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How to Use This Manual
The workbook is organized into two separate parts to be as flexible and userfriendly as possible for you and your learners:
1. Foundations
2. Job Families
Using Signs, Labels and List

1. Foundations

Foundation Section

This is a review of the general, underlying Document Use skills required by
most Gaming occupations. Foundations is organized by topics. Topics include,
for example:
−− Using Signs, Lists and Labels
−− Using Forms
−− Using Tables
−− Using Graphics

Using Signs,
Labels and Lists

Each Foundation section is organized as follows:
Title: Eg. Using Signs, Lists and Labels
Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager

Teaching Tips:
−− Provides tips to help you conduct training on or tutor learners on the
skills in the section. Included in many, but not all, of the Foundations
sections.

S

igns, labels and lists are the simplest type of documents you will use
in your work and everyday life. However, although they are simple,
this does not mean that they are always easy to use. As part of using
these document types, you need to understand their parts, such as headers and
labels, as well as their organization. Learning how to identify the parts of these
documents will help you to be able to use them effectively.

Some of the tasks in casinos that involve signs, labels and lists include reading
lists of bill numbers, creating guest lists for events and following labels on
cleaning products.
In this section, you will learn how to:
−− Explain why signs are useful
−− Read signs
−− Explain common symbols used on signs
−− Identify the information on a label
−− Explain the structure of a list
−− Identify situations where lists can be used

Introduction
−− Lists the skills to be covered in this section and the job families that
most commonly use these skills.
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using signs, labels and lists

Skill 1: Using Signs

As part of your training session, look around the room and point out signs the
learners might see. You could also lead the learners on a short “scavenger hunt”
to see what other signs they can find in the casino. Discuss the meaning of the
signs and be sure to review any misinterpretations.
What signs do you use and see everyday? Think about
Exit signs, road signs and warning signs. You need to
be able to recognize common signs and understand their
importance. Look at the sign shown below.
The most common \sign is the Exit sign. These signs mark all doors that can be
used to exit a building, either during regular or emergency situations. They are
always located above the doorway and remain lit at all times. When you are at
work, make sure you are aware of the nearest exits so that you can assist others
during an emergency.
Additional exits are often assigned for emergency
use only.

Emergency Exit Sign

Fire signs are the next most common signs in
buildings. There are two types of fire signs: Fire
Alarm signs and Fire Extinguisher signs. You
may see different versions of Fire Alarm and Fire
Extinguisher signs. Look at the signs below.

Fire Alarm signs are located above or near fire alarms. If you see smoke or fire,
you should scan the room to locate a fire alarm sign so that you can pull the fire
alarm.

2 of 16

Skill 1: Eg. Read Signs
−− Tell Me: Describes the skill, and how to use it.
−− Show Me: Shows how to use the skill, using examples.
−− Let Me Try: Provides exercises for the learner to practice the skills.
Skill 2: Etc.
Check My Answers:
−− Provides answers for all the Let Me Trys.

Fire Alarm Signs
using signs, labels and lists

3 of 16

HOW TO use this manual: dOCUMENT USE

1 of 9

2. Job Families
Job Family Section

Table Games
Table Games

The Job Family sections contain practice questions organized according to
specific Gaming/Casino job families. For example, learners who need to develop
skills for Document Use specific to Table Games will find relevant Document
Use problems in the “Casino Table Games” section. Assign the Job Family
sections according to the learner’s type of job.
If a learner has trouble performing the tasks in their Job Family section, they may
need to review the Document Use skills for that task found in the Foundations
section.
Each Job Family section is organized as follows:
Title: Eg. Table Games

Task 1: Complete Table Games Forms
Performing this task involves the following types of Document Use:
−− Using forms

►Level 1
Table Game employees use a variety of forms at work. A Closer Card is a
common form that Table Game employees use at the end of their shift when
they need to count chips.
Look at the Closer Card below and use it to answer the questions that
follow.

2 of 16

Table Games

Introduction:
−− Describes the tasks covered and when they are commonly used.
Task 1: Eg. Use work shift schedules
−− Provides exercises for the learner to practice the skills needed for
completing this task.
−− These exercises are organized into levels of difficulty from Level 1
(easiest) to Level 3 (hardest). In many cases, Level 3 activities will
mostly apply to supervisors, but not always.
Task 2, 3, 4: Etc.

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Ajay Gill #4202

1.2

132

1.3

$0.50

1.4

03:15 a.m.

