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This is not a curriculum. It is a classroom resource that can be
integrated into the curriculum you have developed for your learners
based on an assessment of their needs. It is also not focused on job
search but it is focused on employability skills and knowledge.
CanadaWorks will help the learner focus on experiences that come
after getting a job.
CanadaWorks is referenced to the Canadian Language Benchmarks and
the LINC Curriculum Guidelines, which were developed by the Toronto
Catholic District School Board.
A separate workbook called Through the Looking Glass has been
written for learners to use and it supports the information and
activities in CanadaWorks.

What Makes CanadaWorks Work?
The information and activities are based on what we have learned over
our total of twenty-five years as workplace trainers. We have taught
language classes in a variety of sectors and at all competency levels.
The workers in our classes had attended LINC and other ESL
programs. Their job search skills got them into an organization, but
they were faced with a new workplace language, a new culture, new
rules and expectations; a workplace very different from their previous
experiences.
CanadaWorks helps learners increase the likelihood of successful
employment.

CanadaWorks
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Our Beliefs About Adult Education

1. Adult Learners learn best in a functional context.

2. Adult Learners have a lot of knowledge and experience
that needs to be recognized, valued and built upon.

3. Adult Learners need core information about Canadian
workplaces before they enter one.

4. Adult learners need to be exposed to and have the
opportunity to practise the language and skills they will
be asked to use in most Canadian workplaces.

5. LINC Instructors and ESL Instructors work in one
sector…education. Instructors need to be comfortable
and familiar with other sectoral and organizational
cultures; job responsibilities, policies and procedures,
legislation etc.

CanadaWorks
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The Two-step Shuffle

Language tasks related to employment are now key to language
training curriculum. Job Search is only one part of this process.
Newer to the mix is the focus on employability skills. These are the
skills needed to keep a job and thrive in a workplace. For instructors, it
means doing what we call The Two-step Shuffle. In a constantly
changing learning environment, instructor/trainers need to stay two
steps ahead of the learners!
When we begin to add an employability context (as opposed to a job
search context) to our curriculum, we become very good at the twostep shuffle.
CanadaWorks was written to help instructors increase their content
knowledge as well as to provide key information and practice for
learners directly related to a workplace context. We expect an
instructor will carefully read a unit before presenting it. There is a
Resource section with additional sources for the instructor. Each
activity is designed for LINC 4 but we have suggested additions that
move it to a LINC 5. The activities are samples only and are by no
means exhaustive.

CanadaWorks
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Instructor and learner styles as well as on-going needs assessments
will suggest many more types of activities that can be developed to
meet class needs.

e.g.,
Text could be used in activities such as:
� question & answer
� cloze
� integrating computer skills
� vocabulary activities
� synthesizing and summarizing
� note-taking
� presentation
Graphics could be used to discuss:
� socio-cultural meaning
� communication methods other than oral language

Making Connections
LINC 4 & 5 Curriculum Guidelines
We carefully examined the LINC 4 & 5 Curriculum Guidelines to ensure
that
� we were not repeating work already done
� we were paralleling topics and skills as closely as possible
We encourage instructors to refer to the document at relevant points
in CanadaWorks. The document can be accessed at http://alphaplus.ca

CanadaWorks
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Canadian Language Benchmarks 2000
Related Benchmarks are attached to each activity. As you adapt and
add to the suggested activities, the focus shifts to other benchmarks.
These are a guide only as are the LINC Curriculum Guidelines. Access
the guide through the Centre for Canadian Language Benchmarks.
www.language.ca

How the Topics Were Chosen
As we mentioned earlier, some topics parallel the LINC Guidelines. The
content differs in focus, not language skills. For example, in the section
on customer service, the curriculum document looks at returns and
complaints. While this is important consumer information, it needed to
be expanded to a broader understanding of how customer service
works from within as well as externally. CanadaWorks tries to do this.
Quality and Standards, the two big words in all sectors (including
education) are firmly entrenched in customer service.
Survey
We surveyed a variety of stakeholders as step one. These stakeholders
included LINC instructors, ESL instructors, workplace trainers,
learners in classes not yet working and learners now working,
owners/managers of companies and human resource personnel.
Focus Groups
Eight stakeholders were asked to be part of a focus group. All were
experienced ESL instructors. Some were LINC 4/5, some community
ESL and most had sectoral-specific experience (e.g., health care ESL)
and one was from a labour organization involved in ESL.
Research
The following sources were also researched and CanadaWorks delivers
information or practice on most of the skill areas defined in each.
Essential Skills Profiles: Human Resource Development Canada
Essential Skills: Conference Board of Canada
CanadaWorks
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Foundation Skills: Canadian Unions
Basic Skills: SCANS (Secretary's Commission on Achieving Necessary
Skills) U.S.
Note: some skills may not seem directly related to language skills, but
if you break each skill down there is a direct correlation to language
competency.
Experience
I have years of experience training in a variety of sectors as does my
co-writer. We have watched downsizing, re-engineering, paradigm
shifts, new technologies introduced, employment equity; the list goes
on….
We have worked directly with learners in the workplace, and with their
help have identified the common tasks (with related language
competencies) that help ensure their employability in their
organization (or another organization.) This experience forms the core
of CanadaWorks.
Standardized Test
We acknowledged the competency areas being assessed in Working –
Assessing Skills, Habits, and Style, a standardized assessment
instrument available through Laubach Literacy.
Judith Bond
Writer
CanadaWorks

CanadaWorks
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Letter to Instructors

As an instructor, you are a worker for your organization, which in turn
is part of a particular sector. What CanadaWorks asks you to do is
transfer what you know and experience in one setting to a broader
understanding of the modern Canadian workplace.
There is a perception that only people who plan to open their own
business or manage/supervise others need the skills and information
highlighted in CanadaWorks. As workplace educators, the writers work
with people who were successful in their job search, but who were at a
disadvantage when faced with the language demands of their new job.
They may have successfully completed LINC 4 or 5, but have gaps in
knowledge, skills and the practice of actual workplace related language
and related tasks.
To get a sense of the complexity of skills needed in what is still seen
as an entry-level position, we have included a skills mapping of a
grocery store cashier. (page x)
We have included a letter to your learners that can help explain the
content they will be working with in this document.

CanadaWorks
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To The Learner
CanadaWorks was written in support of your search for employment. It
is not a job search course. It will give you a picture of what a
workplace might look like:
� the structure
� the culture
� rules
� sector information
� legislation
CanadaWorks will help you look beyond finding a job. It will help you
focus on your employability skills. We hope the language and skills you
learn, practise and demonstrate help you in successfully performing
your job.
You may ask yourself "What does ISO 9000 have to do with finding a
job?"
�

�

�

�

If you see the sign on the building, you can ask questions in your
interview.
If you see 9001 you know that the company designs some of its
services or products.
If you are aware of ISO 9000, it means that the company may
have to spend less on training you on-the-job.
If a company is an ISO 9000 registered company, you know that
they have documented policies, procedures and ways of doing
business. You can get an idea of how this company does business.

CanadaWorks
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Skills Mapping
When we follow good practice and conduct a comprehensive needs
assessment, we learn about the goals and aspirations of the people in
our classes. Some goals may be similar, some not. Generally,
employment tends to be a common goal. As instructors, we are often
very familiar with job search material and feel comfortable teaching it.
Sometimes we may feel uncomfortable teaching material based on
information that is less familiar or brand new to us. CanadaWorks will
hopefully fill a gap for both you and your learners as it focuses on
employability skills.
If you have learners wanting to enter the same job sector in similar
positions, you and the learners can share all steps in the search to find
the knowledge and skills required to be successful when they reach
their goal. If, more likely, you have learners with very different goals
and employment paths, the task becomes more difficult.
We are going to share with you a technique that is part of our planning
process. It has been our experience that learners often don't know the
language skills and levels needed for jobs they are doing or plan to do.
If we ask a learner in a workplace class how much writing they do on
the job, the answer is often "None". However, the job task analysis we
do before developing a curriculum suggests that this is not true. So we
set an assignment. Each learner is given a chart to document the times
they use a pen, pencil, keyboard or other tool that generates
information (e.g., a bar code scanner) This is also used to identify
reading, listening and speaking patterns. The next page shows the
information and skills needed in a common entry level position.

CanadaWorks
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Cashier: Grocery or Convenience Store*
Documents

Customer
Service

Equipment
Related

�&� (these
skills are not
separated at
this point)
Signage
Promotional
Locational
Instructional
Informational
Work
schedules and
tables
Check
signatures
Point-to-sale
receipts
Computer
screen
Obtain
information
from icons
and pictures,
brand labels,
flyers to
compare
prices
Forms
Charge slips
Cheque
cashing
rain checks
NSF lists
cash
reconciliation

�conventional

� use a
keyboard and
other point of
sale equipment

greetings
�give bad
news (Debit
Card not
approved)
�explain
customer
complaint
�customer
service
policies

Financial
�listen to

�noting daily
specials

�money, bill
amounts
�cash
deposits,
reconciliation

�pay sheet or
time card,
benefit forms

�computer
screens/
special
software

�participate
in team
meetings,
negotiate,
persuade, ask
for
information,
clarification

� use a
telephone or
intercom

�document
complaints
returns

Sectorspecific

�memos,
minutes,
policies and
procedures,
pay slips

instructions

� data base
to view
product,
numbers,
descriptions
and prices

General
Practice

�rules for
handling food

�exchange
rate

• This is by no means an exhaustive list of skills, but it can get the
learner on track. See the Essential Skills Profiles at
http://www15.hrdc-drhc.gc.ca/

CanadaWorks
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Integrating CanadaWorks
Each unit explores a different area of the Canadian Workplace. Some
units have a single theme, others are sub-divided into related topics.
Each topic includes a sample activity with comprehensive instructor
notes. The related benchmarks are also clearly described.
The sample activity could be used as a demonstration task, a showcase
for the learning that has occurred.
Your needs assessment will help you and your learners decide which
information is relevant to their personal employment goals.
Words from the field:
Organizational Culture: The students had a great time doing the

materials. They felt that all the activities were very relevant and up-to
date.

Working By the Rules: There was a wealth of information in this

package. Thank you! My students enjoy group work so I organized the
material in stations. Students received a task sheet with 10 activities to
complete. Students had two weeks to complete all ten stations. I then
looked over their notes and had a classroom discussion with all the
feedback students gave regarding the stations. The students really learned
a lot about Canada's workplace policies and laws pertaining to
employers and employees.
Workplace Tools for Doing Business: It definitely gave me great ideas to

implement into my course outline…it reinforced and added new insight
into existing curriculum…
CanadaWorks
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Evaluating and Integrating the Internet into
Classrooms
The Future is Now.
Does this sound familiar? We do our learners a disservice when we
don't work towards increasing their access to information using
available technology.
There are of course barriers: no on-site computers, no Internet hook
up, personal fear or an instructor who is computer illiterate to name a
few. We acknowledge the barriers but ask instructors to think outside
the box. Your local libraries are now connected, there are cyber cafes,
or ask friends and family for ideas. If computer skills are now listed as
basic or foundational skills, that means these are as necessary for us
as educators as they are for learners.

Asking the Right Questions

We have included web site addresses in the body of CanadaWorks as
well as in the Resource section. That does not mean that you look at
them for the first time with your learners. It's like showing a video in
a class, or using an article or book. As instructors, we become very
familiar with the content before introducing it to the learners. We
decide on how to integrate it into our themes and topics. We develop
activities to enhance the learning. We develop strategies to check that
learning has occurred. It's the same with the Internet. Learners need
to acquire skills in media literacy, critical thinking and evaluation so
that they can fully participate in a discussion.
Why are we using a site?
• Do we know who wrote it and maybe why? (affiliations, memberships)
• Do you know the point of view or bias? Is it relevant?
• Is the information reliable?
CanadaWorks
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•
•
•
•
•
•
•

Is it sourced? Can you reach the author or web master?
Is the reading level appropriate for your learners?
Does the content match your learning objectives?
Did you check for stereotypes or cultural bias?
Is the information current? Is it up-dated regularly?
Can you download quickly?
Is the page easy to read or messy?

These are the same types of questions we constantly ask ourselves
about any material we use in the classroom. It may not be on a
conscious level with experienced instructors, but we think it is one skill
that all excellent instructors use.
Two important pieces of information:
• The Internet is a living entity, constantly shifting and changing. The
addresses in CanadaWorks are current on publication. If an address
cannot be found there are two ways of searching for it. If it is a
long address try only the first part. Sometimes a home page can give
you access to the information or site you are seeking. The other
method is to use a search engine. Our favorites include:
• www.altavista.com There is a Canadian specific site as well
• www.excite.com
• http://www.google.ca/ This is the Canadian URL and very good
• The information you download may be copyright protected. There
are usually statements of use. Or go to The Copyright Website for
information on educational and scholarly use.
• www.benedict.com/contents.htm

CanadaWorks
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A Word About Through the Looking Glass
A learner workbook was written to be used with CanadaWorks. The
language and constructs are written to meet LINC 5 requirements and
the context parallels CanadaWorks. The content is challenging for
LINC 4 and 5.
While we encourage self-directed learning for LINC 5, we ask that
instructors introduce lessons around the vocabulary before asking
learners to complete an assignment.
LINC 4 classes will need to use the workbook within the classroom and
within their groups. The instructor support should be more intense and
directed.

CanadaWorks
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Where the Work Is
What Is a Sector?

A sector is an economic, political or social sub-division of a society. In a
discussion about working in Canada, we talk about Canada's four major
industries or sectors and the sub-divisions related to each one.

Four Main Sectors in Canada
� Manufacturing
� Service (includes Retail/Wholesale)
� Resource
� Technology
�

Each of these sectors has a number of sub-divisions. Make a chart with
the titles of each Sector at the top. Observe people as they work.
Make a list of as many different types of jobs as you can. Guess which
sector each job is related to.
Reflection
Have you heard the terms public sector and private sector? What
does that mean to you? Are there public sector organizations related
to manufacturing or service? What about retail/wholesale or resource?
Does every country have these sectors? Do most countries have both
public and private sectors?

CanadaWorks
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Public VS Private Sector
According to Statistics Canada (1996), the most employment
opportunities are in the private sector, yet the private sector accounts
for only 14% of all jobs in Canada.

This pie chart represents the two
sectors. If the private sector has
14 % of all jobs, what percentage of jobs
are in the public sector?

Where the Jobs Are
The largest numbers of jobs are in the service and retail sectors. The
fewest jobs are in the resource sector.

Hmmmm….
Did you know that health and social services, educational services and
public administration account for 30% of all service sector jobs? Are
you surprised?

For lists of the sub-divisions of each sector visit this WEB site :
http://strategis.ic.gc.ca/
click on English
click on Business Information by sector
click on Industrial Category

CanadaWorks
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Sector Councils

If you are interested in working in an industry, there are
often Sector Councils representing the interests of businesses
and the industry itself. The following list could help in your
researching information to help you match your interests with a job
area. The list is only a sampling of the organizations where you can find
more information about the sector you are interested in.
•

FYI stands for: For Your Information

Sector Council
Biotechnology Human
Resources Council

Canadian Association of
Equipment Distributors
Canadian Automotive Repair
and Service Council
Canadian Tourism Human
Resources Council
Cultural Human Resources
Council
Software Human Resources
Council

Textiles Human Resource
Council
WITT (Women in Trades
and Technology) National
Network

Represents
Organizations dealing with
technology underlining
transformation of products
e.g., food, health
Organizations that sell,
maintain and repair heavy
equipment
Organizations that repair
and service automobiles
Operators and businesses
selling products and services
to tourists and travelers
Individuals and organizations
involved in the arts
Organizations that develop,
market and use information
technology and software
related services

WEB Site
http://www.biotech.ca/

http://www.caed.org

http://www.cars-council.ca/
http://www.cthrc.ca/

http://www.culturalhrc.ca/

http://www.shrc.ca

http://www.thrc-crhit.org/
Producers of textiles for
apparel, home furnishing
etc.
http://www.wittnn.com
Women in trades,
technology, operations and
blue-collar work

CanadaWorks
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Labour Market Information
What is it and why is it important?
Labour Market Information looks at the conditions for a given
occupational group. It analyzes things like wages and levels of
unemployment in order to predict change over the following five years.
Knowing this information allows you to make informed choices about
work now and in the future.
An Example of Occupational Outlooks*
Current/2004
Business Finance & Administration
Natural & Applied Science
Health
Social Science, Education, Government
Services & Religion
Art, Culture, Recreation & Sport
Sales & Services
Trades, Transport & Equipment Operators
Primary Industry
Processing, Manufacturing & Utilities
All
Labour Market Ratings

from Human Resources Development Canada:

G/G
G/G
G/G
F/F

G/G
G/G
F/F
F/F

F/F
--
F/F
--

--
--
--
--

G/G
G/G
G/G
F/F

G/G
G/G
F/G
G/F
G/G
G/G

F/F
--
--
--
--
G/G

F/F
F/G
F/F
F/F
G/G
F/F

--
F/L
F/F
L/L
F/F
F/F

--
L/L
L/L
L/L
L/L
L/L

F/F
F/L
F/F
F/F
F/F
F/F

M - Managerial
A - Professional Occupations
B - Technical, paraprofessional,
and skilled occupations
C - Intermediate Occupations
D - Labouring and elemental occupations

http://jobfutures.ca/jobfutures

CanadaWorks
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All

G/G
G/G
G/G
G/G

Skills Levels

G - Good labour market conditions
F - Fair labour market conditions
P - Poor labour market conditions
L – Limites labour market conditions

*

M

Skill Levels
A
B
C
D

Q&A
What kind of decisions does this information help you make? Where is
the poorest outlook currently for unskilled jobs in the retail sector?
Which occupations have improved by the year 2004? Can you think of
any reasons to account for these developments?
Which outlooks have worsened? Can you explain why? Can you think of
any changes in society or the economy that would cause these changes?
How could this information affect your goals and plans?

CanadaWorks
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Hmmmm…..
The world's fastest growing industry is Tourism.
One of Canada's fastest growing industries is Trucking or Logistics.
What kinds of jobs are found in these two industries? Remember to
think beyond what may be obvious.
Does this information contradict the information in the chart on page
4? Why might it be different?
For more information contact:
Ontario Trucking
Association and the
Canadian Trucking Alliance

Canadian Tourism
Human Resource Council
http://www.cthrc.ca

http://www.ontruck.org/

CanadaWorks
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Career Directions
occupations that do not
need a university
degree

Catchy Phrases
Learning a living.
The only thing constant in
life is change.
Hmmmmmm…….

Spot a change, create a response.
What does this mean to an individual entering
or in the workplace?
Did you know?
Schooling required
8 years or less
Some high school
High school diploma
Some college
Advanced degree

% of jobs requiring education
1985
1995
2005
6%
3%
2%
12
8
6
40
28
20
15
7

By Frank Feather Toronto Sun November 17, 1997

24
15

32
22

What does this information tell you? What
implications does it have for you? What
changes can you guess will happen in the
workplace?

http://www.careerccc.org/c
areerdirections

Occupational
Information

http://www.umanitoba.ca/st
udent/counselling/occupatio
ns.html

WorkInfoNet

http://workinfonet.ca

Canada Prospects

http://www.careerccc.org/
click on CCC Products, scroll
to Canada Prospects

Occupational Outlooks

http://www.jobfutures.ca/j
obfutures

The Daily Statistics
Canada

http://www.statcan.ca/engli
sh/dai-quo

NewWork News

http://newwork.com/

Site for Newcomers

http://www.settlement.org/

Can you believe it?
In 1949 someone said: "Computers in the
future may weigh no more than 1.5 tons."

CanadaWorks

click on employment

ªWTS Workplace Training and Services

7

Where the Work Is:
Instructor Notes
Checking Out Industries in Canada
�
�

�

�
�
�
�
�
�
�

Make sure that learners can access a computer
that will allow them to use the Internet
Review or introduce learners to note-taking
techniques when doing research (rather than
printing numerous pages of material)
Ask learners to work in small groups or
individually to get information about one of the
four main sectors in Canada
Remind learners to take notes
Have each group present or share the information
Review or introduce learners to interview
techniques
Have each learner complete an interview form
about the jobs people do
Ask learners to interview as many people as they
can about the jobs they do
Have learners present their findings to the group
Make sure learners know which of the four main
industry groups or sectors the jobs are related to

CanadaWorks

Skills to Practice
� research
� take notes
� organize
information
� skim and scan
� present
� fill in form
� access information
using Information
Technology
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Tips for Level 5
Review or introduce learners to techniques used to
summarize material
� Ask learners to write a one-page summary of
their findings after researching one of the four
main industries in Canada
� Ask learners at this level to identify a job or jobs
that interest them
� Have learners research the job(s) on the
Internet, take notes, summarize their findings,
and present the information to the group
� Encourage fellow learners to ask questions and
share information about previous job experiences
Related Benchmarks
Listening
LINC 4:
LINC 5:

Speaking
LINC 4:
LINC 5:

Reading
LINC 4:

LINC 5:

Writing

follow sets of sequentially presented
instructions and directions
understand a range of spoken everyday
instructions on step by step procedures

relate information about everyday activities
ask for and provide information relayed to
routine daily activities

get the gist, key information and important
detail of simple, explicit two to three
paragraph texts
demonstrate comprehension of a two or three
paragraph moderately complex descriptive text

LINC 4:

copy information from a computer screen

LINC 5:

reduce a page of information to a list of seven
to 10 important points

CanadaWorks

Note:
These activities can be
done with hard copies
of material if your
learners don't have
access to the Internet.

Skills to Practice
� research
� take notes
� organize
information
� skim and scan
� present
� fill in form
� access information
using Information
Technology
� summarize
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Checking Out Industries in Canada
Note-Taking Skills
Taking notes is a great way to help you remember information.
Remember that when you take notes, you don’t write everything! So,
you must decide which details to write down. Here are some
strategies to help you take good notes:
1. Make sure you write your notes using your own words.
2. Write words or phrases instead of full sentences.
3. Use abbreviations or symbols whenever you can.
4. Look for these kinds of key words:
� first
� then
� finally
� in conclusion
� the reason
� for example
Tip: Some common symbols used when taking notes:
& means "and"
@ means "at" or "at a cost of"
# means "number"

*

usually means "pay attention, this
very important".

CanadaWorks
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Here’s an example:
In 1998, Ramona Chavez discovered that there was a great need in
her neighbourhood for dog walkers. As an animal lover, Ramona
began walking her neighbours’ dogs as a favour to them. Soon, she
was so busy that she decided to speak with her banker about
starting her own business. Today, Ramona’s company is in three
locations and employs thirty people!

NOTE 1998: Ramona Chavez – animal lover/dog-walker – started
own business – now has 3 locations; 30 employees
Can you improve the note?

CanadaWorks
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Internet Research

Learner Name
Date
Site Name(s)
NOTES

CanadaWorks
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Gathering Information…
The best way to gather information is to ask questions. Can you
remember the different types of questions?
Yes/No Questions

5-W Questions
W
W
W
W
W
How

CanadaWorks
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Getting on the Path

Does everyone follow the same pathway to a
workplace? How did you find your first
job? Was it connected to your education and
training, your experience, your skills, luck, or
knowing the right person?
There are many paths to work. How many can
you think of?
Reflection
Think about your life. Prepare a time-line of your working life.
Include education, courses, changes etc. Has your working life been
a straight line? Or is it curves and right angles?
Hmmmm….
Today, most people change careers on an average of 6 to 7 times.

