DIRECTIONS: Using the pages fram the flight schedule provided, complete

1.

2.

3.

4.

the following questions.

What time is the first flight fram Anchorage to Kenai on Saturday?

What time would you have to leave Fairbanks in order to go to Seattle
on a non-stop flight?

What is the flight number for the trip fram Juneau to Ketchikan on a
non-stop £light?

Where must you stop if you are flying from Fairbanks o Saint Mary's?

Can you fly directly from Kotzebue to Bethel on Monday? on Saturday?
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. MAKING TRAVEL ARRANGEMENTS
ACTIVITY SHEET 2--SCHEDULING AIRLINE TRANSPORTATION

DIRECTIONS: Using the flight schedule pages provided, schedule Jean C.
-~ Maxwell on the appropriate flights for each segment of her
trip.

A. Monday, Novembet 26, Fairbanks to Anchorage. Ms. Maxwell wants to
leave at approximately 4 p.m.

1. Flight number
2. Departure time
3. Arrival time

B. November 27, Anchorage to Juneau. Ms. Maxwell can't leave before 1:30
but wants to leave before 5 p.m.

l. Flight number
2. Departure time
3. Arrival time

C. November 28, Juneau to Fairbanks, with a stop in Anchorage for a
luwncheon meeting (fram 12:00 to 1:30).

1. Flight number
(Juneau to Anchorage)

2. Departure time
3. Arrival time

4. Flight number —_—
(Anchorage to Fairbanks)

5. Departure time
6. Arrival time
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- MAKING TRAVEL ARRANGEMENTS
ACTIVITY SHEET 3--PREPARING A TRAVEL APPLICATION -

DIRECTIONS: Using the information fram Activity Sheet 2, complete the
travel application for Ms. Maxwell. She will be making this

trip to meet with prospective custamers. (You may need to

call a travel agent or airline to Getermine the cost of the
trip.)
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‘TRAVEL APPLICATION

my work, according to present plans, on or before

The purpose of this trip is

beginning on

DATE

» desire to make a trip to

» and returning to

Type of transportation O car
air
D bus
O train
Estimated Travel Cost
Signed
Name Title
Approved O
Disapproved (J Department Head Date
18




MAKING TRAVEL ARRANGEMENTS

INFORMATION SHEET 2--PREPARING AN ITINERARY
I. Terms and Definitions '

A. Itinerary — a detailed, day-by-day schedule of the trip.

B. TIravel Folder — a folder, manila envelope, or other similar
container, for carrying any necessary paperwork (reservation
confimations, letters, reports, etc.) on a business trip.

II. The Itinerary

A. Purpose of an itinerary

1.
2.

3.

4.

To insure that the traveler is aware of flight schedules.

To insure that the traveler is aware of dates and times of any
scheduled meetings.

To aid the traveler in remembering what support materials are
needed for specific meetings.

To organize the traveler's time away fram the office.

B. Formats for itineraries

1.

2.

3.

Arrangement by day and date

@. Person's name centered at top

b. Day and date at left margin

C. Specific times separated under each date

d. Activities at the right, aligned with the time of the
meeting, conference, etc.

Arrangement by activity -
a. Person's name centered at top

b. Activities classified by general headings placed at left
margin, e.g., all meetings listed together

c. Times, days, and dates listed with the meeting
description.

Typed on 8 1/2 by 11 inch paper
a. Bqual left and right margins
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4.

b. l;ouble spacing between items single spacing with
tems

c. Limited to one page if possible

Typed on index cards

a. ' Name, date, and destination on first card

b. Activities for each date on a separate card

Cc. Double spacing between item, single spacing within items
d. One card for each day the traveler is away fram the office

C. Infommation contained on itineraries

1.

2.

3.

First entry

a. Day, date, time of departure; airline; flight number
b. Arrival time at destination

C. Name of person méeting traveler (if applicable)

d. Name of rental car agency (if applicable)

€. Name, address, and telephone number of hotel/motel

f. Time by which hotel/motel reservation must be claimed

g. Any meetings that will take place (time, place,
individuals invalved)

Other entries

a. Time, day, and date of meetings or conferences
b. Iocations of meetings and other activities

¢. Purposes of meetings

d. Names and positions (and telephone numbers if
available) of persons to be met

e. Special instructions for each meeting
Final entry

a. Any meetings that will take place (time, place,
individuals invalved)

b. Special instructions for meetings



Cc. Day, date, time of departure; airline; flight
number

d. Time of_ arrival at destination

III. The Travel Folder

A. Purpose of a travel folder

B.