1.5

Part A

1.6

Part D

1.7

−−

Driver’s licence

−−

Passport

−−

Other, such as Enhanced ID card

Table Games

Check My Answers:
−− Provides answers for all the exercises in the section.

Special Features for Facilitators
The Foundation sections in this manual include two special features to help you
work with your learners.
13 of 16

1.

Something to Consider—These notes appear throughout the manual.
The Something to Consider feature presents suggestions for applying
concepts in the workplace. These notes also provide additional ideas
that can help you and learners think about the concepts from different
perspectives.

2.

Teaching Tips—These tips are found at the beginning of most
Foundations sections. Teaching Tips suggest techniques for teaching
the material and additional information to help you understand
concepts you may be unfamiliar with. If you are a new facilitator or
new to teaching Document Use, you may find these tips especially
useful.

Teaching Tips
1

2

Teaching Tip 1
As part of your training session, look around the room and point out signs the
learners might see. You could also lead the learners on a short “scavenger hunt”
to see what other signs they can find in the casino. Discuss the meaning of the
signs and be sure to review any misinterpretations.

Teaching Tip 2
To enhance the learners’ understanding of labels and label use, you can extend
beyond the activities in this manual. Bring along examples of labels and create
a few tasks/questions for those labels. For example, on a nutritional label, you
could review any acronyms (like RDA) and have the group work on finding the
RDA of salt, sugars, etc. The key to bringing in additional material is to point
out the key parts of the document and to ensure you have tasks or questions that
the learners can work through.

using signs, labels and lists
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Facilitator’s Guide
Planning Your Training
Having a plan before you begin any type of training is key to a successful
training event, whether that event is in a classroom with a trainer, one-on-one
on-the-job training or a self-study assignment trainees do on their own. Your
plan should answer questions such as:
1. Who are your learners, what do they need to learn and what do
they need to be able to do on the job as a result of the training?
2. What will your training be about?
3. What, if anything, should learners know or have the ability to do
in order to participate successfully in the training?
4. How will you deliver the training (e.g. in a classroom to a group,
one on one, etc.)?
5. What strategies and activities will you use to deliver the
training?
6. How long will each part of the training take and in what order
should these parts occur?
7. What materials will you need to deliver the training?
8. When and where will the training happen?
9. How will you know if the training “worked”?
If you don’t already have a training plan format that you use or if you are new to
planning training, try the Training Plan Worksheet at the end of this section. The
worksheet will help you work through the questions above to get you started.
Following this worksheet, you will find a Training Plan Template that you can
use to create the actual training plan you can use during your training session.

►►Training Strategies
Below are a few strategies that will help you help your learners. Most of these
strategies can be used both with groups of learners and individual learners.
1.

Some sections are more complex than others. For complex sections,
consider incorporating time for discussion and brainstorming with
your learners. You may also find that some of the more procedurebased skills can be covered more quickly.

FACILITATOR’S
GUIDE
HOW TO use this
manual: dOCUMENT USE
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2.

Allowing learners to pursue faulty reasoning or an incorrect
interpretation of a question is a useful way to help learners develop
problem-solving skills. Wrong answers offer excellent opportunities
for self-analysis. However, this strategy can be time-consuming and
frustrating for less confident learners. If you do use this strategy, be
sure that you discuss where and why the mistake or weaknesses occur
and how improvements can be made.

3.

Adult learners are motivated to learn things that will help them
understand and do things in the real world better. Allow time for
learners to discuss how the topics relate to the real world and jobs
specifically. Ask questions about similar experiences they have had,
how they use the skills on the job already, how their new learning
could be used on the job and/or help them do their job better, and what
examples and strategies they can share with the group.

4.

Independent learners will pace themselves. If you are working with a
small group of learners or with individual learners, it may be helpful
to set some goals related to how much work they can do, what is a
reasonable timeframe for completing their training and strategies for
helping them to be successful.

5.

People need to use new concepts and skills as soon and as often as
possible to actually retain what they have learned and to transfer
their learning to the workplace. Encourage learners to plan short but
frequent reviews of the material. Most importantly, have learners set
specific goals and timeframes for using the skills on the job.