Workforce Profiles*
The Core Workforce
�
�
�
�
�

•

full-time
specialized
expensive
loyal
paid for
performance

The Contractors
�
�
�
�
�

entrepreneurial
fee for service
knowledge niches
little security
often selfemployed

The Flexible Labour Force
�
�
�

�

part-time
occasional
young or early
retirees
a job not a career

Charles Handy The Age of Unreason, Harvard Business School

Do you agree with this analysis? Why or Why not? Where would
you be comfortable?
CanadaWorks
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Old Way Versus New Way
Match an old way with a new way:
Only sales and marketing people
see customers.

Life-long learning, re-training,
skills portfolios, transferable
skills.

Finish school. Start work.

Global economy.

Stay in the same town or city.

Knowledge and Information
Age.

Organizations you work
for are large. Or you
work for the government.

People in companies move across
more than up, in their careers.

The economy is based on
manufacturing and resources.

Work in small companies (under
50 employees).

You leave your brain at the door
and follow orders.

Must be a good problem solver,
a self-starter. The power
structure is flatter and
communication is two-way.

The power structure
(organizational chart) looks like
a triangle. Everything comes
from the big boss.

All jobs in every sector focus
on customer service.
You will have 6-7 careers.

Professionals have paid staff to
do things like letters, phones
etc.

Professionals use a computer 
voice mail, e-mail, letters,
memos, etc.

Job titles are very important.

Workers are in teams and the
boss relies on their problem
solving skills and innovative
approaches.

There is room for promotion.
Your job is for life.

Job titles are no longer
defining who you are.

CanadaWorks

ªWTS Workplace Training and Services

15

The World of Work *
Below are 10 True or False statements. Mark a T or F beside each of the following
statements.
1. ___

35% of the workforce today is working in temporary jobs.
This percentage is expected to increase.
Having the proper education is probably your best guarantee for
finding and keeping employment.
In 2000, more than half the working population in the industrial world
worked in "non-traditional" work settings such as part-time, contract
etc.
The average worker will change careers at least six to seven times
during his or her working life.
One of the most certain ways to keep your job today is to stay loyal to
your company and be a dedicated employee.
In 2005, half of the working population in developed countries will be
doing work which doesn't even exist today.
Over 2 million Canadian households are involved in home-based
businesses. This number is expected to shrink in the next 10 years.
In 2000, 30% of the workforce is over 45 years of age.
In 10 years there will be 2,000 occupations in Canada.
The most important part of the work search is the polished resume.

2. ___
3. ___

4. ___
5. ___
6. ___
7. ___
8. ___
9. ___
10.___

*from Ontario Prospects 97
Answers:
1. True
2. True
3.
4.
5.

True
True
False

6.
7.
8.
9.

True
False
True
False

10.

False

Temporary work is on the increase.
Your knowledge is, and will be, key to your success i n the workplace. Statistics
show that those with more education have a better chance of finding and keeping a job.
"Non-traditional" work is on the increase world-wide.
Workers must have the flexibility to adapt to a constantly changing workplace.
Loyalty and dedication are important, but increasingly, work is project-oriented and
team-based. Once the project is over, workers may not be needed any longer.
Technology is creating new kinds of work.
Home-based businesses in Canada are on the increase.
As the baby-boomers age so does the workforce
Today, there are 25,000 occupations in Canada and new technologies continue to make
some occupations obsolete while new ones are created.
Your resume is only part of the job search.

CanadaWorks
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Are you at a crossroad? There are several paths to follow to work.
A few ideas:
� jobs related to education and professional training
finished in a country other than Canada (Access to
Trades and Professions)
�
further training (one way is through the
apprenticeship program) in the field you've chosen
� use your entrepreneurial skills and start your own
business

Access to Trades and Professions
A useful WEB site is http://www.contactpoint.ca/html/ftp/sheets.html
This site has a growing list of occupational fact sheets. If you are
foreign trained, this is a good starting point for you.
Occupations in Canada are regulated or non-regulated. If they are
regulated, a practitioner must meet licensing requirements. Almost 50
professional categories and over 100 trades (apprenticed) are
regulated. This adds up to 20% or 3 million workers. These occupations
are usually the responsibility of a Provincial Government. There are
very few exceptions. Workers who make up the 80% non-regulated
workforce meet standards set by employers.
If you are practising your trade or profession and wish to move to
another province, you need to find out the requirements of that
province. They may be different!
Apprenticeship is a hands-on training program for individuals wanting
to work in a skilled trade. It is a combination of classroom work and onthe-job training.

CanadaWorks
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If you are interested in a trade, you may want to look
at the requirements for different occupations.
Apprentices learn a trade while they earn.

"Learning a Living"
Job

Training Time
Baker
3-4 years
Cook
3 years
Hairstylist
2-3 years
Horticulturist
2 1/4 years
Network cabling 2 years
specialist
3-5 years
Automotive
service
technician
Motorcycle
3 years
mechanic
4 1/2 years
Heavy-duty
equipment
mechanic
Marine-engine
2-3 1/2 years
technician
Auto-body
3-4 years
repairer

Job
Carpenter
Electrician
Plumber
Steamfitter
Boilermaker

Training Time
4-5 years
4-5 years
4-5 years
4 1/2 years
3-4 years

Sheetmetal
worker

4-5 years

General
machinist
Mould maker

About 4 years

Tool and die
maker
Millwright

About 4 years

About 4 years
About 4 years

For a complete listing of Apprenticeship Trades, visit
http://www.durham.edu.on.ca/careerdev/Appr.html

CanadaWorks
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The Self-employment Option
The Pros and Cons of Working for Myself
Pros
I make my own hours.
I decide on my own rate of pay.
I do my own performance
evaluation!
I am doing something I love to do.

Cons
I work long hours.
My income is not predictable.
I have to arrange my own benefits
or gamble that I don't need them.
There is more pressure to
produce. I don't produce, I don't
get paid.
I have no structure unless I set it.
I feel alone sometimes.

I control my life.
No day is the same as the day
before.
There are attractive tax benefits. I could lose everything.

Can you think of other pros and cons? Take a short on-line quiz to see
if you fit the profile of an entrepreneur:
http://mazemaster.on.ca/eng/mod3/
If you have the desire and the entrepreneurial traits needed to be
self-employed, there are options to take a look at. There are several
types of business that fit
the self-employment model:
�
�
�
�
�
�

sole ownership or sole proprietorship
partnership
corporation
business co-op
franchising
home business

CanadaWorks
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If you see yourself as a small business owner/operator there is a
sequence of steps to follow:
Step 1:
Step 2:

Develop an idea or find a business opportunity.
Find out as much as you can about Business start-ups.

Step 3:

Find out about the sector or industry you want to become a
part of.

Step 4:

Research the demographics of the community in which you
want to open your business.
Would you open a bookstore on a
street that has Indigo Books? Or
open a small grocery store next to
Loblaws?

Step 5:

Develop a Business Plan.

Step 6:

Find and research funding
sources.

Step 7:

Identify areas in which you need training or support.

Reflection
Most of Canada's businesses are very small. In fact, only .2% of
companies in Canada have over 500 employees. WOW!!
Companies that have 5 or fewer employees account for 78.2 % of all
the companies in Canada.
Does this give you more confidence in becoming self-employed, or less
confidence?
Still interested? There is an excellent on-line Small Business Workshop
you can complete at http://www.sb.gov.bc.ca/smallbus/sbhome.html
CanadaWorks
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Trends Point the Way
Can you guess what a futurist does? There are a lot of books available
that talk about the future. Two interesting points of view are given by
futurists David Foote and Faith Popcorn. They both have written books
suggesting trends and opportunities for doing business in the future.
They and other futurists look at what is happening in the world and
they make predictions.
Some interesting predictions for the future include these trends:
�
�
�
�
�
�
�
�
�
�
�

spending more time at home (cocooning)
time-savers and convenience items
aging population
Only four Western Countries had
wellness
baby booms: Canada, the United
concern for quality
States, New Zealand and Australia
personal services
and Canada's was the largest boom.
maintaining tradition
What will this mean to Canadians?
more customization
Can you identify any opportunities?
affordability
the move from an industrial society to an information society
a shift in orientation from a national economy to a world economy

Do any of these trends suggest something to you?

Recognizing Opportunities
Most small business owners (including home business owners) choose
their path to self-employment in one of three ways:
1.
the job they are doing at the moment (for someone else)
2.
their hobbies
3.
observation (informal or a deliberate search)
CanadaWorks
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What Kind of Businesses Can Be Run from Home?
general contracting
tailoring
crafts
furniture refinishing
restoration
picture framing
wood or ceramic products
accounting
bookkeeping
e-commerce
hairstyling
manicure
computer programming
herbalism
disk jockey

upholstery
mail order
decorating
painting
flower arrangement
insurance
real estate
massage
lessons
tutoring
personal sales
physiotherapy
editing
writing
plumbing

Can you think of other businesses to add here? What do you love to
do? Can you make a business of it?
According to Right From Home: How to successfully begin a homebased business in Canada *:
"Almost a quarter of all Canadian households now involves some form of
home-work; 47% are involved in self-employed work, 14% are
telecommuters, while another 39% are supplementers: employees who
bring overload work home to complete during the evenings and
weekends. …Every year more Canadians launch a new home-based
business, as corporations downsize, single-industry towns diversify,
technological innovations improve, and people continue to seek lifestyle
changes."
* http://www.strategis.gc.ca/engdoc/main.html
CanadaWorks
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Did you know that in 2000, older workers
aged 45 to 64 increased from 2 million to 6.7
million?
What does this mean? Will the workplace
look different? What opportunities can you
identify?
According to Statistics Canada, (Labour
Force Update: The Self-employed 1997) self
employment in the over 55 group shows a
sharp increase. There are larger numbers of
people taking early retirement. It also takes
time to build the kinds of skills, knowledge
and attitudes that positively support selfemployment.

Entrepreneurship Links
http://www.edu.gov.on.ca/e
ng/career/
click Job Search Skills
click Entrepreneurship

What is
Apprenticeship?

http://www.edu.gov.on.ca/e
ng/
click Training and Jobs
click Apprenticeship

Apprenticeship in the
Trades

http://www.apprenticesearc
h.com

Access to Professions
and Trades

http://www.2ontario.com/bi
/bi_immigration_access.asp

Catchy Phrases
Learning a living.
Business as usual.
Drum up some business.

Sources of
Information on
Business (provincial
links)

Fastest growth rates in the Service Sector
(as opposed to Goods and Manufacturing)

Occupational Fact
Sheets

�

�
�
�

http://www.cbsc.org/

health care, tourism, recreation
(demographic shifts)
high technology areas
computer software design and application
telecommunications

CanadaWorks
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Getting on the Path:
Instructor Notes

Note: This can be
adapted to researching
information in more
traditional ways

Research, Research, Research
�
�
�
�
�

�

�

�
�
�

Introduce learners to time lines by using the sample in
the following activity
Explain that time lines are really a line graph or chart
Ask learners to map their own working lives
Review research techniques covered in ISO 9000
section (Note-Taking Skills)
Brainstorm with whole group different careers they
find interesting or challenging (These need not be
jobs or careers that they have already had.)
Write the careers on card stock paper, put them in a
large, empty coffee can and cover the outside with a
label that reads, “Career in a Can”
Ask each learner to draw a career from the can,
gather information (i.e. from the Internet, books,
magazines, or interviews), and share it with others
Make sure learners can access a computer and the
Internet
Ask learners to research a trade or profession at
www.contactpoint.ca/html/ftp/sheets.html
Again, learners can share information formally or
informally (in group discussions or in a presentation
format)

CanadaWorks

Skills to Practice
� sequence
� chart information
� research
� access information
using IT
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Tips for Level 5

�
�

•

�
�
�
�

At this level, organize a “Career Fair” as the finale for
“Career in a Can”
Assign learners with a career that they must research
in order to answer fellow learners’ questions
Assist learners to develop signs or other
“promotional” material
If possible, invite other learners in your facility to
“tour” the fair
Learners should formally present information
researched on a given trade or profession

�
�

�
�

�

sequence
chart information
research
access information
using IT
organize
use different
mediums to
disseminate
information
present

Related Benchmarks
Speaking

LINC 4:
LINC 5:

Reading
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

give suggestions and make requests
give suggestions and predict consequences

find specific information on a computer
screen
access information from the Internet

fill out simple forms
fill out forms

Skills to Practice
CanadaWorks
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Research, Research, Research

Time Lines
50
45
40
35
30
25
20
15
10
5
0

Carlotta's Work Life
43

41
35
29

28
18

Graduate

19

First Job

Move

Second
Job

First Child

Computer
Training

Third Job

This time line shows Carlotta’s Work Life. What about YOU?

50
45
40
35
30
25
20
15
10
5
0

CanadaWorks
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Let’s Get the Facts!
Trade or Profession:
About the Job

Job Requirements

Trends

Related Occupations

CanadaWorks
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Skills
What are they and how do I get them?
If you are a living, breathing human being you have a lot of skills
already. Sometimes we take our skills for granted.
An older worker, Mrs. Lee, said that she could
not be part of the purchasing team in her
department. She said she was too old to learn
new skills. Her supervisor reminded her that she
had bought a house and helped three children
through university after feeding and clothing
them for eighteen years. She asked the older
worker if she had searched out the best value for the money? She
asked her about the steps taken to buy her house. Did she have to
negotiate price? Did she have to sign contracts? Mrs. Lee realized
she had lots of the necessary skills. She just needed to transfer her
knowledge and skills to a new context: her work instead of her home.
The skills she identified are transferable skills. Mrs. Lee can use
the same skills in a variety of ways. What skills can you identify
from the story above? Can you put a name on them? Are they skills
that you have?
What kinds of skills do you think are needed in the workplace in
Canada? Brainstorm with a colleague or in a larger group the kinds of
skills you have had to use in past jobs as well as skills you think you
will need in today's changing workplaces.
Try to organize and prioritize your ideas. Can you group certain skills
together under one heading? (e.g., math) Are there some skills more
important than others?
CanadaWorks
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Who is saying what about the skills needed in today's workplaces:
The Conference
Board of Canada¤

Canada Prospects

These are called critical These are called work
skills:
skills:
Academic Skills
� Communicate
� Think
� Learn

�
�
�
�
�

Personal Management
Skills
� Positive Attitudes
and Behaviours
� Responsible
� Adaptable

Union/Labour
Organization

Canada, 96-97

�
�
�
�
�

Communication
Teamwork
Time management
Problem-solving
Organizational
Learning
Computer
Listening
Creativity
Leadership

These are called
foundation skills:
�
�
�
�
�

�

�
�

�

Teamwork Skills
� Work With Others

�
�

Reading
Math
Writing
Computers
English as a Second
Language
Verbal
communication
Conflict resolution
Social and economic
analysis
Critical thinking
Problem solving
Employability

SCANS
(United States)�
These are called
workplace basics:
Competencies
� Use resources
� Use interpersonal
skills
� Use systems
� Use technologies

Essential Skills
Profiles�
These are called
essential skills:
�
�
�
�
�
�

Foundation Skills
� Basic Skills
� Thinking Skills
� Personal Qualities

�
�
�

¤ Complete description on page 32.
� Go to WEB site for more information www.conferenceboard.ca
� Description on page 33. (Secretary's Commission on Achieving Necessary Skills)

CanadaWorks

ªWTS Workplace Training and Services

29

Reading Text
Use of Documents
Writing
Numeracy
Oral Communication
Thinking Skills
� Problem solving
� Decision making
� Job task planning
and organizing
� Use of memory
� Finding
information
Working with others
Computer use
Continuous learning

Five Voices (There are many more!)
Are they so different? Analyze the words they use to describe skills:
critical, working, foundation, basic, essential. What do these words mean?
How are they the same? How are they different? Why do you think each
of these organizations chose these words? Can you guess?
Examine each column carefully. Make a list of the skills that are included
in all of the lists. Remember that sometimes you can say the same thing
using different words. Don't let vocabulary fool you. Look at the ideas
instead.
Make a list of the leftover words. Do you think that all of these need to
be included in the first list? Why or why not?
Are there skills you would like to add?
Look at the list the group has written. Think about each of the skills that
you listed. Can you think of an example that demonstrates that you have
that skill?
Which skills are you left with? Perhaps now is the time to start thinking
about an action plan. The skills that you identified as needing improvement
or not having can be part of your personal action plan. Think about what
you need to improve or add to your skills list.
Reflection
We are in the process of leaving the Industrial Age for the Information
or Knowledge Age. What impact will this have on your training plans?

CanadaWorks
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Personal Skills Analysis
Skill

CanadaWorks

How I Can Show That I Can Do It?
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Acquired

Needs
Improvement

Don't Have

Employability Skills: The Critical Skills Needed in the Canadian Workplace
Academic Skills
Those skills which provide the basic foundation
to get, keep and progress in a job and to achieve
the best results.

Personal Management Skills
The combination of skills, attitudes and
behaviours required to get, keep and progress in
a job and to achieve the best results.

Teamwork Skills
Those skills needed to achieve the best results.

Communicate:
� Understand and speak the language in which
business is conducted
� Listen to, understand and learn
� Read, comprehend and use written materials,
including graphs, charts and displays
� Write effectively in the language in which
business is conducted

Positive Attitudes and Behaviours
� Self-esteem and confidence
� Honesty, integrity and personal ethics
� A positive attitude toward learning, growth
and personal health
� Initiative, energy and persistence to get the
job done

Work with Others
� Understand and contribute to the
organization's goals
� Understand and work within the culture of
the group
� Plan and make decisions with others and
support the outcomes
� Respect the thoughts and opinions of others
in the group
� Exercise "give and take" to achieve group
results
� Seek a team approach as appropriate
� Lead when appropriate, mobilizing the group
for high performance

Think
Think critically and act logically to evaluate
situations, solve problems and make
decisions
� Understand and solve problems involving
mathematics and use the results
� Use technology, instruments, tools and
information systems effectively
� Access and apply specialized knowledge from
various fields (e.g., skilled trades,
technology, physical sciences, arts and social
sciences)
�

Responsibility
� The ability to set goals and priorities in work
and personal life
� The ability to plan ad manage time, money an
other resources to achieve goals
� Accountability for actions taken
Adaptability
� A positive attitude toward change
� Recognition of and respect for people's
diversity and individual differences
� The ability to identify and suggest new ideas
to get the job done creatively

Learn
Continue to learn for life
National Business and Education Centre, The Conference Board of Canada,

�

CanadaWorks
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SCANS

(Secretary's Commission on Achieving Necessary Skills)
http://wdr.doleta.gov/SCANS

Our American neighbours divide "workplace know-how" into two parts:
Competencies and Foundation Skills
Competencies
Resources
� allocating time, money, materials,
space, staff

Foundation Skills
Basic Skills
� listening
� speaking
� reading
� writing
� arithmetic
� mathematics
Thinking skills
� thinking creatively
� making decisions
� solving problems
� seeing things in the mind's eye
� knowing how to learn
� reasoning

Interpersonal Skills
� working on teams
� teaching others
� serving customers
� leading
� negotiating
� working well with people from
culturally diverse backgrounds
Personal Qualities
Information
� acquiring and evaluating data
� individual responsibility
� organizing and maintaining files
� self esteem
� interpreting information
� sociability
� using computers to process
� self management
information
� integrity
Systems
Compare this outline with the
� understanding social, organizational
Conference Board of Canada outline.
and technological systems
What is the same? What is different?
� monitoring and correcting performance
Which
do you think better reflects the
� designing or improving system
world of work? Why?
Technology
� selecting equipment and tools
� applying technology to specific tasks
� maintaining and trouble shooting
technologies
CanadaWorks
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Catchy Phrases
To thine own self be true.
Hmmmm….
Think about what kinds of employees you
would want working for you. List skills
and attitudes you would look for in these
employees.

Helping Foreign Trained
Professionals
Occupational Fact Sheets

http://www.contactpoint.ca/html/
ftp/sheets.html

Access to Professions and
Trades Links (Ontario)

http://www.equalopportunity.on.ca/e
ng_t/apt/index.asp

"One of the greatest pieces of economic
wisdom is to know what you do not know."

John Kenneth Galbraith, economist

Learning to Learn
What did we have to learn when we first
started school? Were we
immediately students?
Or did we have to learn
how to
• manage our time?
• organize information?
• research?
• ask questions?
What are other
• understand and use
skills we had to
concepts?
learn to learn?
• multi-task?
• analyze?
• evaluate?
• problem solve?
CanadaWorks
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Skills:
Instructor Notes
Give Me an Example!
�
�

�
�
�
�
�
�

�
�
�

Brainstorm the skills that learners think are needed
in today’s workplaces
Explain that the skills could be divided into 3
groups: Academic Skills, Personal Management
Skills, and Teamwork Skills
Explain these terms
Ask learners to put the skills they brainstormed
into one of the three groups
Share the chart titled, “Who is saying what about
the skills needed in today’s workplaces”
Match the learners’ brainstorm list with the chart
Read and explain any new vocabulary
Use the blank chart provided to have learners write
specific examples for some of the skills listed in the
chart; share examples
Ask learners to list reasons why the skills are
important to employers
Ask learners to identify what could result because
an employee does not have a critical skill
Ask learners to identify which skills they need to
improve or acquire by completing the form, “My
Skills Improvement Plan”

CanadaWorks

Skills to Practice
� brainstorm
� organize information
� chart
� fill in form
� set goals
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Tips for Level 5
�

�
�

At this level, learners could select a skill or skills
from the chart, take the information, and write it in
paragraph form
Ask learners to select a job and rank the
importance of the critical skills to that job
Make sure learners know that they should be able to
justify their rankings!

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Reading
LINC 4:
LINC 5:

Writng
LINC 4:
LINC 5:

CanadaWorks

communicate basic needs and personal
experience
demonstrate a range of vocabulary and a
limited number of idioms

Skills to Practice
� brainstorm
� organize information
� chart
� fill in form
� set goals
� write paragraphs
� prioritize
� rank information
� persuade

use low level inference
access and locate information

write a short text about a personal
situation
write a brief report about a personal topic
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Give Me an Example!
Critical Skill
Positive Attitude

Specific Example
The employee signs up for the Social Committee and gets the
other people in her work team to go to the company picnic.

Adaptable

Manage Time

Creative

Resolve Conflict

Strong Oral
Communicator
Use Technologies

Solve Numerical
Problems
Plan Job Tasks

Find Information

Life Long Learner

CanadaWorks
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Critical Skill

Why is this skill critical to
employers?

Positive Attitude
Adaptable
Manage Time
Creative
Resolve Conflict
Strong Oral
Communicator
Use Technologies
Solve Numerical
Problems
Plan Job Task
Find Information
Life Long Learner

CanadaWorks
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What could happen if an employee does
not have this critical skill?