1.
2.

3.

To organize the support materials for all meetings

To keep all confimations, reservations, etc., in one central
location

To provide a container for odd-sized p:l.eoes of paper, booklets,
etc.

Organization of the travel folder

1.
2.

Material placed in falder by date
All material for ane meeting clipped together

Contents of the travel folder

1.
2.
3.
4.
5.

6.
7.
8.
9.

The itinerary

Airline tickets (if applicahie)
Car rental reservation card
Hotel/motel confinmeation notices

Letters, memos, and teports regarding the trip and meetings to
be attended

Addresses and telephone numbers of people to contact
Business cards

Expense accont forms if any

Any other support materials noted in the itinerary
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MAKING TRAVEL ARRANGEMENTS
ACTIVITY SHEET 4--PREPARING AN ITINERARY

DIRECTIONS: Using the information determined in Activities 2-3 and the

information shown below, prepare an itinerary for Ms.
Maxwell's trip. Arrange the itinerary by day and date and
include any and all necessary information for each day.

A. Monday, November 26

B.

C.

1.
2.
3.

Check-in deadline at airport is 3:00 p.m.
Pick up rental car at Anchorage airport Budget Rent-a-Car.
Check-in deadline at Hotel Captain Cook is 6:00 p.m.

Tuesday, November 27

1.

2.
3.
4.
5.
6.
7.

Wednesday, November 28

1.
2.
3.

4.

5.

Meeting with Mr. Pat Florence at Federal Building, 701 C
Street—2nd floor, room 203—at 9 a.m. ' (Telephone 271-1111)

Meeting and lunch at 11 a.m. with Mr. John Smith at Zeppo's.
Return rental car by 1:30 p.m.

Check-in deadline at airport is 1:45 p.m.

Take airport limo to hotel.

Check in deadline at Baranof Hotel is 7:00 p.m.

Reception at Baranof Botel at 8:30 p.m. in Gald Roam.

Take airport limo tc airport.

Check-in deadline at airport is 5:50 a.m.

Ms. Jane Austin will meet you at éirport: for 9:00 a.m. meeting in
Board Room at airport.

Take taxi to Sheraton Hotel for luncheon meeting at 12:00 with Mr.
Fred Jones.

Take taxi to airport for 3:50 check=-in deadl ine.

193



IT.

MAKING TRAVEL ARRANGEMENTS
INFORMATION SHEET 3--PREPARING A TRAVEL
VOUCHER/EXPENSE REPORT

Terms and'Definitions

A.

Communication expense--expenses incurred for placing business
telephone calls or for mailing or telegraphing items while on
a business trip.

Entertainment expense--expenses incurred for taking a client
or business associate to dinner or in some other way enter-
taining a client or prospective client or customer.

Expense report--a reporting form used by business persons to
record various expenses incurred while doing business for the
employing firm.

Lodging expense--the price, plus tax, of the room rented.

Meals expense--the cost of any and all meals consumed while on
company business.

Other expense--any expense that cannot be categorized under
any other title on an expense report, e.g., gratuities, dupli-
cation of materials, etc.

Receipts~-proof of expenses incurred; usually copies of bills
paid by the traveler to be submitted with the experse.report
to support a claim for reimbursement of travel expenses.
Transportation expense--the amount a traveler pays for any and
costs for transportation, including personal car mileage to
and from the airport, airline tickets, rental automobile, etc.
Travel Voucher/Expense Report

Purpose of a travel voucher/expense report

l. To keep an accurate, itemized record of any business-
related expenses.

2. As a basis for claiming reimbursement for expenses incur-
red.

3. As a basis for income tax deductions for any business-
related expenses not reimbursed by the employing firm.

4. As an accounting record for the employing firm.

5. As a means of documenting expenditures from an established
expense account.

6.  As a record of client and potential client contacts.

7. As a summary-of business-related activities of employees.
' ' 194
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B. Reporting expenses on a travel voucher/expense report

1.

2.

4.

5.