►►Improving Your Skills
If you are new to training or job coaching or are interested in improving your
training and facilitation skills, take a look at the three Ontario Lottery and
Gaming Corporation quick reference tools at the end of this section:
−−
−−
−−

Trainer Skills Quick Reference
Facilitation Skills Quick Reference
Buddy Trainer Quick Reference

Use these tools if you are looking for pointers, ideas and reminders that will
help you strengthen your skills as a trainer in the classroom and on the job.

4 of 9
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►►Using Other Resources
Use real-life workplace situations as teaching and learning opportunities as much
as possible. For example, try incorporating authentic work place materials like
forms, policies, and other practices used in the learners’ workplace. You might
also ask learners to come prepared with examples and questions from their jobs.
Learning is richer and more meaningful when learners can apply the material to
their workplace tasks.

►►Estimating Time
The time required to cover the different sections will vary among learners based
on their background, general knowledge and skills, and learning styles. When
planning your training sessions, whether with individual or groups of learners,
determine your learners’ needs first. Then, you can plan for an appropriate
amount of time for reviewing and practicing the skills they are working on.
Learners with a solid grasp of concepts may be able to work through problems
with minimal guidance and more quickly than learners who are new to the
concepts or have little job experience. Be sure to allow learners the time they
need to master and transfer the skills to their jobs confidently.
You may find the following time estimates helpful when scheduling training
sessions using the Document Use manual. The actual time required to complete
these sections will vary depending on your learners’ skills, the training situation
and the size of your training group.

Using Signs, Lists and Labels
Time estimate: 1 hour

Using Forms
Time estimate: 1-2 hours

Using Tables
Time estimate: 2 hours

Using Graphics
Time estimate: 3 hours
The total estimated time needed to do a thorough review of the Foundation
materials is 7-8 hours. The breakdown of time is estimated assuming that
classes will meet for two hours, with most of the topics reviewed over one or
two classes.

HOW TO use this
FACILITATOR’S
GUIDE
manual: dOCUMENT USE
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Training Plan Worksheet
Step 1: Write the learning objectives.
1.

What do you expect employees to be able to do on the job as a result
of this training?

2.

What learning objectives should trainees focus on first, second, third,
etc.?

3.

What do learners need to know or be able to do in order to participate
in this training successfully?

Effective learning objectives:
−−

Identify the learner		
(e.g. new Dealers.)

−−

State what learners should
be able to demonstrate after
the training.

−−

State how learners will
demonstrate what you
expect them to be able to do.

6 of 9
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Step 2: Identify the planning details of your training session: 		
When, Who and How
1.

How will you deliver the training? (For example, will it be in a
classroom with a group of learners, one on one between a trainee and
a trainer, or an assignment for trainees to do on their own and check in
with a trainer at specified points)

2.

What training methods, activities and questions will you use to ensure
trainees achieve each of your learning objectives? (Use the training
plan template following this worksheet to plan your training session in
more detail.)

3.

When will the training occur?

4.

Who will deliver the training?

5.

Where will the training be delivered?

6.

What materials will you need to deliver the training? (For example,
handouts for trainees, flip charts, laptop and projector, etc.)

FACILITATOR’S
GUIDE
HOW TO use this
manual: dOCUMENT USE
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Step 3: Plan how you will evaluate your training.
How will you determine whether or not the training has been
effective? What tools can you use (For example: a survey, an on the
job demonstration, at test, etc.)?

Step 4: Identify and plan how you will follow-up with learners after
the training.
How will you determine whether or not trainees are applying their
learning on the job?

Step 5: Prepare the materials, equipment and training space.
What can you prepare before the training begins that will make the
session run smoothly for both you and the trainees?

8 of 9
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Start time

End time
Learning Objectives

Training Plan Template

HOW TO use this manual: dOCUMENT USE
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Concepts, Skills and/or
Procedures to Cover

Training Methods
and Activities

Materials Required

Communication Skills
1. Words
 Easy to understand (no jargon)
 Active sentences
 Avoid “um”, “uh” and “ok”
2. Tone
 Change volume, speed & tempo
 Pause to breathe
 Put emphasis on key words
3. Body Language
 Maintain eye contact
 Smile & nod
 Gesture with your arms & hands
 Avoid distracting habits (e.g., pacing, change in pockets)

Top 10 Ways to Motivate Adults
1.
2.