My Skills Improvement Plan
I need to improve these critical workplace skills:
1. __________________________________
2. __________________________________
3. __________________________________
4. __________________________________
5. __________________________________
I will do these things to help me improve my skills:
1. ___________________________________
2. ___________________________________
3. ___________________________________
4. ___________________________________
5. ___________________________________

CanadaWorks
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Organizational
C
U
L
T
U
R
E

Organizational Culture
What does this mean: organizations have a culture?
Start with the word culture. What does this mean to you and me?
What comes to your mind right away? I bet it is words like food,
clothes, race, music, values and beliefs, religion and different
countries. These are only part of what culture is all about. Probably the
one that most affects our comfort level in any situation is values and
beliefs.
In your group, brainstorm all the words or categories that you think
are connected to culture.
Think about the similarities and differences within your group. Look at
your similarities and answer some questions:
1.
2.
3.
4.
5.

Were some of the similarities because you were the same gender?
Do you have the same education or training background?
Are you the same age?
Do you have similar life roles: married, single, children etc?
Do you share a language, customs, or appearance?

Are their other questions you could ask that would highlight
similarities?
Why is it important to consider these questions? Has your idea of
culture expanded? Does it include more than you thought it did?
Workplaces have their own culture. Each workplace is unique and unlike
any other workplace. This is important information because the culture
of an organization may not be a comfortable fit for an individual.

CanadaWorks
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There are all sorts of ways we can connect personal ideas about culture
to organizational culture. Brainstorm with your group or a partner how
the following could be related to an individual's success in a workplace.
Add any other categories that you identified during the brainstorming
about culture.
Values
Beliefs
Expectations
Attitudes
Communication and Language
Customs
Manners
Solving Problems
Relationships
Gestures
Concept of Time
Status
Health
Laws
Public or Private Ideas
Facial Expression
Eye Contact
Personal Space
Learning Style
Appearance
Eating Habits
How did you do? Are there areas you are not sure of?
Are there things that are important to you that may conflict with a
workplace culture?
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Think about a place where you have worked. Try to
describe the culture of that organization. What
kind of rules did it have? What did the
organizational chart look like? How did the
company communicate with employees? What other
questions would help identify aspects of the
organizational culture?
For example: The culture of a workplace may be expressed in the
company mission statement or slogans. If you know that a company
slogan directed at employees says "Learning a Living" what does that
tell you about the company? Or what about the expression "do it right
the first time"? What could you guess about a company that calls itself
a family?
Unwritten Rules
Values, ways of doing business, human resource management and ways
of communicating are key areas to understanding the culture of a
workplace. Three issues that are common to all Canadian workplaces:
� Time
� Space
� Non-verbal Communication
Time
The Canadian Workplace is greatly influenced by time.
Attendance and punctuality are both used to measure an
employee's success. This is because of the value
that Canadian society in general places on time.
Time is valued in many ways. Stating an exact time in some cultures is
seen as disrespectful or impolite. It makes people feel unwelcome or
unimportant. In a workplace, punctuality has great value, and meetings
are scheduled, with start and finish times clearly established.
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There are many expressions that reflect the importance of time.
Which of the following expressions are parts of your belief system?
�
�
�
�
�
�

�
�
�

take your time
kill time
time is money
good timing
be on time
time flies
keep up with the times
time after time
for old time's sake

�
�
�
�
�
�

�
�
�

it's time-consuming
don't waste your time
save time
just-in-time
spending time
if it doesn't get done today, it
will get done tomorrow
pressed for time
behind the times
make time

Can you think of any similar expressions about time? Do you think it is a
good thing to be concerned about time? If employees do not pay
attention to time, what could happen to the company or the employee?
Case Study
Raphael was excited about starting his new job at The Black Cat Café.
He really liked his new boss, and he thought working there would be
cool. His boss told him to come in around 5 for the dinner shift.
When Raphael arrived at 5:15, his boss was very angry. He told Raphael
that he expected all his wait staff to be on time. Raphael looked
puzzled because he was on time.
What do you think was the misunderstanding? Is anyone
wrong?
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Personal Space
During the next few days as you talk to people and watch other people
talk to each other, ask yourself the following questions:
1.
2.
3.
4.

How close am I standing to this person?
What is my relationship to this person?
How close are they standing to each other?
What is their relationship? (If you are not sure, make a guess
based on the space they keep between them.)

Fill in the chart with your observations:
Me or
Person 1

Person 2

Relationship

Distance*

Touching

*distance here refers to spatial distance. It includes physical touching,
such as an arm pat.

How would you describe
the relationships of the
people in these pictures?
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Do you think that you can predict a relationship based on the spatial
distance between people? Are there places where this might not work?
Hint: any place where large numbers of people
gather! (many would be strangers)

In North America the general rule for physical space between two
people is an arm's length. There are exceptions of course; family and
close personal friends. Does that surprise you?
Look at your chart. Compare the distances you stand from people.
What could people guess about your relationship?
Hmmmm…..
�
�

keep your distance
at an arms length

These are two familiar North American expressions. When would you
use these? Where do you think they originated? Do you know of
anything similar in another language or in another culture?
Go back to the chart you filled in. When you greeted these people,
what did it look like?
At work how do people
� words only
greet each other?
� a kiss (or two)
� meeting for the
� a hug
first time
� a handshake
� someone they see
� a slap on the back
every day
� an air kiss
� a smile
CanadaWorks
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Non-Verbal Communication
A lot can be communicated without using words. In fact, words are
often the smallest part of the communication process. What else do we
use to communicate?
Spend some time brainstorming with your group. What else do you use
to understand what is being communicated. Remember we have five
senses: sight, sound, touch, taste, and smell.
In a workplace we use our sight and hearing to help us decode and
understand the message that someone is sending us. Sometimes the
message is very clear; other times we use what we see as well as hear
to help us.
Sight
What kind of clues can we pick up from looking at the person who is
communicating? Can you read a person by looking at the expressions on
his or her face? What about looking at the way they are sitting or
standing? What kind of gestures do people make? Do you know what
these signs mean? Do they have the same meaning everywhere in the
world?

What other gestures do you think might be used in a workplace?
Remember that some gestures are considered rude and should never be
used in a workplace.
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Sound
Think about a conversation that you have had with someone. In addition
to the words used, were there clues about what the person was saying
in how they were saying it? Could you make guesses about a person's
mood, or how strongly they felt about the topic?

�
☺

If you close your eyes and just listen to a person, how do you
know that they are angry?
If you close your eyes and just listen to a person, how do you
know that they are happy?

Work together to complete the following chart. Think about the clues
that could help you understand what someone is saying.
Tone of
Voice

Volume
(loud or soft)

Slang or
Idioms

Speed

expressing
anger
expressing
sadness
sharing a
secret
giving
instructions
disciplining
sharing a joke
expressing
tiredness
expressing
confusion
expressing
excitement
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A Final Word

Organizational culture includes our
working environment. Have you ever
heard the expression "office politics"?
What do you think it means? Is it a
positive expression or a negative one?
Look at this picture. Do you think his workplace is a happy one? The
term office politics is used to describe all workplaces not just an
office environment.
In your group, brainstorm the kind of things that might be listed under
"office politics". What do people argue about? Are there issues of
status? (This can be related to job titles and uniforms. It can also be
related to inter-department differences) Who has the decision making
power? Who gets the "perks"? (Perks are the extra good things like a
parking spot at the front of the building)
Organize the things you come up with and decide if something makes a
negative or positive influence on a work environment.
Area
status

Example
Some people have to wear a
uniform

Positive + or Negative In a factory, it can be negative. The hourly staff
wear a uniform, the salaried people don't. It can
also indicate a positive identity: the police, fire
department or post office.
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Catchy Phrases
You can't teach an old dog
new tricks.
Never put off till tomorrow what you can do
today.
In 1871 the concept of culture was explicitly
defined by anthropologist Edward B. Taylor as
" that complex whole which includes knowledge,
belief, art, morals, law, custom, and any other
capabilities and habits acquired by man as a
member of society."
Do you think this description still fits today?
Culture is a learned behaviour. Gestures that we
make are part of that learned behaviour. Using
the following list, see if you can come up with a
gesture to express the thought. Is it common to
all languages and cultural groups? Are there
differences?
� Yes
� No
Are there any
� Don't know!
that would not be
� SSSH! Be quiet!
appropriate to
� Perfect!
use in a
� This tastes good!
workplace, a
� This tastes bad!
place of
� Give me two please.
business?
� You're nuts!
� She's now this tall.
� Shoo!
� You are bad!
� Good bye
� Hello
� Come here.
CanadaWorks

Future Culture Links

http://www.wcpworld.com

Postcards from the
Edge: Working styles
from the four corners
of the world

http://motiv8.com/work/post
cards.html

Gateway to Diversity

http://www.equalopportunity.
on.ca

Canadian Council on
Rehabilitation and
Work: On-line
Newsletter

http://www.workink.com/
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Organizational Culture:
Instructor Notes
Mapping Culture & Learning the Ropes
�
�
�
�

�
�
�
�
�
�
�

introduce learners to organizational culture by
starting with personal culture
ask learners to look at the “Iceberg”
explain what an iceberg is
explain that learners will write the personal culture
words from the bottom of the page in one of two
places: above the line (to show that it’s something
tangible or physical) or below the line (to show that
it’s something intangible)
allow learners to write the same word above and below
the line if applicable
compare “Icebergs” and discuss any differences in
choices
discuss with learners the importance of the items
that fall below the line
introduce organizational culture by reading the
passage provided
explain any key vocabulary
ask learners to brainstorm the company’s culture by
making a list of what is important to that organization
discuss which aspects of the organization’s culture
would be difficult to work within

CanadaWorks

Skills to Practice
� mapping
� make choices
� copy text
� determine
importance
� read text
� draw conclusions
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Tips for Level 5
�

�

�

ask learners to brainstorm strategies that a person
could use to learn about those culture items that fall
below the line (watch others, ask questions, and so
on)
discuss and list the possible positive outcomes from
learning about and becoming aware of those culture
issues
discuss and list the possible negative outcomes from
not learning about and becoming aware of those
culture issues

Related Bench+marks
Speaking
LINC 4:
LINC 5:

Reading
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

CanadaWorks

Skills to Practice
� mapping
� make choices
� copy text
� determine importance
� brainstorm
� problem-solve
� make projections:
positive and negative
outcomes

request, accept services
agree/disagree
demonstrate discourse that is connected
indicate non-comprehension

get information from prose documents
access and locate information

copy short texts to record information
fill out forms with information as required
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Mapping Culture

When we see people for the first time, what do we really know about
them? Write the words from the bottom of the page either above or
below the line. Put the word above the line if you think it’s something
we would know about just by looking at the person. Put the word below
the line if you think it’s something
that we wouldn’t know
just by looking at them.
Add others you think of.

gender
gender?
?

health?
gender
work status
learning style
occupation

health
marital status

age

musical taste
financial/economic status
religious beliefs
communication style
attitude towards family
attitude towards time

learning style
language
education
customs
uniforms
attitude towards money
attitude towards laws
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Learning the Ropes
Marta’s first day on the job was a busy one! She spent the entire day
in an orientation session. Jonas, her orientation leader, started at the
front entrance. He pointed out a large banner that read, “Customers
and Quality Come First!”
Then, he saw Mrs. Van Pelt, the company’s C.E.O. Jonas took Marta
to introduce her and said, “Chris, I’d like you to meet Marta. She just
joined our team!” Chris smiled broadly, shook her hand, and said,
“Marta, we’re so glad to have you with us. I’ve heard lots of good
things about you. I’m looking forward to hearing your ideas about how
to improve our processes. Please stop by my work space anytime this
week.” Then, Jonas added, “This is a great day for Marta to begin
working with us. I read on the bulletin board last week that our newest
customer is visiting today.” Chris replied, “You’re right! Glad to see
you’re on top of things Jonas.”
Marta and Jonas continued to tour the facility. He stopped at each
work area to introduce Marta, explain the work processes, and answer
any questions. Jonas took her to her new workspace and introduced
her to their fellow team members. They all went to the Break Room to
have a coffee and a bite to eat. One of the team members explained
that once a month, one team member brings in a nutritious snack for
the group. Another team member invited Marta to try out the Lunch
Time Walk Fit Program. She laughed, “It’s a great way to get exercise
and socialize. We even do a lot of great brainstorming!” Jonas
reminded the group that their Customer Appreciation Day was next
Friday. Everyone on the team said that they had some creative ideas
to make the day interesting and memorable for the customers.
When Marta got home after her first day on the job, she thought
about everything she had seen and all that she had heard. This was a
very different place to work than where she had been before.
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Instructor Guide: Learning the Ropes…Possible
Answers
The story, Learning the Ropes, shows us one organization’s culture. As
you work with your learners, try to alert them to the following:
Workplace Culture
Communication
Company Values
Relationships

Work Style
Expectations

Eating Habits &
Relationships
Health
Customs & Health
Communication
Expectations

Example from “Learning the Ropes”
� an orientation session is provided for new
employees
� the banner reads, “Customers and Quality
Come First!"
� Jonas addresses the C.E.O. by her first name
� employees are grouped into teams
� C.E.O. refers to her work space rather than
private office
� Chris values the fact that Jonas keeps himself
informed by reading the company bulletin
board
� monthly, one member brings in a nutritious
snack for the group
� the snack is a nutritious one
� employees participate in a Lunch Time Walk Fit
Program
� Jonas informally reminds them about the
Customer Appreciation Day
� team members have worked on creative ideas
to make the Customer Appreciation Day
successful
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Learning the Ropes
Read the story, Learning the Ropes. Find an example for each
workplace culture item.

Workplace Culture
Communication

Example from “Learning the Ropes”
�

Company Values

�

Relationships

�
�

Work Style

�

Expectations

�

Eating Habits &
Relationships
Health

�

Customs & Health

�

Communication

�

Expectations

�

�
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Learning the Ropes
Read the story, Learning the Ropes. Categorize the examples. One is
done for you.
Workplace Culture

Company Values

Example from “Learning the Ropes”
� an orientation session is provided for new
employees
� the banner reads, “Customers and Quality
Come First!"
� Jonas addresses the C.E.O. by her first name
� employees are grouped into teams
� C.E.O. refers to her work space rather than
private office
� Chris values the fact that Jonas keeps himself
informed by reading the company bulletin
board
� monthly, one member brings in a nutritious
snack for the group
� the snack is a nutritious one
� employees participate in a Lunch Time Walk Fit
Program
� Jonas informally reminds them about the
Customer Appreciation Day
� team members have worked on creative ideas
to make the Customer Appreciation Day
successful
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Working By the Rules
First: A Word about Workplace Rules
There are different categories of rules that we need to be concerned
with in Canadian workplaces:
1. Unwritten Rules like those we discussed in Unit 2: Organizational
Culture. These can be both general and specific. A general rule is
one that can be observed in many or most workplaces:
� looking at the floor numbers change instead of looking at the
other people while on an elevator
� standing an arm's length away from a supervisor when you are
communicating
Specific rules may be observed only in one company:
� when Mr. Poon has his door closed do not disturb him…ever!
2. Rules written down by the company or organization. These are called
policies and procedures. We will discuss them later. They include
areas such as sick benefits, bereavement leave, time off, and dress
codes.
3. Government Legislation. These are usually referred to as acts or
codes and there are consequences if they are not followed.
The acts and codes are legislated documents. What
do you think this means? The Federal or
Provincial Legislature enacts the codes and
acts. Do you think a government should be
involved in setting rules for business? Why is it
a good idea or a bad idea?
In Canada, both the Parliament of Canada
and Provincial Legislatures have the power to
enact labour laws. Provincial Legislatures have
major jurisdiction.
CanadaWorks
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The Canadian Labour Code governs federally regulated employees.
About 10% of all working Canadians are federally regulated. The
sectors include:
� air, rail (between provinces), road and pipeline
transportation
� broadcasting
� telecommunications
� banking
� uranium mining, some oil and gas exploration
� crown corporations
� federal public service
Think about these sectors. Why are they federally legislated?
There are also pieces of legislation dealing with particular sectors and
professions (like medicine). A province or the Federal Government may
regulate these. A trip to your local reference library or a visit to your
provincial government's web site will help you explore the
details of the sector you plan to enter.
Areas common to all employees working in Canada are
employment standards, human rights and health and safety, specifically
WHMIS. WHMIS is the short form for Workplace Hazardous
Materials Information System. Some of the legislation is federal and
some provincial. If you plan to work in a federally regulated sector, you
can find lots of information at this web site:
http://labour-travail.hrdc-drhc.gc.ca/doc/lab-trav/eng/pdf/hrdc.pdf
The following information is based on the Province of Ontario. Much of
it will be the same in other provinces, but check out the differences at
your provincial government web site.
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To Get Started
Some Employment Related Terms*
Word or Expression
Definition
employer
owner, proprietor, manager, superintendent,
overseer, trustee of any business, work, trade,
occupation, profession, project that is directly
or indirectly responsible for the employment of
a person
employee
a person working for another person or
business with the expectation of wages
regular rate of pay
the rate of pay for an hour of work in a regular,
non-overtime work week
regular week's pay
the pay an employee receives in a normal work
week without overtime
work week
seven consecutive days, beginning on the day
established by the employer
collective agreement a contract that results from collective
bargaining, a system that lets employees deal as
a group with employers
piece-work
a system of pay where an employee is paid for
each unit of work completed, not the number of
hours worked
overtime pay
regular wage x 1.5 or x2 in some circumstances
*The information in this unit has been adapted from Employment Standards, Ontario Ministry of
Labour

Brainstorm with your group and make a list of the areas you think are
included in legislation about people working. Some of you have
experience working in other countries. Some of you may have
experience working in one or more sectors in Canada. Think about
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mandatory rules you had to follow. Mandatory Rules are often legal
rules that you must follow.
You can use the following chart to organize your ideas. One example is
done for you. Add as many as you can think of.
Possible Rule
Construction workers
must wear safety
shoes and hard hats.

Category
Health and
Safety

Area
Construction
Sector

Why would this be
important?
Heavy items can be
dropped on construction
sites and there are lots of
nails and splinters around.

How did your group do? When you shared your work with the rest of
the class, did you have different ideas or were they the same? How
many were important in just one sector? Were there some that seemed
to be important in every sector?
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There are lots of areas covered by the Employment Standards Act:
(regulated by the Government of Canada. They are covered by Federal
legislation.)
Reflection
Do you think it is important to set limits on the hours a person can
work? Why?
Hours of Work
The Act sets limits on the number of hours worked in a day and week,
but it does not establish normal working hours. These hours of work
are set by a company or a collective agreement.
There are a few exceptions, but usually the limits in Ontario are 8
hours a day and 48 hours a week. Most employees are entitled to
overtime pay after 44 hours of work.
Employees cannot work more than five hours without a 30-minute meal
break. The employer decides if these are paid or unpaid breaks. Coffee
and rest breaks are not covered by the act.
Minimum Wage
This is the lowest hourly wage an employer can pay an employee. Both
full-time and part-time workers are covered. Check with your provincial
Ministry of Labour for the current information.
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Public Holidays

�
�
�
�
�
�
�
�

New Year's Day
Good Friday
Victoria Day
Canada Day
Labour Day
Thanksgiving Day
Christmas Day
December 26th (Boxing Day)

Why do you think these holidays are public holidays? Can you make a
guess? Can you identify a holiday that is not on this list?
For example, in Ontario, the Civic Holiday (first Monday in August) is
not a public holiday under this act. Therefore an employer does not
have to pay an employee although many employers do.
Vacation Time and Vacation Pay
Employees are entitled to at least two weeks off with vacation pay
after each 12 months of working. Vacation pay is a minimum of 4% of
total annual wages.
Pregnancy and Parental Leave
Pregnant employees or employees that become "new parents" may be
entitled to leave. The parental leave includes a new father and parents
who have adopted children.
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Termination and Severance
Terminated is the same as:
� fired
� let go
� discharged
� permanently laid off
� dismissed

Are there as many
words that mean
hired? What are they?

With some exceptions, an employee must receive written notice of
termination or termination pay instead of or in lieu of written notice.
Severance pay is a bit different. It is additional money paid to an
employee to recognize years of service. Not all employees are given
this.
Being terminated is often an emotional experience. It can be extremely
stressful. What would you do if you were terminated?
With your group, try to list the emotions that someone might feel and
a possible plan for them to follow or an action to take.
Emotion or Fear

Plan of Action

Is there any way this could be a positive experience?
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Catchy Phrases
Busman's holiday.

Minimum Hourly Wage Rates
There are 5 categories of workers:
� general workers (includes domestic and
harvest workers)
� homeworkers
� students (under 18)
� liquor servers
� hunting/fishing guides (minimum daily rate)
Each of these categories, at this time, have
different rates of pay. Liquor Servers have
the lowest rate. Can you guess why? What
are tips and gratuities?
These rates are set provincially and are
reviewed periodically.

Canadian Workplace
Information Index

http://labour-travail.hrdc
drhc.gc.ca/doc/wid
dimt/eng/index.cfm

Connection to
Provincial Sites

http://hrdc
drhc.gc.ca/maps/national/c
anada.shtml

Working for You
A Booklet describing
The Labour Program, a
federal initiative.
http://labour-travail.hrdc
drhc.gc.ca/doc/lab
trav/eng/pdf/hrdc.pdf

Know Your Rights

http://www.yorku.ca/resear
ch/crws/Pamph99.html

Crown Corporations
Each crown corporation is a distinct
organization completely owned by the Crown
(government) and each is managed by a board
of directors. The crown corporations are
federally regulated. They include such
familiar names as:
� Bank of Canada
� Canada Council
� Canadian Broadcasting Corporation (CBC)
� Via Rail Canada Inc.
� Canada Post
CanadaWorks

64

ªWTS Workplace Training and Services

Working By the Rules:
Instructor Notes
Plain English Please!
•

•
•
•
•

•
•
•
•

•
•
•

•
•
•

Discuss as a large group the types of places
learners have worked and the rules they have
encountered (both written and unwritten)
Post information in point form on a flip chart
Have learners copy information into a chart
Start a discussion about the type of English that
is used when writing rules—informal or formal?
Explain that many companies in Canada give new
employees a company handbook that contains the
company’s rules, regulations, and policies
Discuss the importance of being able to read,
interpret, and understand company handbooks
Divide the learners into small groups
Give each group a copy of “Company Rules”
Ask each group to re-write the rules in plain
English—in a way that the largest number of
people could read and understand them
Ask each group to post their re-written rules
Give each learner some highlighters and ask them
to take a Gallery Walk and read the rules
Ask learners to highlight any words or phrases
that they think are very good choices for plain
language
Discuss if the meaning of any of the rules has
changed during the “translation” to plain English
Consolidate the lists and agree on a single list of
rules
Have learners copy the final list

CanadaWorks

Note: You may want to
have your class
complete Plain English
Please! two times. Do
the activity first from
a social point of view
and then a workplace
point of view.

Skills to Practice
� brainstorming
� copy text in chart
format
� discuss reasons and
consequences
� express & defend
opinion
� come to consensus
� read and critique
� read objectively
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Tips for Level 5
•

Review the Employment Standards Act in more detail

•

Ask learners to bring in examples of documents
that are written in a formal and/or legal style
(Visa statements, rental agreements, etc.) and
have them explain what they mean

Skills to Practice
� read and interpret
text
� select appropriate
materials
� present
interpretation

Related Benchmarks
Speaking
Level 4
Level 5

Reading
Level 4

Level 5

Writing
Level 4
Level 5

ask and respond to simple familiar questions
participate in a small group discussion

get the gist, key information and important
detail of simple explicit two to three
paragraph texts
demonstrate comprehension of a two or three
paragraph moderately complex text

fill out simple forms
fill out forms with other information as
required
write a paragraph (word-process, revise, edit,
format and print using a computer if
available)
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Plain English Please!