Communication expense
a. Telerhone calls

b. Mailing expenses

Cc. Telegraph expenses
(NOTE: Sametimes combined with Other Expense.)
Entertaimment expense
a. Dinners with clients or potential clients
b. Lounge bills for after-dinner entertainment
c. Ooffee and other snack expenses

d. Tickets to plays, musicals, etc., for entertaining clients or
potential clients

(NOTE: Sametimes combined with Other Expense.)
Lodging expense .
a. Base cost of the roam rented
b. Any applicable taxes applied to rental of the room
Meals expense

a. Actual cost of any and all meals oconsumed while traveling on
business

b. May be broken down by meal, or reported as a daily total or
trip amownt

(NOTE: Sametimes combined with Lodging Expense.)
Other expense

a. Any expense that cannot be categorized under an existing title
on the expense report

b. Gratuities, cleaning and pressing, duplication of necessary
support materials for meetings, etc.

D203



6. 'l‘ransportatim. expense

b.

C.

da.

Actual cost of airline tickets, train tickets, etc.

Rental automobile expense unless categorized under another
title '

Personal car mileage multiplied by the cost allowed for each

mile traveled (unless paid under a separate category)

Taxi and local bus expense unless categorized under another
title

(NOTE: Expenses may be listed by date or may be combined as a
total for each category on a specific trip (the decision should
be based upon company policy and the forms used.)



MAKING TRAVEL ARRANGEMENTS
ACTIVITY SHEET 5--PREPARING A TRAVEL

VOUCHER/EXPENSE REPORT

DEABOEONS: Using the informetion determined in Activities 2-4 and the
information shom below, prepare a travel apense report on
the form provided.

Jasn C Mawrel)
4201 Univecrsity Drive
Peittanis, AX 99702

Rglares Mo.: 1-457-00-2487
Accownt Mo.: 44029134
Rpenses:

Wovesber 26: Dinnec—4$16.50) Gratuity—$2.50
Botel—485.00; Botel parking—$10.00

November 27: Breakfast—45.75; Gratuity-—$.90; Lunch (Bntertairment ) —
m.”’ Groatul o“’ WN-N:
Goatul ty—43.00; Alrport Limo—$1J.00; Eotel-—885.00

Novenber 20 Brenkfast—§§.00 GMH-” Lunch (EBntertaimment)—
' a.ﬁﬂa c::uq’—n.?sa u:pn’t.ho-uo.oo, )

Mcline ticket: $609.12

Car rental: $ 9.9

i itk it o BT FT i el b e
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TRAVEL EXPENSE REPORT

Name and Address

Employee No.

Account No.

Dates of Trip  From__To

Departure From

Destination

Purpose of Trip

Total EXPENSES AMOUNT J—r
Transportation (airfare, taxi, etc.)
Meals and Lodging
Other travel expenses
e Total

ACTUAL EXPENSE SCHEDULE
* —
DATE Misc MEALS LODGING TOTAL DATE MisC MEALS LODGING TOTAL

g P I OSSO SIS SIS IS TSI ‘I’O‘I.'AL ACTUAL EXPENSES CLAIMED

1 aartify thet the expenes sscount sbove rendered totaling $ | Date approved for payment

B WV, sorrest, and unped.

V9

Department Heed

Fiscal Office




MAKING TRAVEL ARRANGEMENTS
ANSWERS TO ACTIVITY SHEETS

Activity Sheet 1 Activity Sheet 2
l. 7:40 a.m. Al. 90
2. 1:45 a.m. 2. 4:05 p.m.
3. #60 | 3. 4:55 p.m
4. Anchorage B~l. 66
5. Yes, No 2. 2:45 p.m.
3. 6:00 p.m.
Cl. 73

2. 6:50 a.m.
3. 8:25 a.m.
4. 395

5. 4:50 p.m.
6. 5:40 p.m.

4 {f"ft%




Activity Sheet 3

TRAVEL APPLICATION

DATE_Current
[,Jean Maxwell . desire to make a trip to —Anchorage
Name
and Juneau beginning on _November 26, 19-- and returning to

my work, according to present plans, on or before_November 29, 19--

The purpose of this trip is—to meet with prospective customers.

-

Type of transportation O car
.Pair
DO bus

O train
Estimated Travel Cost 1,000.00

Signed%- W
Name Title

Approved (OO

Di sépproved O ' Department Head Date

o . 200 208




Activity Sheet 4

ITINERARY

Jean Maxwell

Monday, November 26

3:00 p.m. Check in at airport.
4:05 p.m. Depart on AA #90.
4:55 p.m. Arrive in Anchorage. _
Pick up Budget Rent-a-Car.
6:00 p.m. Check in at Hotel Captain Cook.