Create a need. Ask: how will this information benefit you?
Develop a sense of personal responsibility. Ask: What do you what they want to achieve? What are
you willing to do to get there?
3. Create and maintain interest. Ask questions to keep engagement
4. Structure activities to apply content to real life
5. Give recognition, encouragement and approval
6. Get excited yourself. Show your genuine enthusiasm for the topic
7. Establish long-range objectives. Show the big picture and the benefits in the long run
8. Link personal values and motives to OLG’s values and objectives
9. Intensify interpersonal relationships – find commonalites
10. Give choices - Provide a variety of activities, questions and ideas

Tips on Flip Charts
In Advance
 Prepare flip charts the night before, if possible
 Create light pencil drawings for you to trace during the session
 Lightly pencil the next topic on the bottom of the page to remind you of what's coming
 Make your first page a title page or leave it blank
Colour
 Use flip chart markers. They don't bleed through the paper
 Write with dark colours and use accent colours (red, orange, yellow, pink, etc.) to highlight
 Use only 2-3 colours per page
 Alternate colours when listing
Lettering
 Follow the 7x7 rule: use no more than 7 words across and 7 lines to a sheet
 Ensure letters are at least 2-3" in height
 Leave plenty of white space
 Use printing, rather than handwriting

10 Tips To Prepare
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Think about your audience
Be certain of your objective
Review your Facilitator Guide and note interactive sections
Anticipate how you will handle distractions
Personalize your opening and closing
Memorize opening
Do a practice run with the technical equipment (Smartboard, infocus machine, laptop)
Set up classroom and materials the night before
Arrive at least 1 hr early, set up and double check everything, then relax half an hour before
PRACTICE, PRACTICE, PRACTICE
May 2009

Facilitation Skills Quick Reference
To become a more effective facilitator, review the tips and techniques that can be applied to your sessions to enhance the overall learning experience.

Communication Skills
Communication skills can be broken down into
3 groups:

1.






Words

2.





Tone

3.





Body Language

Easy to understand (no jargon)
Active sentences
Picture words
Pronouns (especially “you”)
Avoid “um”, “uh” and “ok”

Change volume, speed & tempo
Strive for variety
Pause to breathe
Put emphasis on key words

Maintain eye contact
Smile & nod
Gesture with your arms & hands
Avoid distracting habits e.g. jingling change,
pacing back and forth
 Maintain a comfortable distance from the
learners

Remember When Interacting…




Ask and answer questions clearly.
Listen attentively.
Observe participants’ behaviour & act
accordingly.

Phrasing Questions
Here are a few ideas about phrasing questions:

Do

Don’t

Ask clear, concise questions
about one issue.

Ask rambling, vague
questions about many
issues.

Ask reasonable questions
based on what learners will
know.

Ask questions that are too
difficult or that learners won’t
be able to answer.

Ask challenging questions to
provoke thoughtful answers.

Ask questions which are too
easy and don’t let learners
think.

Ask honest, relevant
questions.

Ask “trick” questions
designed to fool learners.

10 Tips to Prepare
1.
2.
3.
4.
5.
6.
7.
8.
9.

Think about your audience.
Be certain of your objective.
Personalize your opening and closing.
Review your Facilitator’s Guide and note interactive
sections.
Check everything.
Set up classroom and materials the night before.
Do a practice run with the infocus machine and laptop.
Memorize your opening.
Arrive at least 1 hour early, set up and double check
everything, then relax half an hour before.

10. PRACTICE, PRACTICE, PRACTICE!

Dealing with Stress
Don’t Take It
Personally

Make a conscious effort to
remember that participants are
not angry with you; they are likely
upset with the situation or an
unrelated incident.

Take a Walk

Remove yourself from the
situation. On your break or at
lunch take a short, brisk walk to
clear your head.

Use Creative
Visualization

Imagine standing under a
waterfall, as the water washes
over you, picture the water
washing your tension away. Or,
pretend that you are sitting on a
mountaintop, letting the breeze
blow away your stress. Use your
imagination to choose a
visualization that works for you!

Stretch

Try sitting up straight in your
chair, and do neck rolls and
shoulder shrugs. Neck and
shoulder exercises are
particularly useful for people that
spend long periods of time at a
computer.

Focus on
Breathing

Inhale for three counts, hold for
two counts and exhale for five
counts. Repeat several times.
Deep breathing is a simple, yet
effective method of relaxation.

Be Active

Exercise and other physical
activities can help you to release
stress, clear your mind, reduce
tension and increase energy.

Get a Good Night’s
Sleep
It is difficult to cope when you are
exhausted. Situations always
seem harder to deal with when
you are “running on empty”.

Have Fun!