Some Written Rules We Have Experienced
_____________________________________
_____________________________________
_____________________________________
_____________________________________
_____________________________________
_____________________________________
_____________________________________
Some Unwritten Rules We Have Experienced
____________________________________
____________________________________
____________________________________
____________________________________
____________________________________
____________________________________
____________________________________
CanadaWorks
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Company Rules
Company rules help make and keep working conditions positive. They
help everyone understand their work responsibilities. Disciplinary
action, ranging from counseling to discharge, may be imposed depending
on the seriousness of the offence. Unacceptable conduct includes, but
is not limited to the following:
1.

Falsifying any report or records and/or providing false
information with respect to personnel, absenteeism, or injury
claims.

2.

Repetitive or habitual absenteeism or tardiness.

3.

Interfering with others in the performance of their jobs or
causing a restriction of production.

4.

Divulging Company information of a confidential nature to
unauthorized persons.

5.

Failing to obey instructions of authorized personnel.*

6.

Engaging in horseplay.

7.

Posting or removing any written documentation, including notices,
signs, or pictures, on any bulletin board on property that is
designated as Company property without prior written permission
from Management.

8.

Soliciting or selling of any kind, collecting contributions, or
conducting games of chance without specific written
authorization of the Company.
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9.

Maintaining unacceptable housekeeping practices and/or
standards.

10.

Failing to perform job duties in compliance with Company
standards.

* A worker does have the right to refuse work he or she feels is
dangerous.

Rules
Rules
and more
Rules
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The Canadian Reality
Canada is a multi-cultural country. There may be only two official
languages, but dozens of languages are heard in homes, workplaces,
schools and the street. We share and experience the food, music, art
and values that are brought here by every newcomer. We also
recognize that people's uniqueness extends beyond their ethnicity,
culture and race. Our laws reflect the diverse richness in our country.
Like employment standards, both the federal and provincial
governments have legislation to protect individual rights and freedoms.
For all of Canada, the legislation is called The Canadian Human Rights
Act. In Ontario, the legislation is called The Human Rights Code. Other
provinces have similar pieces of legislation.
Do other countries have similar legislation to protect people? Why do
you think Canada and its provinces have such strong protection in its
laws? Have you heard the expression "human rights"?
What does prohibited mean? What do you think discrimination means?
Think about your life. Have you ever faced discrimination? What did
you experience? What kind of emotions did you experience? Was it a
positive or a negative experience?
Hmmmm……
Civilization is to be judged by its treatment of minorities.
Mahatma Gandhi
In Canadian workplaces, the federal act or provincial legislation
protects employees from discrimination. There is a system in place for
complaints. There are also rules about the kinds of questions that a
company can ask in an interview or on an application.
CanadaWorks
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Human Rights: the Canadian Timeline

1929

The British Privy Council decided that
women were persons under the BNA Act
and therefore could vote.

1940

Mr. Christie was awarded $200.00 (for loss of dignity and
worth) after being refused service at the Montreal Forum
because he was a man of colour. The business community had
the judgement overturned. There was no law to protect
individual rights.

1948

Canada, as a member state of the United Nations, signed
the Universal Declaration of Human Rights.

1962

The Human Rights Code was proclaimed in Ontario.

1964

The Federal Bill of Rights enshrined the principle of
equality.

1976

The Canadian Human Rights Act became law.

1982

The Canadian Charter of Rights and Freedoms was enacted.
As time flies through this
new century, what changes
do you predict we will see
in Canadian human rights?
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The following chart outlines the areas of prohibited discriminations
related to employment.
Canadian Human Rights Act
http://www.chrc-ccdp.ca/
1. Race
2. National/Ethnic Origin
3. Colour
4. Religion
5. Age
6. Sex (including pregnancy,
childbirth and orientation)
7. Marital Status
8. Family Status
9. Pardoned Conviction
10.Disability (including
physical/mental/drug or alcohol
dependence)

Ontario Human Rights Code
http://www.ohrc.on.ca/
1. Race
2. Ancestry
3. Place of Origin
4. Ethnic Origin
5. Colour
6. Citizenship
7. Creed
8. Sex
9. Sexual orientation
10.Age
11.Marital status
12.Family status
13.Handicap
14.Record of Offences

The language is slightly different in the two lists. Can you find words
with similar meanings? What are the differences between ancestry
and place of origin and ethnicity?
Take a few minutes and describe yourself to a partner. How much of
your description would fit into these areas listed above? Was your
partner's description similar to or different than yours? What about
the rest of the class?
Canadian workplaces are filled with people different than ourselves.
They may have different values, approaches to learning and working,
and communication styles. Those characteristics listed above are
CanadaWorks
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protected under Canadian and provincial law. What does that mean as a
worker?
It means that we have both rights and responsibilities. We are
protected from discrimination and harassment in the workplace. It also
means that we have a responsibility not to discriminate and harass
others. We are partners in our work environment. We have a
responsibility to help make it a safe and comfortable place for others.
No one likes to work in a poisoned environment.
In workplaces, two of the most common areas of discrimination involve
sexual harassment and inappropriate jokes. What do you think
harassment means? Have you ever laughed at a joke that made you feel
uncomfortable? We need to know what the limits are in both of these
areas and some strategies for telling people to stop.
Case Study
Viktoria is a new employee at a branch of Apex Parcel Service. She
complains to her supervisor that she is finding it very difficult to work
in this environment. Every day as she stands and sorts parcels, she has
to listen to sexist and racist jokes from six of her male co-workers.
She does not find any of these jokes funny. She also does not like to
look at the pin-ups of women in bikinis that they stick up on the walls.
Before going to the supervisor she politely asked the co-workers to
stop this behaviour because she found it offensive. They responded
that "There were more of them and why should they change anyway?
They were only joking. It was harmless."
Do you agree that it was harmless? Or do you think this is a poisoned
environment? What should the supervisor do? Who is responsible for
changing the environment?
CanadaWorks
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Quiz: Sexual Harassment at Work*
Read each case and decide if it represents harassment ( � )
No harassment harassment unsure

1.

The cook, acting as manager of a restaurant,
repeatedly asks a waitress out on dates. After
she says no, he becomes very critical of
her work.

2.

An employee is frequently patted on the back by
a male co-worker. She has repeatedly told him
to stop, but he just laughs when she gets angry.

3.

A young employee fails to tell her boss that his
sexual jokes and remarks are offensive, and
simply quits three days later.

4.

Cartoons that make fun of racial minority women
are taped up on a black woman's locker. There are
also other pranks played on her.

5.

A supervisor says he had no intention of
harassing a cleaner. He thought she enjoyed the
attention, pin-up calendars and centrefolds.

6.

A male supervisor often compliments the work of an
aboriginal female employee. He does so in public
and in private.

7.

An employer is accused of harassment, but he explains
that the company didn't even know that the supervisor
was harassing the employees.

* Employer's Guide A Time For Action. Ontario Women's Directorate 1993
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Answers to Quiz
1.

Yes, this is sexual harassment. The cook is using work-related reprisals to force
the waitress to comply with his demands or "suffer the consequences."

2.

Yes, this is sexual harassment, specifically unwanted touching. The male co
worker is dismissing and trivializing her clear verbal statement that his
behaviour is unwelcome.

3.

This, too, is sexual harassment. Although the young worker hasn't told her boss
in so many words, the courts expect reasonable people not to embarrass or
offend employees by constant sexual references.

4.

This is typical of multiple workplace harassment. Here, the woman is subjected
to jokes and pranks that are both sexually and racially offensive. This is dual
abuse of power in the workplace.

5.

Increasingly, courts are less interested in what the harasser intended than the
impact and results of his actions. Repeated, unwanted sexual attention, like pin
up calendars and pornography, has no place at work.

6.

Positive performance evaluations and informal praise of an employee's competent
work do not constitute sexual harassment.

7.

While the employer was not personally responsible for the sexual harassment,
and may not have known about a particular case, the courts may hold the
employer liable for all workplace harassment.

How did you do on the quiz? Were there any surprises? Can you think
of other examples of a behaviour that could be sexual harassment?
Although the examples in the quiz describe women being harassed by
men, the law protects everyone from harassment: woman to woman.
woman to man, man to man as well as man to woman.
What do you think a person needs to do if they feel they are being
harassed? What do they need to say? Who do they need to tell? What
would you do to change a poisoned environment to a healthy
environment?
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Reflection
Human rights exist to give each of us the freedom to choose how we
live our lives. Do we have a responsibility to respect the rights of
others?

The Joke's Over!
What is funny to me may not be funny to you. Many people find circus
clowns funny; other people find them frightening. Humour is also filled
with cultural references and current information.
The main thing to remember when you are in a Canadian
workplace is that some jokes are inappropriate by
law. Jokes told about ethnic groups, disabilities,
racial groups, or any joke done at someone else's
expense are considered harassment as defined
by human rights legislation. We may think it is
done in fun but it may hurt or humiliate a
co-worker.

Harassment occurs when someone makes unwelcome comments that
offend you, or are insulting or threatening because of your sex, creed,
race, ancestry, age, sexual orientation, place of origin, ethnic origin,
etc.
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Check Your Knowledge

Match the prohibited ground of discrimination with the correct
definition:
Race

characteristics of culture, nationality,
religion etc shared by a large group of people

ancestry

the colour of one's skin

place of origin

where in the world a person was born

colour

sexual preference in choosing consenting partners from
the same, opposite or both sexes

ethnic origin

any degree of physical disability, infirmity,
malformation, developmental disability, learning
disability, mental disorder

citizenship

an individual's family tree

creed

in employment: people over 18 and under 65

sex

visible characteristics of skin colour, facial features
etc. used to place people in categories

age

religious beliefs, religious practices

sexual orientation

federal offense for which a pardon has been granted or
provincial offenses record

marital status

being married, single, divorced or separated

family status

being in a parent-child relationship

handicap

legal citizenship of any country

record of offences

male, female as well as pregnancy and childbirth
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Catchy Phrases
It tickled my funny bone.

Canadian Charter of
Human Rights

You can't teach an old dog new tricks.
(Why is this considered discriminatory but
the other catchy phrase isn't?)

Links to other Human
Rights sources

Alberta

Provincial Web Sites

http://www.pch.gc.ca/pubs/
pub-rights.htm

http://www.pch.gc.ca/ddp
hrd/links
liens/index_e.shtml

http://www.albertahumanrights.ab.ca/help/index.html

British Columbia

http://www.bchrc.gov.bc.ca/

Manitoba

http://www.gov.mb.ca/hrc/english/mhrcinfo.html

New Brunswick

http://www.gov.nb.ca/hrc-cdp

Nova Scotia

http://www.gov.ns.ca/humanrights/

Prince Edward Island

http://www.gov.pe.ca/humanrights/

Quebec

http://www.cdpdj.qc.ca/

Saskatchewan

http://www.gov.sk.ca/shrc/

Newfoundland

http://www.gov.nf.ca/hrc/

Ontario

http://www.ohrc.on.ca/
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The Canadian Reality:
Instructor Notes
Media Review
�

�

�

�

�

�
�

�

�

Instructors should discuss the issues related to
as well as the elements involved in the Canadian
Human Rights Act and the legislation at the
provincial level in as much detail as is appropriate
for the group
For instructors in Ontario, the Ontario Human
Rights Code web site includes a section on
Education. It includes an excellent resource,
“Teaching Human Rights in Ontario”
Investigate the ten areas of prohibited
discriminations related to employment as outlined
in the Canadian Human Rights Act; make sure
learners understand these areas
Explain that the goal of the activity is to put
their understanding of these ten areas into
practice
As a whole group, decide what criteria could be
used to determine if media depicts individuals in a
discriminatory way
Create a checklist of the criteria
Ask each learner to bring in examples of media
(especially magazine ads and even videotaped
commercials or parts of a T.V. show)
In small groups, learners should examine the
media samples; determine if there are any
discriminatory elements; and record findings on
chart provided
Ask each group to present findings to the whole
group
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Skills to Practice
� determine criteria
� develop a checklist
� research appropriate
material
� make decisions
� judge material against
criteria
� come to consensus
� record decisions
� make point form notes
� present findings orally
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Tips for Level 5
�

�

Ask learners to write reflections on an incident in
which they felt they had been discriminated
against or in which they discriminated against
another individual
Assure learners that all material will be kept
strictly confidential

Skills to practice
� write prose

Related Benchmarks
Speaking
Level 4
Level 5

Reading
Level 4
Level 5

Writing
Level 4
Level 5

express preference, satisfaction/dissatisfaction
express necessity

use reference text
identify factual details and some inferred
meanings in moderately complex text

fill out simple forms
fill out forms with personal and other
information as required
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Media Review: Issues Checklist
Issue
Example: Does the magazine ad/T.V. program/T.V.
commercial show depict males in a negative way?

Yes

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
CanadaWorks
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No

Presentation Tool

Date of
Presentation

Names of
Group Members

Description of
Media Item(s)
Selected for
Study

Special Items To
Be Noted in Our
Presentation
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Health and Safety
The issue of employee health and safety is very important in Canadian
workplaces. Not only do accidents and poor health affect the bottom
line, Canada has strong legislation in place to protect working
Canadians.
There are three components related to workplace
health and safety:
�

�

�

the common sense actions of employees
(like closing a drawer after opening it)
the rules in a particular workplace related
to the products and/or the environment
of the organization

federal and provincial legislation aimed at worker
safety

Work with a team to develop the common sense actions you take to
ensure safety in your home. Repeat the activity but think of the
classroom and the building you come to everyday. Post the lists side by
side. Are there similarities? Differences? Decide which of these
actions you take (or rules that you follow) that would be the same in
workplaces.
A lot of what we do at work is the same as we do at home to ensure our
health and safety. Things like getting enough sleep, eating properly,
lifting using safe techniques, keeping pathways clear and using proper
tools to complete jobs or tasks. This is called using your common sense.
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Environments also have an impact on how we work safely. Work with a
partner to complete the following chart. Use what you know about
these sectors and guess at some of the rules about working safely.
Remember that working safely not only affects an individual, but it also
affects co-workers and customers. An example is given to you. Add
another one of your own.
Sector
Food Manufacturing

Rule or Action
All employees must wear
hairnets while on the
floor.

Reason
Regulations about food
production are very strict.
This is to avoid hair
dropping into food.

Health Care

Banks and Financial
Institutions

Manufacturing (General)

Hospitality (Hotels and
Restaurants)
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Could you guess some of the rules? Talk to friends and family who
might have experience working in these sectors. Ask them about the
rules in their organization that have to do with health and safety.
Here is a picture of people in a workplace. Try to describe the things
that people are doing wrong. What behaviour needs to be changed?

OOPS!
If you were on the health and safety committee responsible for the
classroom and building you are in, what would you include in a safety
audit? In other words, develop a checklist of things that you think
need to be looked at regularly. You might consider the following
categories:
� equipment
� fire plan and exits
� common practices
� protective gear
� types of hazards: physical, chemical, biological
� warning systems
� policies
� posted information and other information sources
� first aid procedures
Can you think of anything to add?
CanadaWorks

ªWTS Workplace Training and Services

85

The Big Picture

As in other legislation areas, health and safety is found in both federal
and provincial laws.

WHMIS

The Workplace Hazardous Materials Information System is a Canada
wide information system. It protects workers by providing information
about hazardous material. Containers of hazardous material are clearly
labeled, safety data sheets (MSDS) are provided and workers are
properly trained. There are consequences if these rules are not
followed.

The Canada Labour Code

The Occupational
Health and Safety Code

This is provincial legislation in
This is federal legislation. The
Ontario. Other provinces have
sectors governed by this include
similar pieces of legislation.
�
air, rail, road, pipeline
�
broadcasting
�
telecommunications
�
banking
�
uranium mining, some oil and gas
exploration
�
crown corporations
�
federal public service

The employee, according to this
legislation, has a right to know
about workplace hazards, a voice in
identifying and problem solving
job-related health and safety
issues and the right to refuse
dangerous work.
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More About WHMIS
The most important information about WHMIS is contained in its
symbols and labels. There are eight symbols and as many labels as
there are hazardous materials used in the Canadian workplace.
Look at the following symbols and the meaning attached to the symbol.
Do you think the symbol is a good representation of the meaning?

Compressed Gas

Toxic Effects

Flammable
Combustible

Biohazardous
Material

Oxidizing
Material

Corrosive
Material

Poisonous
Infectious
Material
Material

Dangerously
Reactive
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Not all of these symbols are found in every workplace. When you work
for an organization, you need to ask about WHMIS. Some companies
train new employees to recognize symbols found in their workplace and
they inform employees of all safety precautions.
Many people assume that WHMIS symbols are only found in
manufacturing and on industrial sites. This is a dangerous assumption.
Some real life examples from other environments:
�

�

�

in a health care organization, needles or "sharps" are considered
biohazardous waste and come with WHMIS rules for their disposal
in office environments, there can be WHMIS labels on some brands
of correction fluid and photocopy toner
many cleaning solutions used in workplaces, including schools, have
WHMIS labels

Recognizing a symbol is only the first step. You also need to be able to
read the information on a label. Most warning labels contain the
following information:
� the WHMIS hazard symbol
� a code or number that identifies the product
� a brief description of the hazard
� proper storage and safety precautions e.g. wear gloves
� first aid instructions if you are exposed
� the name and address of the company that supplied the product
Important Note:
You will see a reference to MSDS. This is a Material Safety Data
Sheet. This sheet gives detailed information on a product and its
hazards. The MSDS must be posted and available to workers in every
workplace.
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Can you locate information on the following example of a warning label?
� WHMIS symbol
� description of the danger
� storage and safety precautions
� first aid instructions
� the contact information of the supplier
Why is it also in French?

METHANOL

METHANOL

DANGER
POISON
FLAMMABLE
VAPOUR HARMFUL
MAY CAUSE BLINDNESS IF
SWALLOWED
Keep away from heat, sparks and flame.
No smoking. Container must be grounded
when being emptied.
Vapour must travel long distance.
Avoid contact with eyes and skin.
Do not inhale vapours or mist. Do not take
internally. Harmful if absorbed through the
skin.
FIRST AID: In case of contact,
immediately flush eyes and skin with
plenty of water for at least 15 minutes.
If swallowed, induce vomiting by sticking
finger down throat, or by giving soapy
water to drink. Repeat until vomit is clear.
If affected by vapour, move to fresh air.
If breathing has stopped, apply arti
ficial respiration.
GET MEDICAL ATTENTION
IMMEDIATELY.
Precautions: Wear chemical goggles and
resistant gloves. Wash thoroughly after
handling. Use with enough ventilation to
keep below TLV. Keep container closed.
Never
Use pressure to empty container.

DANGER
POISON
VAPEURS NOCIVES
PEUT PROVOQUER LA ECITE SI
AVALE
Garder loin de la chaleur des etin-celles
et de la flamme. Ne pas fum-er.
Brancher le contenant à une prise de
terre avant de la vider de son contenu.
Les vapeurs peuvant s'entendre sur de
longues distan-æes. Eviter tout contact
avec les yeux et la peau. Ne pas
absorber. Nocil si absorbe par le peau.
PREMIERS SOINS: En cas de contact
avec les yeux ou la peau, laver a grande
eau pendant au moins 15 minutes.
Si avale, provoquer le vomissement en
introduisant un doigt dans la gorge ou
en faisant absorber de l'eau savonn
euse a la victime. Repeter jusqu à cess
ation du vomissement. Sortir au grande
air son dispose par les vapeurs.
Si la respiration est interrompue recourir
a la respiration artificielle.
OBTENIR DES SOINS MEDICAUX
IMMEDIATS.
PRECAUTIONS: Porte des lunettes
protectrices (pour produits chimiques) et
des gants resistants. Se laver
minutieusement apres usage. Utiliser
dans un endroit bien aere afin de
maintenir le contenant ferme. Ne jamais
user de pression en vident le recipient.

SEE MATERIAL SAFETY DATA SHEET FOR PRODUCT/
VOIR FICHE SIGNALETIQUE

ABC Company
Anytown, Ontario Telephone 123-4567
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The health and safety of any workplace depends on three things:
1. people
2. procedures
3. personal safety equipment
People using their common sense, being aware of the hazards of the
workplace and following the rules or procedures like company policies
and legislation are valued employees. Employers who do the same are
ensuring a safe and healthy environment for their employees.
The last item on the list is equipment. This is
particularly important to the individual. Personal safety
equipment can mean the difference between life and
death, continuing good health or illness, and avoiding a
painful injury.
Common personal equipment found in workplaces include
items like
� hard hats
� safety shoes or boots
� ear plugs
� respirators
� gloves
� face guards
� safety glasses or goggles
� safety overalls
� face masks
� aprons
Can you give an example of a job and a sector for each item on the list
where a worker might need the equipment?
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With a partner, brainstorm the effects on an individual of each of the
four types of hazards and see if you can suggest appropriate safety
gear.
Type of Hazard

Possible Human Effect

Protective Safety Gear

Chemical
e.g.
� liquids
� vapours and fumes
� gases
� flammable, combustible and
explosive materials
Physical
e.g.
� electricity
� noise
� temperature (hot or cold)
� dust or particles
� radiation
� moving parts on equipment
� wet or greasy surfaces and
floors
Biological
e.g.
� unclean areas like
washrooms and kitchens
(bacteria)
� medical waste improperly
handled or stored
� bug or animal bites
� mold, fungus
Ergonomic
e.g.
� lighting
� how a workstation is set up
� computer terminals
� seating
� lifting
� repetitive movements
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True Story
A school caretaker, wearing short gardening gloves, tried to remove a
baby racoon from a school. The baby animal was terrified and bit the
caretaker. The baby racoon had to be put down (killed) and the
caretaker had to have very painful rabies shots.
What could have been done to avoid this sad outcome?
Staying alive and staying healthy are outcomes of working safely. If
you feel that a task is too dangerous or unsafe, remember that you do
have the right to refuse. There is a worker health and safety
representative in all workplaces with five or more workers. And the
union representative in a unionized workplace is also a good place to
start with questions and concerns.