Tuesday, November 27

9:00 a.m. Meeting with Mr. Pat Florence at Federal
Building, 701 C Street, 2nd floor, room
203 (277-1111). o

11:00 a.m Meet for lunch with Mr. John Smith at Zeppo's.
1:30 p.m Return rental car.
1:45 p.m Check in at airport.
2:45 p.m Depart on AA #66.
6:00 p.m Arrive in Juneau.
. Take airport limo to hotel.
- 7:00 p.m. Check in at Baranof Hotel.
8:30 p.m. Attend reception at Baranof Hotel Gold Room.

Wednesday, November 28

5:30 a.m. Take airport limo to airport.
5:50 a.m. Check in at airport.
6:50 a.m. Depart on AA #73.
8:25 a.m. -Arrive in Anchorage.
Ms. Jane Austin will meet you.
9:00 a.m. Meet with Ms. Jane Austin in Board Room
: : at airport.
11:30 a.m. Take taxi to Sheraton Hotel.
12:00 p. Meet for lunch with Mr. Fred Jones in
Cafe at Sheraton Hotel.
3:00 p.m Take Taxi to airport.
3:50 p.m Check in at airport.
4:50 p.m Depart on AA #395.
5:40 p.m

Arrivg in Fairbanks.




Activity Sheet 5

‘TRAVEL EXPENSE REPORT

Name and Address . Employee No._ 1-4. 7-80-2457
Jean C. Maxwell Account No.— 4402-9134
4201 University Drive Y 1]
Fairbanks, AK 99701 Dates of Trip From_Rero !QZE(

Departure From_Fairbanks

Destination_Anchorage, Juneau

Purpose of Trip Lo meet with prospective customers

Total EXPENSES AMOUNT ]
Transportation (airfare, taxi, etc.) f bB.O?
Meals and Lodging o?@ £0
1
Other travel expenses /O OO
L Total b 145,87
ACTUAL EXPENSE SCHEDULE
DATE MISC MEALS LODGING ""“'Jn DATE MISC MEALS Tnoocmc TOTAL

) oo 1 900 | 85p0 | 114
na4 100 | s5€b51 250D '
(ujdg | 340D | 3545 | — | (8.47

V77777277777 77777 7 7 el 2l 2l L L s TofAL ACTUAL EXPENSESCLAMED S

| cortity that the expenss sceount stiove randered tataling SM Date approved for payment
» true. corvect, and unpawd. S .y

Department Head Ouste

' ~llf29

Slgrat ]

Fiacat Ottice Date -




A. Match the correct term t

MAKING TRAVEL ARRANGEMENTS

UNIT TEST

the appropriate space.

1.

—

A book arranged by departure and arrival cities
that provides information on all airlines, flight
numbers, type of aircraft used, meals served, etc.

A form on which the cost of any single business
trip can be estimated.

A condensed version of an airline guide, prepared
by each individual airline, which lists departure
and arrival cities, flight numbers, etc.

A guide organized by city and state which includes
hames, addresses, and telephone numbers of the
hotels/motels in and around a city; the types of
rooms available, etc.

A listing of all cities within a state or region
and the mileage from the home base of a particular
firm to the city listed.

A maximum amount of money that a company will re-
imburse its employees for each day spent traveling
on company business. ‘

An employee of a travel agency who arranges trans-
portation, rental automobiles, lodging, and other

travel-related services for customers of the agency.

A form filled out by a traveler to get permission
from the employing firm to make a business trip.

A detailed, day-by-day schedule of a trip.

A folder, manila envelope, or other similar con-
tainer, for carrying any necessary paperwork on a
business trip. '

0 its definition by pPlacing the letter in

Airline Guide

Communication
Expense

Entertainment
Expense

Estimate of Travel
Expenses

Expense Report
Flight Schedule
Hotel/Motel Guide
Itinerary

Lodging Expense
Meals Expense
Mileage Chart
Other Expense

Per Diem

Receipts

Transportation
Expense

Travel Agent
Travel Application

Travel Folder

Expenses incurred for placing business telephcne calls or for mailing or

telegraphing items while on a business trip.