Take the time to enjoy life and
pursue interests outside of work. It
may seem as though there is
never enough time, but you need
to take the time to recharge by
participating in an activity that you
enjoy or piques your interest.

Meditate

Meditation does not always have
to involve chanting or deep
reflection; you can begin with
deep, calm breathing and then
move on to clear your mind of
stressful thoughts. It can help you
to feel less anxious and more in
control.

Laugh

Laughter is a wonderful stress
reducer. Many studies have
shown that happier people live
longer, have less physical
problems and are more
productive.

Tips on Flip Charts
In Advance


Prepare your flip charts the night
before, if possible.



Create light pencil drawings for you
to trace during the session (the
audience will not see these lines).



Lightly pencil the next topic on the
bottom of the page to remind you
of what's coming.



Make your first page a title page or
leave it blank.

Colour


Use flip chart markers. They don't
bleed through the paper.



Write with dark colours and use
accent colours (red, orange,
yellow, pink, etc.) to highlight.



Use only 2-3 colours per page.



Alternate colours when listing.

Lettering


Follow the 7x7 rule: use no more
than 7 words across and 7 lines to
a sheet.

Benefits of Visual Aids
 Increase retention. With verbal instruction, retention is 10%. By adding
visuals, retention jumps to 50%.
Improve understanding.
Appeal to multiple senses.
Heighten interest.
Help learners focus on the key message.
Add to the variety of the learning experience.







Body Language
 Change your position. Move around the room.
 Use gestures. Hand, head, and body movements can support your points.
 Let silence work for you. Use it to encourage reflection. If you ask a question
wait 10 seconds for a response.
 Change tempo. With tone, volume, speed, fluctuate between loud and mellow,
fast and slow, happy and sad, matter-of-fact and personal, fluent and hesitant.

Responding to Difficult Questions


“I don’t know, but I will find out and get back to you.”



That’s a good question. It relates to an issue we will cover shortly.”



Reword the question to your benefit.



Ensure letters are at least 2-3" in
height.



“Does anyone else have that particular concern?” If no, offer to deal with the
question during the break.



Leave plenty of white space.



Ask for an example.



Use printing, rather than
handwriting.



Draw from the learners. “What advice do others have?”



If the questions are off topic, offer to record it and follow up.

Top 10 Ways to
Motivate Adults
1. Create a need.
2. Develop a sense of personal
responsibility.
3. Create and maintain their
interest.
4. Structure activities to apply
content to real life.
5. Give recognition,
encouragement and approval.
6. Get excited yourself.
7. Establish long-range objectives.
8. See the value of personal
motives.
9. Intensify interpersonal
relationships.
10. Give them a choice.

Buddy Trainer Quick Reference
Getting Started

Prepare for your first meeting.  Greet the Rookie with enthusiasm and introduce yourself. The Rookie might be a little nervous so try to put
them at ease. Tell them a little about yourself, your experience and why you think you were selected as a Buddy Trainer.
Goals for this meeting:
• Review the goals of the training and explain more about your role
• Introduce the 4-steps of the Buddy System  
• Introduce the ICM and P&P manual and explain their purpose in
the department   
• Introduce the checklists that will be used during training

• Answer any questions the rookie has before starting
• Review the Learning Map and pencil in dates for when each
module should be completed.
• Explain to the Rookie that should they feel uncomfortable with
any aspect of the training program they are welcome to speak to
you about it or with your Department Manager.

Pre-Shift Meetings
Before starting training each day, sit down with the
Rookie to review the goals for the day.  Plan 5 to 15
minutes depending on how much of
the training is completed.
These regular meetings are a
good time to discuss the Rookie’s
progress and answer any general
questions they may have.  If you have
major concerns with the progress of
the Rookie discuss them with your
Department Manager.
If the Rookie is going to work with
another team member to learn a
task, this is a good time to make the
introduction if necessary.
Remember these meetings are
confidential and are not to be shared
with anyone except the Department
Manager.

The Buddy Training System

See it.

Read it.

Introduce the task to the
Rookie and explain why it
is important to complete
the task.

Perform the task so the
Rookie can see it in action.
Ask the Rookie to follow
along using the P&P for
reference.
• Perform it slowly the
first time explaining
the importance of each
step.
• Perform it a second
time at regular speed
while explaining each
step.
• Perform it again if
required.

Do it.
Show it.