What is this person
doing? What do you think
happened?
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Catchy Phrases

WorkSafe!
Newsletter

Safety First.
Better be safe than sorry.
An ounce of prevention is worth a pound of cure.
Did you know:
� 3 workers in Canada are killed every
workday in a workplace accident
� 1 out of 15 workers is injured on the job
every year
� workplace accidents cost the Canadian
economy at least $10 billion a year
http://www.plant.ca/

Where most injuries happen to the body:
eyes
11.9%
ears
0.7%
neck and head
6.0%
chest
2.7%
arms
9.9%
other trunk injuries 5.2%
hands
8.1%
fingers & thumbs
17.0%
legs
8.5%
feet & ankles
8.6%
toes
0.7%
back & spine
17.7%
internal organs
3.0%
The big question is…how do we prevent this from
happening to ourselves and our coworkers?
Work Safely!!
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http://www.gov.mb.ca/l
abour/safety/publicat/
worksafe/w15v2n98.ht
ml

Canada Safety
Council

http://www.safety
council.org/info/OSH/
OSH.html

An American site
that is rich in
information
checklists and clip
art and an on-line
newsletter.
Canadian Safety
Site links.

http://www.safetyinfo.
com

MSDS Information

http://www.msdsonline.co
m/

Workers Health
and Safety Centre
Site includes an on
line newsletter.
http://www.whsc.on.ca

Health Canada
Workplace Health

http://hc
sc.gc.ca/hppb/ahi/work
place/index.html
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Health and Safety:
Instructor Notes

A Step in the Right Direction
�
�
�
�
�

�
�

�

�

�
�
�
�

Lead a group discussion of the health & safety rules
that learners experienced in previous jobs
Find a sector in which the learners have experience or
in which they may want to work
Brainstorm safety rules that may be required as well
as reasons for them
Follow-up with information on the sector and the
safety rules and/or regulations that apply
Compare the learners’ list of safety rules with those
that actually apply; discuss differences and
similarities
Investigate the many recommended safety sites for
W.H.M.I.S. labels and related information
Make sure learners understand key W.H.M.I.S.
vocabulary as it relates to a) type of danger or hazard
b) health risk c) required safety equipment, and d)
suggested treatment in such a way that they can
explain these 4 elements in plain English
Explain to the group that each learner will take turns
reading aloud one of the “Step in the Right Direction”
cards
The learner will state what he or she thinks is the
health & safety problem and what should be done to
fix it
Invite any members of the group to challenge
Ask the challenger to come up with his or her
statements about the problem and a solution
Ask the group to “vote” on the best answer; the
winner keeps the card
Explain that the “winner” is the learner with the most
cards
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Skills to Practice
� orally share information
� brainstorm
� compare and contrast
� make suggestions
� interpret symbols
� weigh options
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Tips for Level 5
�

�

Read some safety newsletters (check
recommended web sites); discuss layout and
design
Have learners write a one page newsletter on a
safety topic of their choice

Skills to Practice
� read text
� write informational
text
� research

Related Benchmarks
Speaking
Level 4
Level 5

Reading
Level 4
Level 5

Writing
Level 4
Level 5

relate a story about an everyday activity
indicate non-comprehension

follow one to six step common everyday
instructions and instructional texts
demonstrate comprehension of standard
maps, basic diagrams, basic graphs

copy short texts to record information
convey business messages as written notes
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A Step in the Right Direction
A custodian in a health care
facility was cleaning up a work
area. She put the used needles
and other sharp instruments in a
plastic garbage bag.

Erika works in a small accounting
office. She needed to get a box
of toner for the photocopy
machine. She stood on a sturdy
chair to reach one of the high
shelves.

Sara stayed late to finish some
drafting work. It was a difficult
drawing, so she was using lots of
her tools such as compasses and
metal rulers. She wanted to work
on the project in the morning, so
she left her tools around her work
area.

Raymond was busy refinishing
some wood floors. He was wearing
safety shoes, safety glasses, a
facemask, and work gloves. In the
same area, other workers were
running these machines:
commercial sanders, circular saws,
power nailers, and power drills.

Wilem needed to take some small
boxes to storage. Since the boxes
were light and only about 15 cm
high, he decided he would carry 8
of them.

Marta was getting ready to give
her sales presentation. She set up
the overhead projector and
plugged it into an outlet about 3
meters away.

Lewis was told to go up to the 10th
floor to repair one of the hotel
doors. He noticed that a few of
the overhead lights were blown.
He decided to fix the door first
and the lights second.

Marina wanted to remove the
paint from an expensive piece of
art. Because she wanted to work
in a quiet place, she took the
materials to a small room off the
main work area.
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Here are some answers that you may want to share with your
learners. You may even want to have your learners write their
own scenarios and check if their fellow students can find the
safety problem and a solution!
Needles and sharp instruments
cannot be placed in a plastic bag
because they can rupture it or
make holes in it. They must be
placed in a container that cannot
be ruptured.

A chair, even a sturdy one, is a
dangerous choice to help you
reach high shelves. Always use a
step ladder or ladder that is an
appropriate size for the
distance.

Compasses and metal rulers can
be dangerous. These tools
should not be left lying around.
Someone could step on the
compass or pick it up and get it
stuck in his or her hand.

Raymond was wearing everything
except ear protection. The
surrounding work area is very
noisy, so he should wear earplugs
or other hearing protection.

If Wilem carried a stack of 8
boxes, he probably couldn’t see
where he was walking. He should
only carry a load that allows him
to see clearly.

Someone could trip over the
overhead projector cord. It
should be taped to the floor so
that it isn’t a trip hazard.

Working in a poorly lighted area
is an unsafe work practice.
Lewis could injure himself while
he is fixing the door. Instead,
he should get some temporary
lighting and fix the lights first.

Paint remover should never be
used in a small space. The fumes
could make Marina sick. It
should be used in a large, wellventilated area.
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Policies and Procedures
Policies and procedures are unique to each company. They are the
internal rules and processes that an organization follows. Some
companies have a lot of policies and procedures, some companies have
very few. In some companies these are not even written down!
When you start a new job, you may be given something called an
Employee Handbook or Manual. This book outlines company procedures
for employees. Sometimes the book is very thick and sometimes it is
just a few sheets of paper. Not all companies give employees this
information.
Reflection
Is it a good thing for a company to write down what it expects from its
employees? Why or why not?
What is included in an Employee Handbook?
The content will differ from organization to organization but the
following lists the most common areas:
1.
2.
3.
4.
5.
6.
7.
8.

Welcome Letter
History of the Organization
Organizational Chart
Company Policy
Benefits
Conditions of Employment
Employee Rules and Regulations
Fire, Safety and Security

The first two items will be very different in every company. The rest
of the items may be different in language, expectations and
consequences, but there are common categories sector to sector,
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company to company. The content of Employee Handbooks may contain
information about legislated rules, but most concentrate on internal,
staff related items.
A second handbook may also be given to a new employee. In a unionized
company, employees get a copy of their collective agreement. This is a
legal and binding contract between employees and management for a
specific period of time. It is regularly renegotiated.

Organizational Chart
This can be a drawing of lines and boxes that shows the levels of
responsibility in the organization or it can be a description of individual
departments.
XYZ Company

XYZ Hotel
Rooms Division
Food and Beverage Division
Conference Department
Purchasing Department
Accounting Department
Engineering Department
Personnel and Training Department
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Each of the two divisions might also have several departments. In the
Food and Beverage Division there is probably a Food Production
Department, Catering, Banquet, Room Service, café, restaurant, bar,
lounge or coffee shop. In the Rooms Division there would probably be
the Front Office, the Communications Centre (for calls and
reservations), Guest Services, Housekeeping, Laundry and Security.
What would an organizational chart look like? Can you guess what kind
of jobs you would find in each of these departments? They would also
go on the organizational chart (e.g., in a bar there would be a manager,
bartenders, and servers). There would probably also be a day shift and
a night shift.
What about other places we work? What might those look like? How
would they be described? Choose a type of business or service.
Brainstorm the divisions, departments and the related jobs that might
be found in the organization. You might choose:
� a bank
� a school, college or university
� public service
� the military
� a grocery store
� another type of retail operation
� a hospital
� a factory
� your choice
It is surprising the number of
different types of jobs that are
available in each organization!
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Company Policy
Areas often discussed under this heading include:

Policy

I think this means:

promotion from within

open door policy

employment records

employee training

communications

termination
grievance procedure
resignation

Work with a group or a partner and fill in the column "I think this
means… ". Compare your answers with others in the class. Then choose
one area and write a policy you would like to see in the Handbook of the
company you will work in. Present your idea to the rest of the class and
explain how and why you made your selection.
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Promotion from within
Many companies have a policy of promoting from within. This means
that they will post a job first internally. Employees have the first
opportunity to apply. The hiring is based on job-related qualifications,
attendance, skill and ability, employment record and sometimes
seniority. If you see that this is a company policy, does this suggest
something to you? You may see a job that you would really like to do.
� Find out the qualifications needed and identify the paths to the
position
� Learn what skills are valued in that position and practise them
� Watch the posting board and apply
Open Door Policy
This is a tricky one. While the policy may say this, the
personalities and management styles of supervisors and
managers may not allow employees to feel free to discuss
any concern or issue openly. An open door policy suggests that every
employee should feel free to discuss any matter of concern with
management. As a new employee it would probably be a good idea to
observe how others act and ask co-workers how things really work.
Employment Records
Every Human Resource or Personnel Department is responsible for
keeping accurate records. As an employee you need to tell them when
there are changes in your life:
� name
� address
� phone number
� marital status
� number of dependants
� next of kin
� courses that you have taken (that are work related)
� change in beneficiary (if you have company insurance)
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Training
Many organizations have training policies. They recognize the value of
life-long learning. There are two types of training: in-house and out
sourced.
In-house training could be the WHMIS Refresher course taught by a
supervisor or co-worker. It could be training on a new machine or a new
process. It happens on company time or paid time. Some training in
workplaces is voluntary and is done on your time or half of your time.
There may be up-grading courses or language classes offered. The
decision to attend is yours to make.
If your company schedules information meetings, you can expect to be
introduced to new information. This is informal in-house training.
Sometimes, you will be cross-trained. This means that you will be
trained to do other tasks. When it is slow in your department or
someone is on holidays, you will do that job.
Reflection
Do you think cross training is a good thing for employees? Why or why
not?
Out-sourced training is conducted away from your place of business. The
company may send you for training and pay for it. Or you might find a
course that would help you in your work. You take it, and when you pass
the course, you apply for tuition reimbursement.

Most companies will only pay after training has been successfully
completed and if is related to the work you do.
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There are many ways to receive
training.
In-house:
� some companies have a training
department
� some companies use videos or on-line
courses
� some hire outside trainers or
instructors to deliver specific
training
� some companies set up a training
corner with print resources
� some companies encourage outside
training
Out-sourced:
� college or university courses
� school boards (continuing education)
� private training groups
� apprenticeship programs
� distance education
� on-line programs
� correspondence courses
Communication Systems
There are many ways that you find out what is happening in a company.
� Bulletin Boards
� There are different types of bulletin boards in most companies.
There is usually a board for union information, one
for health and safety information, one for
company memos and one for casual postings. It is
important to read these postings to make sure
you get information you need.
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� Pay Slip Attachments
� Sometimes a company attaches very
important information to a pay slip.
� Binders or Computer File
� Sometimes copies of all
communications are kept in a binder or in a computer file.
� Company Meetings
� These can be formal or informal. Company-wide meetings are
usually held when something is changing or when there is a need,
to share new information.
� One-to-one Meetings
� These are usually meetings with an immediate supervisor or
someone in human resources or personnel.
�

The Grape Vine
� The grape vine is very informal. There is also a risk that the
information is wrong. This is gossip that one person passes on to
another. It happens in every organization and should be taken
with a grain of salt.

Termination
This means that you have not made the decision to leave your job. You
have been terminated or dismissed from the organization. This can be
done for a number of reasons usually related to company rules being
broken, or due to downsizing. A lay-off is different than a termination.
When you are laid-off, there is a chance that you will be recalled to
work when business improves.
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Resignation
This means that you have chosen to leave the organization. If you
decide to quit a job, you usually need to do it in writing. Some
companies will ask you to leave immediately and will pay your salary in
lieu of notice. Some companies ask for notice. This means that you will
stay at your job for an agreed period of time. The organization will look
for a replacement and you may be asked to help train the new person.
Every company or organization has a different approach to handling
resignations.
Grievance Procedures
In a company where people are unionized, there is a very structured
approach to handling grievances. Shop stewards and the collective
agreement will have this information. Non-union companies may or may
not have a formal system for grievances. This is important information
to know.

What emotion is this man
feeling? What are his body
language and his gesture
saying? Do you think his way
of communicating is an
effective one to use in the
grievance procedure? What
would be most effective?
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Employee Benefits
Benefits are different company to company. When you start a job, you
need to know the pay rate and the benefits. Sometimes you will hear a
benefit referred to as a "perk".
Hmmm…..
In one organization, the favourite perk is parking. The employee of the
month in one hotel gets to park right next to the main entrance!
The following chart gives you an idea of the range of benefits a
company can offer. Fill in the blank column with your best guess about
what these benefits actually are. Compare your answers with the
others in your class.
Benefit or Perk
Holidays and Vacation
Travel (Hospitality, Travel
Sectors)
Leave of Absence
Social Activities
Sport or Exercise Facilities or
Activities
Meals
Awards
Medical Benefits
Dental Benefits
Pension Plans
Insurance
Saving Opportunities (e.g., Canada
Savings Bond)
Can you think of others?
CanadaWorks
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It is important to know what the benefits of a job are and if you are
entitled to them. Some benefits are for everyone, some are not
available to part-time or contract workers.

Conditions of Employment
These are again different from company to company. But generally
these might include:
� pre-employment medical
� uniform
� orientation
� name tag
� police reference check
� personal conduct
� pay period
� punctuality
� probationary period
� attendance
� union affiliation
Pre-employment Medical
This is sometimes done by your family doctor and occasionally by a
company doctor or nurse. Sometimes it's just getting a doctor's letter
about a TB test, other times it is a detailed medical check-up. This
depends on the job you will be doing.
Orientation
A company often asks new employees to come in for a day to tour the
place where they will work, go over the health and safety rules and
meet their supervisors. They may have to attend a short training
session. This differs by sector and organization. It can be a
requirement of employment.
Police Reference Check
For example, if you plan to work with children, you may
be asked to have a police reference check completed.
This means that people with a criminal history of
harming children will not be hired.
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If your job includes handling money, you may be asked if you are
bondable. That means that there is nothing in your record that would
mean you may be untrustworthy with cash.
Case Study
A couple in their 40's applied to an agency to become short term care
providers. This agency placed developmentally handicapped children
with families in order to give their parents a short break. This couple
had two children, a comfortable home and the training to be good
providers. They were asked to complete a police reference check. Each
of the adults had a record. The woman had shoplifted when she was 18
and was charged and convicted. She was sentenced to community
service. Her husband had a drug charge from 1972. He had been
arrested while at university for carrying a small amount of marijuana.
Neither had been in any trouble since. They had completed university
and had responsible jobs.
Do you think they should be hired by the agency? Why or why not?
Pay Period
This can be weekly, bi-weekly or monthly. You can receive an hourly
wage or be paid a salary. The company handbook usually describes when
and how often employees are to be paid.
Remember that for all employees there are some deductions for legal
reasons. These include income tax, Canada Pension Plan (CPP) and
Employment Insurance (EI).
Probationary Period
These periods are different lengths for different companies or
organizations. A common probationary period is for three months from
your hiring date. You may not be entitled to benefits until this period
has been successfully completed.
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Union Affiliation
The organization that hires you may have one or more unions for
employees. Not all positions may be unionized. Some positions may be
affiliated with one union and other positions are affiliated with a
different union. If you are working in a union position you are expected
to pay union dues and you will receive a copy of the collective
agreement when you are hired.
Uniforms
Some organizations pay for uniforms and some don't. Nurses buy their
own uniforms. Factory workers are usually given a uniform but may have
to contribute towards their safety shoes. These are questions to ask
when being hired.
Nametags
Some uniforms have these sewn on a pocket. Sometimes a badge is
pinned to a worker's clothes. This is not seen in every company.
Organizations that deal with sensitive information (e.g., Revenue
Canada) ask employees to wear photo identification (ID) around their
neck. If you forget your ID, you are not allowed into the building!
Reflection
What kind of jobs should require people to wear nametags? Think
about this for a few days. Consider people you interact with. Do they
wear name tags? Why do you think they do? Are there people who
don't wear identification that you think should? Why?
Personal Conduct
The behaviour that is expected from job to job can be quite different.
Some of it is defined by law. (human rights legislation) Some of it is
expected for reasons of safety. Some behaviour may reflect directly
on how an organization is perceived by the public. (Have you ever been
served by a rude clerk or cashier?) Companies often spell out their
expectations.
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Can you suggest a job or organization where this would be very
important?
Conduct or Behaviour
gum chewing
grooming
hygiene
dress
swearing
joke telling
smoking
personal calls

Job or Organization

Can you add other behaviours that could have a negative impact on
individuals in an organization?
Hmmmm….
Did you know that Canadians continue to spend more than any country
on personal hygiene items such as deodorant and toothpaste? Why do
you think they do this?

Punctuality
Being on time for work is an expectation. If you are going to be late,
call in. Records are kept by most organizations and a bad record could
affect your position.
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Attendance
A record is also kept of an employee's attendance. Poor attendance
may also have a negative affect on an employee's relationship with a
company. An employee is expected to call in an absence.

Employee Rules and Regulations
These are usually tied to the building and the way business is
conducted. They are usually cause for disciplinary action. These will
differ company to company, sector to sector.
Some examples:
1. repeated tardiness or absenteeism
2. fighting
3. taking breaks without permission
4. stealing
5. not following safety rules
6. insubordination (refusing to obey reasonable requests from a
supervisor or manager)
7. gambling or drinking while on the job
8. lying on an employment record
9. refusal to wear personal safety gear
Can you think of other rules that should be here?
Fire, Safety and Security
A work site, whether it is a school, a factory, a hospital or a bank posts
fire exits and safety information. Most handbooks describe this in
detail. A handbook may also include a map of fire exits, location of
first aid kits, and the process to follow if you witness an accident or
are involved in an accident.
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The handbook may also include information on ensuring personal safety.
The company may arrange a car pool for late shift workers. They may
make suggestions about storing purses or other personal property.
There may be suggestions about what to do if you feel your personal
safety is being threatened.
Note: This is not a complete description of information that can be
found in company handbooks but it does give an overview of common
elements.

These individuals work in a
popular restaurant. The owner
has certain expectations of her
employees. Can you guess what
she would include in her company
handbook. Which areas would be
emphasized?

Write the rules that might be connected to:
� pre-employment medicals and on-going health
� uniforms
� punctuality
� meals and breaks
� grooming
� hygiene
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Unions and the Collective Agreement
Many workplaces in Canada have one or more unions in place. The
agreement between workers and management is called a collective
agreement. There are union representatives called shop stewards who
are elected by employees to negotiate with management on many
issues.
The history of unions in Canada actually started almost two centuries
ago (e.g., local unions of dock workers in the War of 1812, Montreal
shoemakers and Toronto printers of the 1830's). By the middle of the
1800's the unions were becoming more international. These unions had
their headquarters and most of their members in other countries.
These early unions existed on their own, but this began to
rapidly change:
1863: several Hamilton unions formed a central Trades union
� 1873: there were 100+ unions in Canada
� 1873: the first national convention which set up a national
organization, the Canadian Labour Union
�

As you can see, unions have a very long history in Canada. Many of the
employment standards that provide basic minimum rights for Canadian
workers are the results of union activity. These standards include
things like minimum wage laws, overtime pay, maternity leave benefits
etc.
Hmmmm
Is there a place for unions? Some people say that they are one of the
few ways that ensure a voice for employees on the job and in our
society. What do you think?
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Brainstorm any ideas you have about the pros and cons of unions. Fill in
the chart with your ideas. Compare them to the ideas of others. Find a
friend or relative who belongs to a union and one that works but is not
part of a union. Ask them their opinion. Report your findings back to
the class. Were there ideas you now need to add to your pro and con
lists?

Pros*

Cons*

* Pro (for) means positive ideas, thoughts or reasons
* Con (against) means negative ideas, thoughts or reasons.
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Collective agreements describe in a legal contract the way in which a
company treats and manages its employees. This process is at times
loud and angry.
Does this picture look familiar? Have you
seen picket lines outside of buildings?
When talks break down between union
representatives and management, there is
sometimes a strike or workers are locked
out. Sometimes strikes last a very long
time and sometimes things get settled
quickly. Workers do not like to go on
strike but they say that sometimes they
have to.

STRIKE

All sectors have unions but not all companies in a sector are unionized.
The public service (government) has unions. Teachers and professors
are unionized as are nurses and other caregivers. They may even share
the same unions.
When you start a new job in a union environment it is important to read
your collective agreement and to find out the name of your union
steward. The language used in collective agreements is legal language
and sometimes difficult to understand. There are words used within
unions that are common to all.
Using pages 117 and 118, work with a partner and match a word or
words with a meaning. Compare your answers with others. Could you
guesstimate? Were you able to guess the meaning from the context?
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Word

Meaning

affiliated union

Production and maintenance workers not office or professional
personnel

collective agreement

Payments by union members

arbitration

These are non-wage benefits like paid vacations, pensions etc.
The employer pays all or part of the cost.

bargaining agent

Temporary, long or final separation from employment. There is no
work.

blue collar workers

A union that is a member of a group of unions

collective bargaining

When union and management cannot reach an agreement, a third
party intervenes. Their decision is legal and binding

dues

This may be added to a collective agreement. It protects a
worker’s job in some situations. E.g., new methods or machines

fringe benefits

A contract between one or more unions and one or more
employers. It usually covers things like wages, hours, working
conditions

grievance

Method of determining wages etc. The result is a written
agreement or contract

job classifications

The union named by a labour relations board for the purpose of
collective bargaining

job security

Complaint against management by one or more employees

layoffs

Jobs are rated based on the requirements of the work
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Word

Meaning

local (union)

This is a deliberate slowdown of work without an actual strike

moonlighting

The stated daily period of work

no strike clause

A union official who represents a group of members. They are
usually part of the workforce they represent

overtime

Some employees have limited freedom to strike

picketing

Workers obey all laws and rules about their work. Everything
slows down

piece work

These are branches of larger unions. They are usually responsible
for the negotiation and administration of their own agreements

posting

A single individual holds more than one paid job at a time

seniority

Wages depend on the number of pieces produced

shift

A label attached to a product that shows it was made by union
labour

shop steward

Extra hours worked

slowdown

Required display of job vacancies

strike, walkout

Work stops or a workforce refuses to work. When negotiating
fails, unions call for strike action

strike-breaker, scab

A worker's status compared to others. Often used to make
decisions around lay-off, recall, promotion etc.

union label

Many of these are included in collective agreements: hours,
safety, rest period, uniforms etc.

work to rule

A unionized worker who continues to work or someone new hired
to replace striking workers

working conditions

Patrolling near an employer's place of business, usually with signs
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Catchy Phrases

Daily union news from
around the world:

We shall overcome.

http://www.labourstart.org/

The ABC's of the Canadian labour movement:
�

CLC
AFL-CIO

�

CNTU

�

ICFTU

�

ILO

�

Canadian Labour Congress
American Federation of
Labour (the American version of
CLC)
Confederation of National Trade
Unions
International Confederation of
Free Trade Unions
International Labour Organization

Daily Canadian union
news:

http://labourstart.org/cana
da/

Worklines
The newsletter of the
Ontario Workers Arts
and Heritage Centre
http://www.web.net/~owahc

These are the larger federations but there
are many others. They are local, provincial,
national or international. Sometimes they are
called unions, sometimes they are
Associations or Federations. They are a part
of the lives of many Canadians: teachers, fire
fighters, steelworkers, and food handlers to
name a few.
The Canadian Labour Congress web site has
lots of workplace/union information. It also
has links to other union web sites.
http://www.clc-ctc.ca/eng-index.html
As you plan your career path, you might want
to explore the unions that will be part of the
sector or industry you are hoping to be part
of.
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Policies and Procedures:
Instructor Notes
Class Handbook
�

�
�

�
�
�
�
�
�

�
�

As a group, discuss places in which the learners
have worked, the types of rules that existed, and
how the rules were communicated to employees
Review the items that are often included in
Employee Handbooks
In small groups, brainstorm the items that could
be included in a Class Handbook. These may
include topics such as the following: Class Mission
Statement, Performance and/or Attendance
Awards, Safety Rules, Housekeeping, Smoking
Policy, Emergency and Fire Instructions, Late
Arrivals Policy, Homework Policy, Learner
Responsibilities, etc.
As a large group, compare and contrast
brainstorm lists
Determine a final list of items that will be
included in the Class Handbook
Ask learners to volunteer to work on different
parts of the handbook
Ensure that all items have been accounted for
Discuss layout: title page, table of contents,
titles, bullets, size of type, and so on.
As a follow-up, the class may want to share their
handbook with another group of learners to “field
test” the document
Ask learners to develop a feedback form that can
accompany the booklet
Have learners review the feedback and make
revisions as necessary
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Skills to Practice
� share information
� brainstorm: make suggestions,
give opinions, write in point
form
� compare and contrast ideas
� write informational text
� edit material
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Tips for Level 5
�

�

Ask learners to think about the different jobs
that are depicted and what critical topics would
be included in a company handbook
Ask learners to write and present the rules that
could be connected to each topic

� make deductions
� write text
� orally present ideas

Related Benchmarks
Speaking
Level 4:
Level 5:

Reading
Level 4:

Level 5:

Writing
Level 4:
Level 5:

relate a story about every day activities
express necessity, worry, or concern

get the gist, key information and important
detail of simple. Explicit two to three
paragraph texts
identify factual details and some inferred
meanings in moderately complex business
texts

copy information from manuals
write a paragraph to relate a procedure or
routine

Skills to Practice
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Class Handbook

Let’s Brainstorm!