Expenses -incurred for taking a client or business associate to dinner or in
some other way entertaining a client or prospective client.

A repcrting form used by business persons to record various expenses incur-

red while doing business for the employing firm.

. The price, plus tax, of the room rented.

The cost of any and all meals consumed while on company business.

Any expense that cannot be categorized under any other title on an expense
report, e.g., gratuities, duplication of materials, etc.

Proof of‘expenses incurred.

N N - 4 y ) . . .
The amount ‘a traveler pays for any costs for transportation, including

pa

personal car mileage, airline tickets, rental automobile, etc.




B. Using the list provided at the right, identify the pieces of infor-
mation required when making the various types of travel reserva-
tions, by listing the appropriate identifyiny letters in the spaces
provided. (NOTE: Answers may apply to more than one type of
reservation.)

l. Airline reservations A. Arrival date and time
B. Class of service desired
C. Confirmation requested

D. Credit card number for
billing

E. Dates on which car will be
picked up and returned
2. Lodging reservations F. Departure date and time

G. Departure and return
dates

H. Destination
I. Employing firm

J. Local telephone number for
traveler

K. Method of payment to be
, used
3. Rental car reservations

L. Name, address, and tele-

phone number of traveler
M. Number of persons in party
N. Preferred airline

0. Preferred departure and
arrival times

P. Room rate allowed
Q. Type of car desired
R. Type of room desired

C. List the information required in the section of the itinerary
that is identified.

1. First entry

Q.

b..

c.

da.




2. Final entry

3. Other entries

a.

b.

D. Circle the numbers that precede the items that would be included in
a travel folder.

1. Addresses and telephone numbers of people to contact
2. Airline tickets (or'other transportation tickets)
3. Business cards |
4. Car keys
5. Car rental reservation card
6. Expense account forms |
7. Hotel/motel confirmation notices
8. Itinerary |
9. Lettérs, memos, repotts, regarding the trip being taken
10. Pens, penéils, erasers, and so forth
11. Résumé
12. Steno notebook

13. Support materiais noted on the itinerary

l4. Travel application




E. Classify the following expenses by the category into which they
would be included on an expense report. On the line provided,
identify the appropriate category by using one of the following
letters:

Lodging expense
Meals expense

Other expense

4 0O =2 B
]

: Transportation expense

1. -Cost of a hotel room

2. -Dinner'for a potential client

3. Dinner from room service

4. Airpért parking

-5; Cost of a rentai car

6. Taxes applied to a hotel room

7. Breakfast in the hotel dining room

8. Tip for the baggage handler at the airport

9. Gas for personal car to and from the airport

10. Airline tickets.

ll._ Duplication of report to be given to board members
12, Lunch at the airport |

13, Telephone calls back to home office

14. Laundry bill while at hotel

15. Limousine service from the airport to the hotel

&
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MAKING TRAVEL ARRANGEMENTS
ANSWERS TO UNIT TEST

A. 1. a . P 13. E
2. D 8. @ 4. 1
3. F 9. H 15. g
4. @ 10. R 6. L
5. K 11. B 17. N
6. M 12. ¢ 18. o

B. 1. Airline reservations
B, D, G, H, J, L, N, O
2. Lodging reservations
A, C, F, I, K, L, M, P, R
3. Rental car reservations

EI II LI Q

C. 1l-a. Day, date, time of departure; airline; flight number
b. Arrival time at destination
C. Name of person meeting traveler (if applicable)
d. Name of rental car agency (if applicable)
e. Name, address, and telephone number of hotel/motel
f. Time by which hotel/motel reservation must be claimed
g. Any meetings that will take pPlace (time, place, participants)

2-a. Any meetings that will take place (time, place, participants)
b. Special instructions for meetings .

'c. Day, date, time of departure; airline; flight number
d. Time of arrival at destination

3-a. Time, day, and date .of meetings or conferences
b. Locations. of meetings and other activities
C. Purposes of meetings E
d. Names and positions (telephone numbers) of individuals to be 7
e. vspécial.insxrqqfiqgs for each meeting
U N




D. 1. 1 6.
2. 2 7.
3. 3 8. (
4. 5 9. 13
5. 6
E. 1. L €. L 11. o
2. o . M 12. M
3. M . 0 13. ©
4. © 9. T 14. o
5. T 10. T 15. T
(
Qo
ERIC.:
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