What Topics
Should Be In A
Class Handbook?
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What critical topics should be included in a company
handbook for the above jobs?
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A Few Ideas About Company Handbook Topics…
� uniforms
� professional manner
� pre-employment medicals and on
going health assessments
� hygiene
� safety procedures
� safe disposal procedures
� W.H.M.I.S. training
� pre-employment medicals and on
going health assessments
� uniforms
� procedures
� safety training
� emergency training
� safe work practices
� grooming
� bonded workers
� grooming
� accuracy
� records/documentation
� professional manner

CanadaWorks

�
�
�
�

grooming
hygiene
time management/scheduling
client relations

�
�
�
�

health and safety training
W.H.M.I.S. training
First Aid training
safe work practices

� hygiene
� food handling and
preparation
� disposal of food
� safe work practices
� First Aid training
� uniforms
� grooming

ªWTS Workplace Training and Services

124

WORKPLACE
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The Quality Process
A quality process is based on the belief that a company needs a
plan in order to provide excellent customer service. The plan
includes several related processes and is ongoing.

The Critical Elements in a Quality System
�

�

�

�

the needs of the customer (inside and
outside an organization) are the priority
the quality process is supported by all levels
of management
employees have the knowledge and
responsibility to improve their work processes
and make decisions
a company's products or services are analyzed and continuously
improved

Hmmmm….
"Quality … is never an accident. It is always the result of
intelligent effort. It is the will to produce a superior thing."
John Ruskin

Reflection
Expressions such as "seal of approval" or "stamp of excellence" or
"award winning" or "the people's choice" are often used to describe the
products or services we use or purchase. In your experience, has the
description been accurate?
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The Deming Cycle or Universal Sequence
The key to any quality process is the Deming Cycle or the Universal
Sequence. Notice that it is never-ending.

Act
Clarify and normalize
the change.

Plan
Analyze the
process

Check
Check results.
Was it effective?
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Do
Make the change.
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Case Study
The management of the Black Cat Diner analyzed the way it served its
customers. They looked at customer comments and observed the
staff. Some things were done well � and others things needed
improvement � . The following things were observed and rated:
�
�
�
�
�
�
�

diners are treated politely
food always arrives at the table hot
the buffet table is always clean
the service is fast
customers receive their bill quickly
the restaurant is well lit and comfortable
the washrooms are always clean and
fresh

Refer back to the Deming Cycle and help out the Black Cat
management.
This will lead to the "plan" part of the cycle.
What would come next? And after that?
After all the changes had been checked and normalized, does anything
happen next?
Where do you use the Deming Cycle in your life? Do you use a Deming
Cycle in the class? How do you approach a class assignment? Do you
follow the same process alone as you would do in a group?
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Quality is meeting or surpassing customer expectations or
requirements. It means pleasing customers, patients, patrons, clients,
students; the end users of a product or service.

Measuring Quality
How does an organization or an individual know that they have met or
exceeded customer expectations? What internal tools do organizations
use to ensure that products and services meet set standards?
Have you ever filled in a customer service card? What kind of
organization was it? Have you ever filled in an evaluation form after a
class or workshop? Have you ever been asked to complete a survey or
questionnaire about products or service? These are common methods
organizations use to get feedback from their customers or clients.
Inside an organization, there are basic tools that are used in planning
for, checking and measuring quality.
These are:
�
�
�
�
�
�
�

Pareto Charts*
Fishbone or Cause and Effect Diagrams
Histograms
Scatter Diagrams
Checksheet
Control Charts
Flow Charts

There are other tools, but these are the basic ones that track
information.
*See Continuous Improvement Process on page 154 for examples of these tools and the
glossary at the end of the unit for descriptions.
CanadaWorks
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Deming Home
Page

Catchy Phrases
The only constant in life is change.
What gets measured gets
managed.

A Day in My Life

http://www.deming
.org

National
Quality
Institute

http://www.nqi.ca/

Think of yourself as a
customer in every situation you
experience during a day. Track your
experiences. Develop a chart to record your data.
Decide if your needs were met as a customer.
Remember that you can be an internal and an
external customer. Brainstorm the types of
interactions that happen daily. Who do you
interact with? Partner? Trainer? Co-worker? Bus
driver?
When you have collected your data for a day,
choose one of the interactions
you were involved in. An example
could be your experience taking the
bus to work. Now track just this
experience for a week. Fill in a
chart daily. Analyze the kind of
service you received. You may find that the
service was not consistent. Think of reasons that
this could happen?

CanadaWorks
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The Quality Process: Instructor
Notes
Useful Quality Tools
Explain the different parts of a bar graph using the one
titled, “# of Days of Rain”
� Check for understanding by asking questions about this
chart such as, “How many days of rain were in June?”
� Have learners conduct a class survey to collect some
information
� Check for their understanding of how to draw a correct
bar graph by asking learners to chart the results of the
class survey
� Introduce learners to the basic principles of Pareto
Diagrams
� Have learners work in small groups to go through the
sample to ensure understanding
� Put learners into small groups and give them the
absenteeism problem at Don’t Worry Home Care Ltd.
� Ask learners to draw a Pareto Diagram showing the
absenteeism situation at the Home Care
�

CanadaWorks

Skills to Practice
� work with bar graphs
and Pareto Diagrams
� develop surveys
� collect and organize
information
� collaborate with
group members
� problem solve
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Tips for Level 5
�
�
�

�
�

Ask learners to collect some customer service cards or
surveys from various sources – restaurants, stores, etc.
Discuss the different ways of collecting information
Suggest that learners collect customer service cards or
surveys from a single source such as fast food
restaurants, but from competing restaurants
Discuss any differences and/or similarities
Ask learners to write their own survey on a topic of
their choice – how students spend their free time, T.V.
watching habits, and so on

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Reading
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

Skills to Practice
� work with a variety
of forms with a
variety of purposes
� develop a survey
and collect
information
� compare and
contrast sector
information

request, accept or reject
give simple informational advice

find information in formatted texts: forms,
tables, schedules, directories
identify factual details and some inferred
meanings in moderately complex formatted
text

fill out simple forms
fill out forms

CanadaWorks
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Useful Quality Tools
Bar Charts

16
14
12
10
8

# Days of Rain

6
4
2
0
June

July

Aug.

Sept.

A bar chart is made up of many parts. Here are the terms you will
need to know:
1. Legend = the title or name of the chart
In this bar graph, the legend tells us that the chart is about the
number of days of rain.
2. Horizontal Axis = horizontal means from side to side or from left to
right
In this bar graph, the horizontal axis shows us four months of the
year: June, July, August, and September
3. Vertical Axis = vertical means up and down
The vertical axis shows us numbers. We want to make sure that we
number the axis sensibly. In our bar graph, it makes sense to show
the numbers by two’s. It would be difficult to read the graph if the
vertical axis was written by ten’s.
4. Bar = what you draw to show the different amounts
CanadaWorks
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Collecting Information
Let’s collect some information about the people in your class or even
the people who attend classes at your learning location. We can use the
information to draw a bar graph. For each eye colour listed, find out
how many people have that particular eye colour.
Eye Colour
brown
green
hazel
grey

Number of People

Title: ______________________________________________

Take the information that you collected and show it on the bar graph
above. Make sure you give the chart a title. Also, make sure you label
the horizontal axis and vertical axis.

CanadaWorks
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Pareto Diagrams
Pareto Diagrams were developed in the 1800s by an economist named
Vilfredo Pareto. He studied who had the most money in Italy. He
found that 20% of the families had 80% of the wealth in the country.
This rule was called the 80-20 principle. This means that there are
often just a few people or things (20%) that make most of the things
(80%) happen.
So, for example, at the ABC Company, 80% of the absences from work
come from just 20% of the employees. Many companies use the Pareto
principle to look at many reasons for a quality problem and then find
the most critical (important) cause or reason.
A Pareto Diagram is a bar graph with a line graph added to show us if
one category has more data than another. If it does, then we have
found the most critical reason for the problem. Let’s use an example
to help us understand.
The owners of the Black Cat Diner asked their customers to fill out
Customer Service Cards. After three months, they looked at all the
cards. This is what they found:
Comment

Diners are treated politely.
Food always arrives at the table hot.
The buffet table is always clean.
The service is fast.
The customers receive their bills
quickly
The restaurant is well-lit and
comfortable.
The washrooms are always clean and
fresh.
CanadaWorks

Number of Negative Responses

5
32
19
3
2
1
15
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Worksheet: Poor Customer Service Data
Category
Hot Food
Clean Buffet
Clean Washrooms
Politeness
Fast Service
Bills Received
Comfort
TOTAL NEGATIVE
COMMENTS

Poor Service
Frequency
32
19
15
5
3
2
1
77

Cumulative Frequency
32
51
66
71
74
76
77

Cumulative
Percentage
42
66
86
92
96
99
100

Remember to list the items from the most
to the least.
How to fill out the Worksheet:
1. Write the Comments in the Category column. Feel free to re
write them so that they are shorter! Make sure you list the
comments starting from the one with the most negative
responses (Hot Food = 32) to the one with the least (Comfort =
1). Add up the total number of negative responses (77).
2. To calculate the Cumulative Frequency, notice that the
cumulative frequency for Hot Food is the same as the number
the Poor Service Frequency column. To calculate the others,
add the number for Hot Food to the number for Clean Buffet
(32 + 19 = 51) So, 51 is the cumulative frequency number for
Clean Buffet. Clean Washrooms = 32 + 19 + 15 = 66. Continue
until you reach the last category, Comfort. The cumulative
frequency for Comfort should be the same as the total. (77)
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3. To calculate the Cumulative Percentage, follow these steps.
It’s a good idea to use a calculator for this!

Cumulative Frequency ‚ Total Negative Comments

So, for Hot Food…

‚

32

· 100

· 100 = 42%

77

Let’s look at how the Pareto Diagram would look for the Black Cat
Diner.

Poor Service
100
90
80
70
60
50
40
30
20
10
0
Hot Food

Clean Buffet

Clean
Washrooms

Politeness

Fast Service

Bills Received

Comfort

A Pareto Diagram will show you whether one item is causing a lot
of the problems. In this case, a lot of the data is in one category
– Hot Food. So, if the restaurant focuses on the Hot Food
CanadaWorks
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problem, it will bring about the most change in how customers
feel about the Black Cat Diner’s customer service.
Now, it’s your turn!
Don’t Worry Home Care Ltd. is worried about their customer
service. They are not sure what the main problem is, so they
have started to look at many areas of their service. Absenteeism
is one problem area. They decided to look at the absenteeism at
their 5 locations over the past year. This is what they found.
Location
1
2
3
4
5

Number of Absent Days
22
61
94
14
19

Worksheet: Absenteeism at Don’t Worry Home Care Ltd.
Location

Absenteeism
Frequency

Cumulative
Frequency

Cumulative
Percentage

Total Absent
Days

CanadaWorks

ªWTS Workplace Training and Services

137

Charting Absenteeism
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________
_________________________________________________

Checklist:
�
�
�
�

Legend
Horizontal axis
Vertical axis
Bars

Have you remembered all of these parts to make up your chart?
What can you conclude from this information?

CanadaWorks
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Customer Service
What is Customer Service?
It is any contact between a customer and an employee. With good
customer service, the contact results in a positive experience.
Customers want good customer service or even excellent service. They
want an employee to listen to them politely with full attention. They
want a quick response, but a thoughtful one. They do not want to be
ignored or made to wait while the employee is speaking on the
telephone.
They want to be helped to reach their goal: buying a new
car, dinner, medical treatment, getting off the
bus at the right stop or buying an ice-cream cone.
As you can see by these examples, customer
service is an element in every business and
service delivery.

What is an Internal Customer?
Organizations now refer to the internal and the external customer.
The external customer is one from outside the organization. The
internal customer is someone you work with in an organization. Think of
a production line of workers putting labels on boxes. Each person on
the line has a customer/employee relationship with the person on
either side of him/her. The whole line has a customer/employee
relationship with the packing department, the sales department, the
quality assurance department and every other department in the
organization.
CanadaWorks
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Why is it important to have positive interactions between internal
customers? Without positive, productive contacts among all employees,
profit is affected. The same result occurs when an employee offers
poor customer service to an external client or customer.
Think about customer service in the health care professions. If you
were a doctor, your internal customers would be everyone you need to
successfully treat your external customer, the patient. Internal
customers could include nursing teams, specialists, aids, lab
technicians, kitchen staff, office staff, porters, cleaning staff, etc.
The positive action resulting from excellent customer service may be a
patient's good health.
What about education? Are there internal and external customers?

Reflection
As you go through a day, how many times are you in a customer service
relationship? Are the experiences positive or negative? What makes
them work?

Person (s)

CanadaWorks

Internal or External

Positive or Negative

Result
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Hmmmmm……
Why do we leave a tip when the service we receive at a restaurant is
lousy?

Do the math…
�

�
�

98% of unhappy customers, patients or clients never complain about
rude behaviour but
90% will never come back
each will tell their story to nine or more people

How does this affect a company or service?
Do you have a story about good or excellent customer service?
Or bad customer service?

What do you think about this comment?
"If you like our service, tell your friends.
If you don't, tell us."

CanadaWorks
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Catchy Phrases

The customer is always
right.
Service with a smile.

Attitude + Knowledge = Good Customer Service
the right attitude
� positive outlook
� neat, tidy in
appearance
� welcomes customers
� listens actively

the right knowledge
� knows available
goods and services
� knows organization
� knows current prices
policies

�
�
�
�
�
�

http://www.fastcompany.co
m/fc/service/text.html

Lots of articles on
customer service

http://www.epinc.com/CUS
T/custtip1.htm
or
http://www.phonepro.org

Better Business Bureau
http://www.bbb.com

Customer Service and
telephones have a unique
relationship. There is a
wealth of material related
to providing customer
service by telephone. Some
resources are listed in
Resources. As e-commerce
(buying/selling via the
internet) grows, customer
service will become an issue
for both customers and
organizations.

Customer Service and
Communication
�

Customer Service
Handbook

face-to-face
telephone
fax
e-mail
e-commerce
memos
letters

�
�

Can you think of others?
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Customer Service:
Instructor Notes
The Learning Chain
�

�

�

�
�

�

�

�

Brainstorm (with the group) the internal
customers in their learning environment by asking
the following question: Who are the people who
help us learn?
Print a list of job titles rather than individuals’
names on a flip chart, whiteboard or blackboard
and ask learners to copy the list
Make sure learners include individuals such as:
federal government, LINC Assessment Centre
school board/community agency, volunteer,
program co-ordinator, daycare workers, a family
member, transit system, etc.
Have each learner print one job title in large
letters on a flash card
Ask the whole group to arrange and tape the flash
cards on the whiteboard or blackboard starting
from where the learning process begins (i.e.
federal government) and where the process ends
(learner)
Explain that everyone in The Learning Chain is
connected and that learning happens when the
members of the chain do their jobs (which means
provide good customer service)
Brainstorm different problems that can stop the
internal customers from providing good customer
service
List potential problems below the appropriate
flash card and discuss effects

CanadaWorks

Skills to Practice
� propose suggestions
� copy text
� follow instructions
� give opinions
� arrive at consensus
� describe potential
problems and effects
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Tips for Level 5
�

�
�

Ask learners to put the brainstormed job titles
into a basic flow chart to show the learning
process
Ask each learner to write about the effects of
the potential problems
Ask learners to write about either a good or bad
customer service experience with regard to their
learning

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

CanadaWorks

relate common daily routines and activities
ask for and give information
(e.g. educational and employment)

copy short texts to record information
reduce a page of information to a list of
important points

Skills to Practice
� write basic flow chart
� write effects of potential
problems
� write a brief report (100
words) about a personal
experience

fill out simple forms
fill out forms
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The Learning Chain �
The People in Our Learning Process
1.

_________________________________

2.

_________________________________

3.

_________________________________

4.

_________________________________

5.

_________________________________

6.

_________________________________

7.

_________________________________

8.

_________________________________

9.

______________________________________

10.

______________________________________

Don’t forget… These people are our internal customers!

Breaks in the Chain
� ___________________________________________
� ___________________________________________
� ___________________________________________

CanadaWorks
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Continuous Improvement
Continuous Process Improvement (CPI), Continuous Improvement
Process (CIP), Continuous Quality Improvement (CQI) all mean the
same thing. For clarity, we will use CIP.

What is Continuous Improvement Process?
It is a philosophy, a methodology or system, and a way of doing
business. It is a methodology applied to every step in a business or
service and is used in every sector. Every organization faces three
common problems: waste, low productivity and high costs. Using a
variety of tools and methods, an organization can examine and improve
every aspect of its business or service delivery.
Police departments, health care systems, food services, manufacturing,
and educational institutions are some of the sectors using the
continuous improvement process to improve customer satisfaction and
improve the bottom line.
For examples on how some sectors are
accomplishing this:
Manufacturing
http://www.willowcnc.com/improvement/

Public Service

http://www.tbssct.gc.ca/pubs_pol/opepubs/otherpubs/cqcps1_e.html
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CIP is an approach based on the active involvement of teams and is
aimed at increasing customer satisfaction, improving product quality,
and improving employee performance, company productivity and
profitability. One of the key components in a CIP is identifying a clear
system for problem solving.

Problem Solving
System
1.
2.
3.
4.
5.
6.

Recognize the problem
Label the problem
Analyze the problem
Find possible solutions
Make decisions
Take action

The CIP Team
There are two types of skills
required…technical and problem solving
skills.
Members must know team building skills,
be familiar with the process being
looked at and understand problem
solving strategies.

Hmmmmm……
There once was a beautiful hotel. It was new and comfortable. But
there were many complaints about the elevator service. People said
they had to wait for it and the waiting time was too long. The hotel
found out that to put in high speed elevators would cost too much
money. So they hired someone to listen to customers and spend time
waiting for and riding the elevators. He suggested that the hotel put
mirrors in the elevators and in the area around the elevators. The
hotel did this and there were no more complaints. People were bored
when they waited or rode the elevators. Now they had someone to look
at! This person followed each of the problem solving steps.

CanadaWorks

ªWTS Workplace Training and Services

147

Reflection
What kind of strategies do you use to solve your problems? What kind
of problems need solving in the classroom.? Could teams be set up to
agree on and define the problem, then come up with solutions?
Use the Problem Solving Strategies on the previous page to work
through a problem. Try it alone and as part of a team. Did you like
working alone or with a team? What was harder and what was easier?

Team 1

Problem

Strategy

Solution

Team 2

Case Study
Remember that CIP wants to identify and reduce waste and
inefficiencies.
I stopped at a deli for a bagel and cream cheese. It was very busy and
I had to stand in line for a long time. I noticed that the bagels were at
one end of the counter and the cream cheese was at the other end. It
was a very long counter! Many people were ordering bagels and cream
cheese. There were two people working. They would pick up a bagel
then walk to the other end of the counter. Sometimes they bumped
into each other.
As a member of a CIP team, what do you think the problem is? How
would your team solve it?
CanadaWorks
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There are seven tools and methods used in

Continuous Improvement
Process:

the

�
�
�
�
�
�
�

Flow Chart
Pareto
Cause and Effect (Fish Bone) Chart
Check Sheet
See page 154 for
Histogram
examples of
Control Chart
these charts.
Scatter Diagram

For descriptions of
these tools go to:

http://strategis.ic.gc.ca/SS
G/sv00037e.html

National Quality
Institute

http://www.nqi.ca/
Check their FAQ site.

How to carry out a
Continuous
Improvement project:

http://www.eagle.ca/~mikehick
/continue.html

Charting Examples

Catchy Phrases
There is always room for
improvement.

http://deming.eng.clemson.e
du/
click on CQI Tutorials
click on QC Tools
click on synopsis

Quality, Quality, Quality = Customer Satisfaction

CIP is the commitment to constantly improve
operations, process, and activities in order to
meet customer requirements in an efficient,
consistent and cost effective manner.
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Continuous Improvement:
Instructor Notes
Charting Your Morning Coffee
�
�
�

�
�
�
�
�

�

�

Use the flow chart symbols found in the activity
Explain the symbols
Check for understanding by asking learners to
think about the steps in a task such as using the
bank machine to withdraw money or getting gas at
a self-serve gas station
List the steps and then put the steps into a
flowchart
Read the “scrambled” steps involved in a person
buying her morning cup of coffee
Put the learners into small groups and ask them to
unscramble the steps
Ask each group to chart the steps in a flowchart
Have learners do a “gallery walk” to see all
flowcharts and then discuss any differences and
steps which could be improved
Decide on a final, correct flowchart and give
learners time to copy the flowchart into their
notebooks
As a group, learners could also chart the steps
involved in “Joseph’s Spring Cleaning” and decide
which steps could be eliminated, simplified, or
modified to improve the efficiency and quality of
Joseph’s Spring Cleaning

CanadaWorks

Skills to Practice
� generate suggestions
� comprehend symbols
� relate text to
symbols
� read point-form
text
� work in small groups
� arrive at consensus
� identify and suggest
improvements
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Tips for LINC Level 5
�

�
�
�

Skills to Practice

Ask learners to research the steps involved in a
specific task in a job that they may be interested
in
Have learners produce flowcharts outlining the
steps
Ask learners to present their flowcharts to the
group
Also, the group could go and observe a job or jobs
that interest them; notes could be taken; and a
flowchart of the job steps could be produced

� research
� make notes
� produce presentation
materials
� make group presentation
� take notes based on
observations

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Speaking
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5.:

express preference, satisfaction or
dissatisfaction
indicate non-comprehension
give an extended set of sequentially
presented instructions

relate information about an every day
activity
give simple informational advice

fill out simple forms
fill out forms
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Charting Your Morning Coffee
Flowchart Symbols

The oval shows the beginning or end of a process. The
word “start” or “end” is written inside this symbol.
An arrow shows the movement and direction of
information, paper, material, or product.
The rectangle shows an activity that doesn’t involve a
decision. Inside the symbol, write the activity. More
than one arrow can go into a rectangle, but only one
arrow can leave the symbol.
The diamond is used to show choices or decisions. Write
the choice or decision inside the diamond. Only one
arrow can go into this symbol, but two or more arrows

Unscramble the Steps!
•
•
•
•
•
•
•
•
•
•
•

Input order on terminal
Get mug
Greet customer
Fill order
“Is this for here or to go?”
Ask customer for order
Ring in order on terminal
Get paper cup
Collect payment
Fill order
Thank customer

CanadaWorks

• Is exact change given?
• Give customer coffee
• Give correct change
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How My Coffee Gets To Me

CanadaWorks
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Seven Tools and Methods of
Continuous Improvement
�
�
�

____
____
____
____

Flow
Chart

Receive Order

In Stock?

Print Invoice

Pareto
Chart

Checklist

Distributor

Cause
And
Effect
Diagram

Not Available

To Shipping

100

Histogram

Scatter
Diagram

90
80
70
60
50
40
30
20
10
0
0

1

2

3

4

5

Control
Chart
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Teams
What is a team?
A team is a small number of people who have a shared commitment to a
common goal or outcome

Three Types of Teams

Functional Teams include people who have the same skill and do the
same kind of job. Team members assist each other in improving how
they work. An example would be the housekeeping team in a hotel.
Cross-functional Teams include people who perform different jobs
and have different skills but are working towards the same result. An
example would be the health care practitioners who work to improve
the health of a patient. These teams come together as needed.
Multi-functional Teams are permanent teams. The team has all the
skills to complete a project. All team members have been crosstrained. A production team could be a multi-functional team. All
members could perform all of the steps in the process.

Now and the future

The Conference Board of Canada describes three
critical skill areas required by Canadian Employers.
One of the three was teamwork. Teamwork skills are
those skills needed to work with others on a job
and to achieve the best results.
What does a team do?
� it adds to the continuous improvement process
� it looks for creative ways to solve problems
� it helps keep people motivated
CanadaWorks
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Brief History of Teams
Century
18th-19th

Work done in small groups
(master and apprentice)

1940's

documented increase in
productivity when teams used

1960's

General Motors finds work teams
equals higher quality product and
increased job satisfaction

1970's

Saab and Volvo find 25% reduction
in production costs and improved
morale. By 1972, 5 million workers
in U.S. in Quality Circles or teams.

1980's

Honeywell, Xerox, Cheseborough,
Pond's, Volvo (defects reduced
90%), Westinghouse finds
productivity increased 74% in 3
years

1990's

1/4 of all organizations in North
America are experimenting with
self-directed work teams

2000’s

Teams exist across a broad range
of organizations

Conference Board of
Canada

http://www2.conferenceboa
rd.ca/

Catchy Phrases

A house divided against itself
cannot stand. (Abe Lincoln)

CanadaWorks
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Teams:
Instructor Notes

Skills to Practice

We Can Do Anything…Together!
Ask class members to think of their class as a
team
� Brainstorm the goals of their class team—make
sure learners are specific about their goals
� Explain the different types of teams in
workplaces
� Explain that teams in a workplace often work
together to solve problems and that the class will
be divided into teams and asked to solve a
problem
� Make sure learners have a good understanding of
what skills would be involved in each role a team
member plays (speaking, writing, presenting, etc.)
� Put the learners into groups of 4 or 5. Assign a
team leader
� Make sure that learners know that everyone on
the team must participate—this is something that
the instructor should monitor and give feedback
on
� Note that the class teams will be practising only
some of the basic team skills in a rather
structured setting—depending on the learners’
skills and interest, you could research and try out
the many other team techniques
� Read the problem as a group; check for
understanding
� Go through the steps that the teams will follow to
make sure everyone understands key vocabulary
and concepts
� Consider using a “feedback” form for learners on
their participation
�

CanadaWorks

� goal-setting
� making verbal
suggestions
� read text for
instruction
� agree/disagree
� offer opinions
� rate ideas
� write point form
notes
� share ideas
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Tips for Level 5
�
�

Present other team problem-solving techniques
for learners to practise
Integrate presentations as a final step in the
process
Skills to Practice
� read unfamiliar text
� make oral presentations

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Reading
LINC 4:
LINC 5:

Writing
LINC 4:

LINC 5:

CanadaWorks

express preference, satisfaction or
dissatisfaction
encourage others in conversa tion by showing
interest
relate a sequence of events in the present, past
or future

find information in short texts
demonstrate comprehension of a two or three
paragraph moderately complex text

write a short text about a personal or familiar
situation, event, personal experience, future
plans
write down information received in person
write a brief report to relate a procedure or
routine
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We Can Do
Anything…Together!
The Problem:
Last week, the supervisor talked to the
patient care team about everyone’s poor performance and bad attitude.
For almost one month, there have been problems in their department.
More and more of the workers arrive late for their shift because they
are unhappy about the changes in health care and their workload. The
employees do their work, but it is sloppy and some tasks are not
completed. Some workers whisper and point at others when they
answer a question, or do something extra for a patient or other staff.
No one volunteers anymore. How can we solve this problem?
Step One:

Talk about and list all the problems. Then, talk about
and decide what the key or main problem is.

Step Two:

Have your team write one sentence to express how
things in the department are different from the way
they should be.

Step Three:

Work as a team to find the root of the problem. That
is, find the one thing that has caused the problem. To
do this, ask each other, “Why did ______ happen?” or
“Why is ____ a problem?” Keep asking “Why” until you
find the root.

Step Four:

Use the Bouncing Ball -technique to brainstorm a
solution for the root of the problem. To do this, one
person gives a suggestion for a solution, then throws
the ball to another team member who gives another
suggestion, and so on. Make sure the recorder writes
all the suggestions on a flip chart.
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Step Five:

Make a decision. Have each team member rate each
suggestion using a number scale (0 = won’t work; 1 =
might work; 2 = good chance of working; 3 = best
choice). Check everyone’s vote and compromise if
necessary.

You can use the following chart to record your ideas. Choose
appropriate headings to organize your thoughts.

CanadaWorks

ªWTS Workplace Training and Services

160

ISO 9000
What is ISO 9000?
ISO 9000 is a set of five universal standards for a quality assurance
system that is accepted around the world. It is concerned with "quality
management". It focuses on the features of a service or product that
are required by the customer. It refers to what the organization does
to ensure that a product or service conforms to the customer's
requirements. In other words, every product is made the same way
every time.

What ISO isn't

Certification does not guarantee that the quality of the product or the
service is any good. All it promises is that a company or service does
exactly what it says it does.

What is the International Organization for
Standardization?

It is a world-wide federation of over 90 nations. It was founded in
1946 to promote world standards for manufacturing, trade and
communication. It develops standards in all industries except electrical
and electronic engineering. The ISO 9000 series was first published in
1987. Canada adopted them and as of 1994. Canada's Q 9000 is
identical to ISO 9000.
Hmmmm…..
Document what you do; do what you document; and produce the quality
of product you say you will.
Is this a good thing? Think of how it might work in health care,
education or childcare.
CanadaWorks
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The Registration Process
� Desk Audit ( policies and
procedures are compared to
standards)
� Site Audit (activities and
records are compared to
policies and procedures
� Registration (certificate good
for 3 years)

What Needs to Be in Place
Documentation and Data
� Policies
� Procedures
� Forms and Records
� Work Instructions

The ISO 9000 Series
ISO 9001
It is used by manufacturers that design their own
products and build them.
Key words: design, develop, produce, install, service
ISO 9002
It is used by organizations that provide goods or services consistent
with designs or specifications given by the customer.
ISO 9003
This refers to final inspection and test procedures only and is the least
detailed of the series.

The only difference between ISO 9001 and ISO 9002 is design. ISO
9001 companies have an engineering group or research and development
department.
Many service organizations achieve ISO 9002 registration, including
colleges and hotels.
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Why are companies spending so much time and
money to be ISO certified?
�
�
�
�
�

Access to global markets
Specifies quality requirements of customers
Improves internal quality control
Improves productivity
Reduces costs

What is QS 9000? Is it the same as ISO 9000?
QS 9000 is the automotive industry standard and includes all of ISO
9001 and ISO 9002 plus industry and customer specific requirements.
It was developed by GM, Ford, Daimler Chrysler and heavy truck
manufacturers. Companies that supply car makers with parts also have
to be QS 9000 certified.
Once you know about ISO 9000, you begin to see signs everywhere.
When you are driving or riding the bus, what kind of companies do you
see with ISO 9000 signs? What kind of products do they make? What
kind of service do they offer?
Look at the things in your house. Is anything in your house ISO 9000
certified? If you have a camera, look at your film. Film has an ISO
standard. Credit cards and phone cards can be used anywhere because
ISO says that all of these cards must be no thicker than .75mm.
Do you think ISO 9000 and QS 9000 are good things for
organizations? Are they good for the consumer?
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Catchy Phrases

they used to!

They don't make them like
ISO Web Site

http://www.iso.ch

ISO is a Greek word meaning equal. It does
not stand for International Standards
Organization. The International Organization
for Standardization (Geneva) is a worldwide
federation of over 90
countries.

Standards Council of
Canada
http://www.scc.ca

The ISO 9000 Pizza

http://www.mgmt14k.com/9
kslice8.htm

ISO 9000 Translated
into Plain Language
http://praxiom.com/

Team Project
Each team
chooses a sector and
researches the
standards associated
with it. The team
prepares a presentation
to share that
information with the
rest of the class.
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ISO 9000:
Instructor Notes
Follow the Steps
�

�
�

�

�

�

�

�

�

First, brainstorm any products or services that
people expect to be made or done the same way
every time (buses arrive and depart on schedule
and with the same stops in between; McDonald’s
hamburgers; your grandmother’s cookies)
Explain the basic principles of ISO 9000
Explain that one of the key elements is to
document what you do; do what you document; and
produce the quality product or service that you
say you will
Using an example that is meaningful to the group,
talk about how, for example, your grandmother’s
cookies always taste the same
As a group, read the scenarios and talk about the
fact that there are many steps involved in each
one
Inform learners that they will work in groups to
document or write down ALL of the steps involved
in producing the product or service
Ask each learner to choose a scenario that
interests them and have the learners form small
groups on that basis
Tell the learners that the step-by-step they
create will be reviewed by another group to make
sure that no steps have been missed!
After groups trade their documents, everyone
should share their recommendations for changes

CanadaWorks

Skills to Practice
� brainstorming
� make oral suggestions
� agree/disagree
� arrive at consensus
� write procedures
� check logistics
� edit writing
� make recommendations
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Tips for Level 5
�

�
�

As a follow-up, ask learners to select a product or
service of their choice and document the steps
involved
Have learners present their documents to the
group
As a group or individually, research which
companies are ISO 9000 registered
Related Benchmarks
Speaking
LINC 4:
LINC 5:

Speaking
LINC 4:
LINC 5:

Writing
LINC 4:
LINC 5:

CanadaWorks

give sets of everyday instructions and
directions
ask for and provide information related to
routine activities

request, accept or reject
give simple informal advice.

Skills to Practice
� make appropriate personal
choice
� make an oral presentation
� collect information
� take notes
� relate information

write a short text about a familiar situation
write a paragraph to relate a sequence of
events.
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Follow the Steps

What are all the steps involved in making a GREATtasting cup of brewed coffee?

What are all the steps involved in building a good
fire, that will last for three hours, in the fireplace?

What are all the steps involved in planting a rose
bush in your garden so that the plant will produce
many beautiful, healthy blooms?

What are all the steps involved in taking good care
(at home) of someone who has the flu?

What are all the steps involved in changing a flat
tire quickly, safely, and correctly?
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Just in Time

(JIT)

Just in Time is a systems approach used by companies to get rid of all
wasted time and resources in their business process. It is based on the
total elimination of waste.

The key elements in JIT:
1. JIT doesn't stop. It is not a project but an ongoing process. It has
no end.
2. JIT is planned. Everything that is done makes things run better.
3. JIT is controlled. Things should be done at
the right time, at the right place, and by the
right person.

JIT originated in the industrial manufacturing sector. It was a
Japanese innovation. Companies found that they could eliminate
warehouse costs by filling orders as they arrived and shipping them
immediately. This eliminated time taken to store goods, find goods
again when filling an order and the cost of stockpiling goods that were
never again ordered!
Two terms that are associated with JIT are Kanban System and Pull
System. These are only part of the whole and are related to control
and inventory portions of JIT. JIT has become much more than was
originally intended. Other sectors including service sectors
(hospitality, police, health care) have adapted the goals and objectives
of JIT to their own sector.
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The next time you visit a Tim Horton's �, look at the computer screen
above the person making the sandwiches. Each order appears with a
countdown to when it should be completed. Continuous improvement,
total quality control and on demand order filling are essential to the
JIT system. The organization and the individual strive to improve. How
does a customer or patient or student benefit from a JIT system?
How does learning fit a JIT model for adult learners? Does it? If it
does, what are the benefits to the customer or student? What is the
benefit to the organization or instructor?
Reflection
Do you "brown bag" it? Is this a JIT process? Why or why not? Do you
shop for groceries just in time? Do people in other countries buy food
just in time? Why would some people shop "just in time"?
What else do we do in our lives "just in time"?
Have you heard of learning "just in time"? What do you think it means?
Is it something you have done?
Case Study
Xu went to the eye doctor. She wanted to try the new
contact lenses. She was fitted with a sample pair to try. She
bought solution to clean her new lenses. The next day, after using the
solution, her eyes hurt. The solution was too old. Did the doctor use a
Just in Time system for his or her inventory control?
What strategies could the doctor use to offer his or her customers
better service?
CanadaWorks
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Although JIT started as a manufacturing process, it has spread to
many other sectors. JIT affects the way a business or service does
business and it affects the expectations of a customer or consumer.
Example: What guests expect Just in Time
Area of Service
Some customer expectations
Check-in
� my car was met and baggage
delivered to my room
� I didn't have to stand in line
� Check-in was very fast
�

Accommodations

�

�

�

the coffee maker in my room
meant saving time
all the staff wore headsets
WOW! Things happened quickly
only the towels I put in the tub
were replaced

�

Room Service

�

�

I was able to order when I
needed food
the food arrived quickly. It was
fresh and hot

�

Check out

�

�

�

CanadaWorks

the bill arrived at my door
before check-out
check-out was fast. They were
ready with receipts
the taxi was waiting to take us
to the airport
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Just in Time
Workforce

Goals of JIT

http://worksearch.gc.ca/
english/index.pl?tid=32

Zero defects
Zero set-up time
Zero handling
Zero breakdowns
Zero lead time

Just in Time
Production

The philosophy says: produce the required
items, at the required quality, and in the
required quantities, at the
precise time they are
required.

http://www.ashland.edu/
~rjacobs/m503jit.html

JIT has moved out of
manufacturing to
become part of many
systems including
nursing, education,
hospitality, food services, and retail.
Catchy Phrases
Do it right the first
time, every time.
Zero tolerance. (Think about how often
you see this)
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Just in Time:
Instructor Notes
Find a Better Way
�
�
�

�
�
�
�
�

Ask learners to read the narrative about “Spring Cleaning”
Explain key words and check for pronunciation and
comprehension
Explain that there are different types of waste: scrap
(something we can’t use); re-work (doing the job again);
downtime (delays or waiting); over-production (making too
much); unnecessary steps (taking too many steps to do the
task); transportation (having the product travel too far
from place to place); and unnecessary movements (making
too many movements to get the task done)
Brainstorm to identify and discuss where the waste is—
record results on a chart or board
Ask the group to put the type of waste into the correct
category—results can be noted on the worksheet
In one large or several small groups, brainstorm ways to do
the task more effectively by getting rid of the waste
Have small groups present findings or discuss suggestions
as a large group
Make lists of the “savings” in terms of time, money,
materials, etc.

CanadaWorks

Skills to Practice
� identify details in narrative
� understand the concept of
categories
� copy information
� categorize items
� make suggestions
� determine the effects of
certain actions
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Tips for Level 5
After reading; checking vocabulary and comprehension;
and explaining different types of waste, put learners
into small groups
� Assign a discussion leader, recorder, and presenter
� Ask groups to identify the waste, categorize it, and
make suggestions about ways to get rid of it
� Have groups make presentations
� As a group, determine the “savings” as above
�

Related Benchmarks
Speaking
LINC 4:
LINC 5:

Reading
LINC 4:

LINC 5:

Writing
LINC 4:
LINC 5:

CanadaWorks

Skills to Practice
request, accept or reject
participate in a small group discussion

get the gist, key information
and important detail in a two to three
paragraph texts
demonstrate comprhension of twothree paragraph texts

� work in groups
� give suggestions
� arrive at consensus
� record group

decisions
� relate group’s
findings to whole
class

copy short texts to record information
take notes in a meeting
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Find a Better Way
Spring Cleaning!
It was the first warm day of spring. Joseph decided to do his
spring cleaning. He found a bucket and filled it with warm water.
Oh no! He forgot to put the floor cleaning solution in the bucket,
so he emptied the bucket and poured in the solution. He filled
the bucket again with warm water. Joseph was ready to clean.
Where was his mop? He couldn’t remember where it was, so he
started to search. About 20 minutes later, he had the mop. Now,
the water in the bucket was cold, so he poured it out, put in more
solution, and filled the bucket again. When he started mopping
the floor, Joseph saw a lot of “dust bunnies.” He stopped
mopping and decided to sweep the floor first. The broom he used
was old, so it made the floor dirtier! Joseph was really
frustrated. Angrily, he went out and bought a new broom.
When he came home, he swept the floor. Finally, he was ready to
mop. The water in the bucket was really cold, but Joseph didn’t
care. He just wanted the job done, so he quickly mopped the
floor. Joseph had enough spring cleaning for one day.
The Waste in Joseph’s Spring
Cleaning

CanadaWorks

Type of Waste
(Re-Work? Downtime? Over-Production?
Unnecessary Steps? Transportation?
Unnecessary Movements?)
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Workplace Processes ,,, A Glossary
Continuous
Improvement
Process

There is always room for improvement. An improvement in
operations, processes, and activities equals an
improvement in the delivery of customer service (more
consistent, efficient and cost effective).

Control Charts

These charts are used to track variations in the
production process. They show normal and abnormal
changes. It shows if the process is working or if there is
a problem.

Customer/client

An individual or group that receives the benefit of the
product or service. External customers pay for the
product or service.

Customer
Satisfaction

A measurement of how happy a customer or client is with
the product or service.

Fishbone Diagrams
(also called cause
and effect)
Flowchart
Histograms

ISO 9000

Management

These are used to look at root causes of problems.
Continue to ask why? The causes of the problem are then
grouped or categorized. The technique is also used in
planning.
This tool uses symbols and connecting lines to show a
step-by-step progression of a procedure, a process.
These are bar charts. They measure the frequency with
which something occurs or a system.
This is a series of three international standards on
quality management. They were first published in 1987
and are used in manufacturing and service organizations.
A team or individuals that manage resources in an
organization. It also refers to the ideas, tools and
processes that help a company achieve their goals.
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Mission Statement

Organization

An organization uses a mission statement to identify
its customers, processes and level of performance.

This can describe a company, a corporation, a firm,
an enterprise, an association. The organization can be
public or private; incorporated or not.

Pareto Charts

These are simple bar charts. After data is collected,
it is charted to display problems or issues. They are
used to identify priorities. Have you heard the 80-20
rule? 20% of things or people make most (80%)
happen.

Performance
Evaluation

This is a process that evaluates an employee's
success in meeting the requirements of their job.

PDCA

This stands for Plan/Do/Check/Act. The process is
used to eliminate differences in production or
delivery of a service.

Procedure

A sequence of steps taken to meet a goal. It is
chronological. It can also mean a document that
describes a purpose and the steps needed to be
taken.

Process

A process is an activity or group of activities that
uses information, adds to it and has a definite result.

Quality

Degree of consistency in production and service
delivery .

Quality Assurance
(QA)

CanadaWorks

This is a planned process to ensure consistent
quality.
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Quality Circles

Teams. Also called cells.

Quality Control
(Total Quality
Control)

Organizations try to maintain standards in products
and services. They do this by inspection, testing,
charting, and measuring.

Run Charts
(Trend charts)

This chart tracks data over a period of time. They
indicate trends, cycles and patterns.

Scatter Diagrams

These diagrams show the relationship between two
variables.

Standards

These are the measures used to evaluate products
and services. We measure what we do against
established benchmarks or criteria.

Statistical Process
Control

Also referred to as SPC. It is used to measure on
going processes. Charts are used to track change and
identify variations.

Total Quality
Management

It is a system used by organizations to increase
customer satisfaction. All employees become involved
in TQM.

Vision Statement

An organization states where it wants to be in the
future.
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Notes…

CanadaWorks
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Computers etc.

Business Tools
A tool is defined as an implement used to carry out functions by hand
or machine. It is a thing used in an occupation. There are tools
common to most organizations. These are the things that help them
conduct business in an efficient manner (usually!). We will
concentrate on electronic tools.
Spend some time filling in the following chart. If you have work
experience, think about the tools that you used at a previous
workplace. If you have never worked, do a field study of the building
you are in now. It may be a school, mall or an office building. Observe
people going about their business. Ask different people about what
tools they use to make their job easier. And remember, in this case
we are talking about electric tools.
Tool
telephone system
with voice mail etc.

How it helps

CanadaWorks
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Compare your list with the others in your group. Are there
similarities? Can you generate a list of tools that you think are found
in most Canadian workplaces? How many of these tools do you know
how to use? Do you have any in your home?
Post a completed list of all the tools the class identified. Work in a
small group to prioritize their importance. Decide which ones you
think you absolutely need to know, others that you don't think are
important, and those that are not necessary to know how to use. Be
ready to present your ideas to the class. Don't forget you will need
to justify your position.
Critical

Essential

Not Important

When you heard the reasons other groups gave, did you change your
mind or re-think your position? Why?

CanadaWorks
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Think about the many business tools you just listed. What do most of
them have in common? That's right! They are used to communicate.
Let's take the one we have all used at one time or another...the
telephone.
The telephone of the past was used to
communicate person to person using only the voice.
When the phone rang, if no one was available to
answer the phone, business was lost. Then came
answering machines. A machine could take a message for
you. You could return the call quickly. The next invention was voice
mail. Even if you are on the phone talking to someone else, your
service takes voice messages. You can even access messages now
from a far distant phone!
Some people hate voice mail and answering machines. Are you
comfortable using them? What are the pros and cons of having
a message taking system (answering machine, voice mail or
receptionist)?
The equipment has also changed. In the past, you dialled a number.
Now you punch in a number. The first phones were wall phones. Then
came phones that sat on the table. Portable phones were the next
step…you can talk without being connected by wire to the phone.
Cellular phones are completely wireless. What comes next?
Work with a team to develop a survey. Ask questions about
types of phones people use, systems they have on their phone
lines (e.g. voice mail, fax), what people prefer, what they hate.
Ask ten people to complete the survey. Compare your answers with
others in your class. Are there similar answers?
CanadaWorks
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Telephone technology! What would we do without it! Brainstorm with
your class and see how many tools or systems you can think of that
need or are enhanced by telephone technology.
Fax machines

How many things did you come up with? Did someone mention
teleconferencing? Can you guess what this might mean?
There are actually three types of teleconferencing:
�

�

�

Audio Teleconferencing links individuals and/or groups in
separate locations using voice communications
Audiographic Teleconferencing adds to voice with graphics sent
electronically
Videoconferencing brings people together visually

Audio Teleconferencing is being used to interview people for
positions. You are in one place and the hiring committee is in one or
more other places. This is a cost-effective way to interview out of
town candidates.
Reflection
Do you think that you would prepare for this type of interview
differently?
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The Growing World of Gadgets
There are a lot of items or tools we use in our personal and work
lives that come out of research done to improve communication. In
some ways they are still connected to communication…we
communicate a need to a machine or technical gadget and in turn the
gadget completes a task for us!
Think about your personal life. What kind of gadgets do you or
someone you know use in your daily lives that might have a computer
chip inside? See how many examples you can come up with.
Category
Visual Entertainment

Examples

Audio Entertainment
Photos
Fitness and Health
Automobiles
Transportation
Time
Personal Grooming
Communication Systems
Security
Kitchen
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Computer Literacy
This is a term that has become accepted in the workplace. What
does it actually mean? That depends on whom you talk to. It probably
means that your skills meet the needs of the job tasks you are asked
to complete. A software designer needs very different skills than a
cashier, yet both in their own way need to be computer literate.
Brainstorm as many jobs as you can. Divide them into two lists, one
of jobs that use computer skills and one list of jobs that don't.
Which list will be the longest? Are there many jobs that don't need
computer skills of some kind?
There is also another term that is being used to describe skills:
digital literacy. Is this different than computer literacy? Why or
why not? Digital literacy includes computer literacy, but it also
suggests the ability to use a broad range of electronic or digital
tools used to access and communicate information.
Reflection
There are a couple of expressions that are becoming part of the
language; digital divide and digital literacy. What do you think these
terms mean? Do you think that being digital literate is important for
you? Why or why not?
Do you think computer technology has made our lives
easier or more difficult? Do we manage our time
better? Do we have more time with family and friends?
Can we do things faster and better?
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Where do you think computer
technology will take us next?

There is a new vocabulary that has been added to the language
because of computers. There are also other machines and items that
are connected to the information technology we use at work.
How many of these items can you match?
keyboard

Cheap and convenient storage for small
amounts of information

scanner

Like a typewriter, used to input
information

mouse

Temporary memory that the computer
uses for the work it is doing at a
specific time

modem

A screen that has a picture of the
information

CPU

Stores a large amount of information
but cannot be moved.

monitor

Uses a laser to read information (e.g.
barcodes)

printer

The brain of the computer

RAM

Sends a signal to the computer when you
press a button or move a wheel

floppy drive and disks

Makes a paper copy of the information

hard disk drive

Works with the telephone to send
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information to other computers
Stores large amounts of information.
User cannot record information.

CD ROM &CDs

The Very Basics!

There are many parts to a computer. Most do one of four jobs:
�
�
�
�

input devices take in information
processing parts work with information
output displays or sends the information
storage saves the information

A simple diagram looks like this:
Input

Processing

Output

Storage

Organize the terms in the matching activity on page 185 into the
four categories.
Input

Processing

Output

CanadaWorks
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Computers are often compared to the human brain. Looking at the
model on the previous page, can you describe the process using
human terms? (e.g., input would be the 5 senses)

All of the things described so far are referred to as the hardware.
The other critical area to understanding computers is software.
Software is an application or a program. Each program or application
tells the computer (or other computerized machine) what to do.
Common Program Types are:
�

�

�

word processing
desktop publishing
complicated
database
information

a program that works with words (text),
useful for letters, reports etc.
this application can make more
documents like newsletters or flyers
this is a program that arranges
and lets the user store it or rearrange it
in different ways
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�

spreadsheet

this is like a database but more useful
for working with numbers

Some words we use with computers are also used to talk about other
systems like ATMs, fax machines and photocopiers. Others are
unique to computers.
� user
the person using the system
� open
to start a program
� close
to shut down a program
� exit
the same as close
� run
open e.g. Word is running on my computer means the
same as I am using word at the moment.
� install
to put a new program into the system the first time
� set up
install
� input
to give the system some information or data
� delete
remove permanently
� enter
same as input
� select
pick or choose, usually using a mouse or button
� options
different choices available
� menu
a group of options
� maximize
make one program fill the screen of the monitor
(Windows operating system)
� minimize
reduce a program to a small button at the bottom of
the screen (Windows operating system)
� save
to keep data (information) in a file
� icon
a picture button to select an action (e.g. � in some
programs means save)
If we just looked at the words and not the meaning, could we make
good guesses about what we need to do? Try to use each word in a
sentence not about computers. Do you think there is a relationship
between what you meant in your sentence and the meanings above?
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The computer icon that looks like � means wait.
My mother has a beautiful icon that she inherited from her
grandmother. (Icon here means a statue or a picture… a work of art)
If we review the major trends of recent years,
1.
2.
3.
4.
5.

Information Revolution
High-tech Innovation
Global Village
Population or demographic shifts
New ways of working

which of them can we directly relate to
the issue of digital and computer literacy?
While number 4 seems to be unrelated, one of the
fastest growing groups of users of internet technology are seniors!
Looking at the other trends, a common theme again is communication.
We know more because we have access to more information. We have
the access because the tools are becoming less expensive and
therefore more available. The world is shrinking because of this
access. And the working world is changing to include e-business and
banking, working from home, telemarketing, etc. People can use
phones, modems, teleconferencing systems, faxes and the Internet
to change the ways they work and look for work. WOW!!
The key to opening all of these doors is
Internet technology. We can search the World
Wide Web (WWW) for all sorts of
information. We can e-mail friends on the
other side of the world in seconds. We can do
our banking at a time convenient for us rather
than the bank. Before we go for a job interview
we can see if the company has a web site and
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download information to plan the questions we might want to ask.
The Internet is the Information Superhighway. It is informing us in
ways we couldn't even imagine a short time ago. It is controlled, so
far, by no one country or organization. Read the following quote by a
Canadian trend watcher:
Knowledge is power and money.

Nuala Beck, Shifting Gears

What do you think this means? Do you agree? Are there dangers
that come with knowledge?
Work with a partner and list the pros and cons of having access to so
much unedited, uncontrolled information.
Pros

Cons

Compare your lists with others. Do the pros outweigh the cons? The
internet is sometimes compared to the American Wild West, lawless
and uncontrolled. Do you think this is a good comparison?
How do we control information? Should we?
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E-mail or electronic mail is one of the more popular uses of the
Internet. It is developing its own language and its own set of rules.
Remember we talked about the unwritten rules of the workplace?
Well, e-mail systems also have unwritten rules.
If you write a message in caps like HELLO, it means that you are
shouting at the other person or people! These kinds of rules are
called netiquette. Etiquette is what we call social rules about
manners and polite behaviour. Netiquette means the same, only it
relates to how we communicate in e-mails.
There are also lots of acronyms, nicknames and abbreviations that
are used. These are a few of the more common ones:
�
�
�
�
�

newbies are first time users
FAQ means frequently asked questions
:-) means happy (trick is to look at it sideways)
:-( means sad or unhappy
F2F means face to face

Addresses on the Internet are just like those we put on envelopes to
send "snail mail". For a letter to reach its destination, the complete
address is needed on the enveloppe. E-mail addresses include
something that refers to the person, @ and the server (the company
providing the service). An e-mail address might look like
name@interlog.com. Notice that the address is in lower caps. This is
important to pay attention to!
When do you think you
would use e-mail and when
do you think you would use
snail mail? Why do you think
the term snail mail was
invented?
CanadaWorks
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Sometimes when you are looking for information, and you want to
know the source, you can look at the web address (web addresses are
very different from e-mail addresses. But it is equally important to
get it exactly right.
� .ca means it is a Canadian site
� .on or .bc identifies it as a provincial site
� .com means it is a commercial site
� .edu takes you to school and university sites
� .gov is a government site
� .int is an international organization
� .mil is military
� .net is used by businesses and others
� .org by non-commercial sites
� as the internet grows, this list will change…
With all this access to information, what kind of skills do we need to
develop?
Skill
Why we need it and how we would use it

CanadaWorks
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Did you remember to include skills like
�
�
�
�
�
�

researching
problem solving
organizing and planning
prioritizing
evaluating information (critical thinking)
drawing conclusions or developing strategies

We talked about computer and digital literacy. There is another
type; media literacy. This type of literacy involves those skills listed
above. Media literacy includes more than the Internet, of course. It
involves other forms of communication: newspapers, videos, films,
radios, books and magazines, advertisements etc. We are expected
to have the skills to critically evaluate what we see and hear and
make decisions based on our evaluation. We are used to doing it
automatically with familiar sources of information. We just need to
transfer our skills to the new media of the internet. Because there
are no rules and no controls, we need to approach it critically.
Big Brother is Watching You.
George Orwell, Nineteen Eighty-four

Discuss with your class what you think this quote means. Do you think
that it is true? And if it is true, what impact will e-mail and internet
access have on privacy in general?
What, if anything, would you do about it?
When we use the Internet, we leave
"footprints". Some companies want to know
who is visiting their sites. Why would they
want to know this? There is software to
protect your privacy.
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Why Is Technology A Necessary Business Tool?

During the next few days, fill in this chart every time you
communicate with someone and they or you use a technological tool.
(You only have to list the telephone once!) Remember that a
communication can be a business transaction. How did you get money
from the bank? Pay your bills? Buy groceries?
Communication or
Transaction

Technology Used

For What Purpose?

Were you surprised at the diversity of transactions? Almost every
business or company uses technology to enhance their business.

Hmmmm…
The Ford Motor Company, in February, 2000, announced that it would
offer all employees a PC (personal computer), printer and internet
access for a monthly cost of $5.00.
Why do you think that Ford did this? Do you think it will affect their
"bottom line"?
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At this point go back to the chart on page 194. Are there additions
you would like to make to your chart?
Hmmmm….
It costs an organization $17.00 to prepare and send a paper invoice.
Through an Electronic Data Interchange it costs $1.30. According to
a Conference Board of Canada report the cost of labour is at least
twice the cost of machines.
The microprocessor or micro "chip" is considered the backbone of
new technology. In 1980, a chip could handle a few million
instructions per second. Now a chip handles a billion plus.
As the completed activities indicate, microchips are everywhere in
our lives. Often we don't realize the impact until something goes
wrong!
An Action Plan for Learning
Tools I Need to Learn to Use

Barriers to Learning

CanadaWorks
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Catchy Phrases

Introductory
Computer Literacy
for Adults

user-friendly
distance education
e-learning
surfing the net
knowledge worker
netiquette

http://literacy.kent.ed
u/Midwest/Materials/
ndakota/complit/toc.h
tml

By 2000, Canada was number 2 in the
world in the number of Internet users.
Over 47% of the population used the
Internet to communicate, for
entertainment, for research, shopping,
banking and news. Number 1 in the world was
Sweden. Does that surprise you? Why do you
think Canada is ahead of the U.S. in this area?

The Help Web
A Guide to Getting
Started on the
Internet

http://www.imaginaryland
scape.com/helpweb/guide
.html

To find statistics for the rest of the world, go to
http://www.cyberatlas.com/big_picture/geographics

Other Interesting Statistics
�

�
�

in 1999 12% of all Canadians age 12 or older
have made on-line purchases. This has
doubled from the previous year
in 1999 49% of users were male, 51% female
older people are now the fastest-growing
Internet user group
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The Business Toolbox:
Instructor Notes

Surveys: What are people saying?
�

�
�

�
�
�
�
�

�

�
�
�

�

Try the many brainstorming and vocabulary
activities covered in the Teacher’s Notes with the
group
Depending on skill level, you may want to delve more
fully into computer terms, websites, and so on
Also, learners may be able to prepare their
materials for this activity on a computer—perhaps
a PowerPoint presentation?
Review surveys—their purpose and how they are
presented
Use the sample survey and accompanying pie charts
to illustrate how the activity could be done
If possible, have the learners try some on-line
surveys
Put learners into small groups
Ask each group to brainstorm the focus of their
information technology survey—make sure it is
neither too broad nor too specific
Have each group develop the survey, print it up
(perhaps on a computer!) and distribute it to as
many people as possible
Have groups collect the data
Ask the groups to present the data to the whole
group
Remind learners that they may choose from a
variety of formats—charts, graphs, PowerPoint
presentations, etc.
As a large group, discuss how the surveys differed
as well as the results
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Tips for Level 5
�

�
�

Ask each learner to choose a tool which he or
she feels confident to use (fax machine, ATM,
printer, label maker, cell phone, pager, and so
on)
Ask each learner to write detailed and clear
instructions on how to use the tool correctly

Skills to Practise
� write instructions
� research
� problem-solve
� make oral
presentation

Ask learners to include “troubleshooting” tips
and even pictures if possible

Related Benchmarks
Speaking

Level 4
Level 5

Reading
Level 4
Level 5

Writing
Level 4:
Level 5:

give sets of simple instructions and
directions
participate in a small group discussion

find information in formatted texts
identify factual details and some inferred
meaning from formatted text

fill out simple forms
fill out forms
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Surveys: What are People Saying?
Let’s brainstorm the purposes for a survey…

Surveys

What do surveys look like?

CanadaWorks
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Here’s a sample…
1. How often do you exercise?
a) every day b) 4 to 5 times a week c) 3 times a week
d) less than 3 times a week e) never
2. How frequently do you read food labels?
a) 100% of the time
b) 70% - 99% of the time
c) 40% - 69% of the time d) 10% - 39% of the time
e) 0%
3. How often do you eat out?
a) never
b) once a month
c) once a week
d) 2 to 5 times a week
e) every day

Survey Results:
100 people were surveyed
1. a) 6
b) 11
c) 18
2. a) 2
b) 9
c) 15
3. a) 3
b) 17
c) 33

d) 26
d) 21
d) 19

e) 39
e) 53
e) 28

Pie Chart #1: How Often Do You Exercise?
6

Everyday

11

4 to 5 times a week

39

3 times a week

18

less than 3 times a week
never
CanadaWorks
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Pie Chart #2: How Frequently Do You Read Food Labels?
2

9
100% of the time
15

70%-99% of the time
40%-69% of the time

53

1%-39% of the time
21

0% of the time

Pie Chart #3: How Often Do You Eat Out?

3
17
never

28

once a month
once a week
2 to 5 times a week

19

33

CanadaWorks
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Now, it’s your turn! In your groups, brainstorm
what kinds of questions you want to ask in your
Information Technology Survey.

Our Survey

CanadaWorks
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Training. Alberta Vocational College. Edmonton.
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Demonstration Tasks for the Workplace. Toronto District School
Board. Toronto (available at AlphaPlus)
Bond, Judith and Grace and Brain Nicholson. 1999. PaperWork Plus
Series Manufacturing Edition. Toronto District School Board. Toronto
(available at AlphaPlus)
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Brockhouse, Gordon. 1994. Starting A Business, Key Porter Books.
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Foote, David K. 1996. Boom Bust & Echo. Macfarlane Walter & Ross.
Toronto
Industrial Accident Prevention Association. Health and Safety on the
Job: A Book of Photostories. IAPA. Toronto
Little Linda W. and Ingrid A. Greenberg. 1991. Problem Solving Critical
Thinking and Communication Skills. Longman. New York
Metro Labour Education Centre. 1999. Orientation to ISO 9000 A
Training Manual. MLEC. Toronto
Available from MLEC 416-537-6532
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Miller, Jeanne M. 1991. Improve Your Reading Improve Your Job Basic
Reading Skills for the Working Adult. Crisp Publications. California
Mitra, Christine W. Editor. 1999. On Target. Bow Valley College.
Calgary
Patterson, James G. 1995. ISO 9000 World Quality Standard Criteria
for Documantation and Performance. Crisp Publications. California
Rouillard, Larrie A. 1993.Goals and Goal Setting Planning to Succeed.
Crisp Publications. California
Strumpf, Lori and Beth Blanchard-Smith. 1993. Essential Skills for the
Workplace Level one Using Forms and Documents. Contemporary Books.
Chicago
There are several titles in the series.
Tannen, Deborah. 1994. Talking From 9 to 5, William Morrow and
Company, Inc. New York
Vance, Mike and Dianne Deacon. 1997. Thinking Out of the Box. Career
Press. New Jersey

WEBliography
Skills
National Skills Standards Board
This is a rich site. You can access full-text results of pilot projects in a
number of sectors. It is similar to the work being done in the Essential
Skills Project, but is the American version.
http://www.nssb.org
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Health and Safety Sites
Canadian Occupational Health and Safety Web Site
This site will link you to sites in every province and Territory.
http://www.canoshweb.org/
First Aid Direct
http://www.firstaid.com
Occupational Health & Safety
http://www.gov.on.ca/lab/ohs/ohse.htm
Links to Other Sites on Health and Safety
http://www.gov.on.ca/lab/linkse.htm
The Canadian Occupational and Environmental Health & Safety
Information Resources
http://www.ccohs.ca/

Diversity
Canadian Race Relations Foundation
http://www.crr.ca/
Teaching Human Rights in Ontario
This is an excellent teaching tool. The document is divided into
sections for instructors and learners with case studies and activities.
Although it was written for use in schools we have used it extensively
with adults and in workplaces. We change the case study to reflect an
adult context.
http://www.ohrc.on.ca/english/education/thrio-r2001.shtml
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Labour Market Information
Ministry of Labour
This ministry has useful resources on-line:
Information for working students! Know your rights and obligations.
While this resource is written for students, the information is
accessible and useful to all new employees.
http://www.gov.on.ca/lab/stu/facte.htm
Settlement.Org
This site should be book marked and visited often by learners and
instructors.
http://www.settlement.org

Job Sites
Career Choices
This is an alphabetical list of occupations with links to more sites.
http://www.umanitoba.ca/counselling/careers.html
HireHealthcare
This is an Ontario site useful for anyone looking for work in the health
care professions.
http://caohat03.oha.com/hirehealthcare
Top Sites in Canada
http://www.workopolis.com
http://jobshark.com
http://www.canada.careermosaic.com
http://www.actualjobs.com
http://monster.ca
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Small Business
For advice and feedback from small business owners
http://www.ideacafe.com

ESL-Related Sites
Centre for Language Training & Assessment
http://www.clta.on.ca
National Clearing House on ESL Literacy Education
http://www.cal.org/ncle
The ESL Centre
http://members.aol.com/eslkathy/esl.htm
Link for Learners-Interactive exercises
http://home.inforamp.net/~teslon/jims_links.shtml
Link for Teachers
http://home.inforamp.net/~teslon/teacher_links.html
Workplace ESL on-line
http://www.cdlponline.org/

On-line Tests (personality, IQ, career, etc.)
A Canadian site with lots of tests and quizzes.
http://www.queendom.com
A mix of fun and serious
http://www.emode.com
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Personality, IQ and entrepreneurial quizzes
http://www.2h.com
Career, personality and IQ quizzes
http://www.davideck.com
Comprehensive profiler of character and temperament. Similar to
those used in workplace psychological evaluation.
http://www.keirsey.com

Videos

Ken Murch Productions Inc. 1998. Are You Ready? Looking for Work in
Canada. London Cross Cultural Learner Centre. London

Newsletters
Profit$ Essential Information for Entrepreneurs
This is published 3 times a year by the Business Development Bank of
Canada (BDC). It is free.
1-888 INFO-BDC
www.bdc.ca
Literacy at Work
This is a quarterly publication from ABC Canada. It is free
and available from the organization.
Call 416-350-6270 or fax 416-350-6262.
http://www.abc-canada.org
Learning Together: Solidarity at Work is the newsletter of
the Canadian Labour Congress Workplace Literacy Project.
http://www.clc-ctc.ca (Publications)
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Webzines
Focus on Basics
This is the quarterly publication of the National Center for the Study
of Adult Learning and Literacy.
http://gseweb.harvard.edu/~ncsall/fobl.htm

Other Resources

Sector-Specific Terminology, Information and Counselling (STIC)
Ministry of Training, Colleges and Universities
Access to Professions and Trades Unit
900 Bay St. Mowat Block
12th Floor
Toronto, Ontario
M7A 1L2
416-314-7250
416-325-6265
www.equalopportunity.on.ca

This department of the Ontario Government has fact sheets for many professions
and Trades. Other provinces would have similar material available.
Continuous Improvement Process: the Key to Business Growth
Federal Office of Regional Development (Quebec)
Place Andrew Paton
65, Belvedere Street North, Suite 240
Sherbrooke, Quebec J1H 4A7
1-800-567-6084
This is a free resource that takes a close look at the Continuous Improvement
Process.
The Edge on finding a job or creating your own and making the most of it
This a free resource that can be ordered from the Training Hotline at 1-800-387
5656 or 416-326-5656.
It can also be downloaded from http://www.edu.gov.on.ca
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Ontario Prospects Ontario's Guide to Career Planning
This is a newsletter produced by the Secondary School Project of the Ministry of
Education and Training.
To order:
Secondary School Project
Fax: 416-325-2552
th
900 Bay Street, 8 Floor
Mowat Block
Toronto, Ontario M7A 1L2
Scriptographic Booklets
Channing L. Bete Co. Ltd.
200 State Road
South Deerfield
Ma 01373-0200
1-800-628-7733
fax: 413-665-2671
http://www.channing-bete.com
These booklets come in a variety of workplace topics (customer
service, working safely etc). They include cartoon drawings and text.
Some titles were written specifically for individuals with literacy issues.
Ministry of Economic Development, Trade and Tourism. 1997. Starting a Small
Business in Ontario. The Queen's Printer for Ontario. Toronto
Canadian Bankers Association. 1998. Getting Started in Small Business. Canadian
Bankers Association. Toronto
Teaching Human Rights in Ontario
This photocopiable book is full of case studies and information. It is available from:
Ontario Human Rights Commission
180 Dundas Street West, 8 th floor
Toronto, On
M7A 2R9
(800) 387-9080
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It's Your Right
This is a kit that covers topics like Employment Rights, Race, Colour and Ethnic
Origin. It is a free resource that can be ordered from:
Human Rights Directorate
Department of the Secretary of State of Canada
Ottawa, Ontario
K1A 0M5
(819) 994-3452

Essentials
For on-line documents related to LINC, visit the web-site. This
organization also has a powerful site that annotates web-sites. Really
worth bookmarking!
Centre AlphaPlus Centre
2040 Yonge Street
3rd Floor
Toronto, Ontario
M4S 1Z9
1-800-788-1120
http://alphaplus.ca
Steps To Employment
This project developed workbooks and teacher guides for 18 different
employment categories in Ontario.
The workshops can be downloaded from Alphaplus site at
http://alphaplus.ca/mainframe.htm . On the left side of the screen
look for LINC Documents. Click and it takes you to a page where you
choose Steps to Employment.
Or at www.stepstoemployment.net
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