Do it.
Observe the Rookie as they
practice the task.
• Use the P&P and/or
checklists to make sure
they are completing the
task correctly.
• Provide feedback if they
are doing something
incorrect.
• Take notes while
observing.
• Answer questions as
required.
• Use your notes and
the P&P to provide
feedback to the Rookie.

Show it.
Observe the Rookie as they
demonstrate mastery of
the task.
• Use the P&P and/or
checklists to make sure
they are completing the
task correctly.
• Take notes while observing and provide a
rating (1-5) for the task.
• If 4 or 5, sign-off on
the task and start the
process again with a
new task.
• If  1 to 3, explain why
it was not satisfactory
and provide coaching
on how to improve.  
• Do not move on until
the task is mastered.

1 2 3 4
Read it.

Not All Tasks Are Observable
You may find that not all the information in the ICM and P&P is a task that you can demonstrate and have the Rookie
practice.  If the section you are reviewing is not observable, spend more time discussing the importance of the item and
how it relates to compliance. When the Rookie is ready, ask them to explain it back you focusing on the why it is important
and the compliance implications.

Post-Shift Meetings

Before the end of the day, take 5 to 10
minutes to sit down with the Rookie
to discuss the day's achievements or
challenges.   Celebrate success when
required, especially if the Rookie did
something outstanding or completed a
difficult task that they had previously
struggled with.
Review which tasks you completed
during the day and ask the Rookie if
they have any questions about the
tasks completed.
Quickly review what you will be covering
during the next training shift and who
the Rookie will be working with it is a
different team member.
After the meeting, note anything of
importance to discuss during your
regular check-in meetings with your
Department Manager.

Foundation

Using Signs,
Labels and Lists

Using Signs, Labels and List

Foundation Section

Teaching Tips
1

2

Teaching Tip 1
As part of your training session, look around the room and point out signs the
learners might see. You could also lead the learners on a short “scavenger hunt”
to see what other signs they can find in the casino. Discuss the meaning of the
signs and be sure to review any misinterpretations.

Teaching Tip 2
To enhance the learners’ understanding of labels and label use, you can extend
beyond the activities in this manual. Bring along examples of labels and create
a few tasks/questions for those labels. For example, on a nutritional label, you
could review any acronyms (such as RDA) and have the group work on finding
the RDA of salt, sugars, etc. The key to bringing in additional material is to point
out the key parts of the document and to ensure you have tasks or questions that
the learners can work through.

using signs, labels and lists
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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S

igns, labels and lists are the simplest types of documents you will use
in your work and everyday life. However, although they are simple,
this does not mean that they are always easy to use. As part of using
these document types, you need to understand their parts, such as headers and
labels, as well as their organization. Learning how to identify the parts of these
documents will help you to be able to use them effectively.

Some of the tasks in casinos that involve signs, labels and lists include reading
lists of bill numbers, creating guest lists for events and following labels on
cleaning products.
In this section, you will learn how to:
−− Read and use signs
−− Read and use labels
−− Read and use lists

using signs, labels and lists

Read and Use Signs

Skill 1:

As part of your training session, look around the room and point out signs the
learners might see. You could also lead the learners on a short “scavenger hunt”
to see what other signs they can find in the casino. Discuss the meaning of the
signs and be sure to review any misinterpretations.
What signs do you use and see everyday? Think about exit
signs, road signs and warning signs. You need to be able to
recognize common signs and understand their importance.
Look at the sign shown to the right.

Exit Sign
The most common sign is the exit sign. These signs mark all doors that can be
used to exit a building, either during regular or emergency situations. They are
always located above the doorway and remain lit at all times. When you are at
work, make sure you are aware of the nearest exits so that you can assist others
during an emergency.
Additional exits are often assigned for emergency
use only.

Emergency Exit Sign

Fire signs are the next most common signs in
buildings. There are two types of fire signs: fire
alarm signs and fire extinguisher signs. You
may see different versions of fire alarm and fire
extinguisher signs. Look at the signs below.

Fire alarm signs are located above or near fire alarms. If you see smoke or fire,
you should scan the room to locate a fire alarm sign so that you can pull the fire
alarm.

Fire Alarm Signs
using signs, labels and lists
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Fire Extinguisher Signs
Fire extinguisher signs are located above or near the fire extinguishers. If you
see a small, controlled fire you can scan the room for a fire extinguisher sign and
find the fire extinguisher. Be sure you know how to use the fire extinguisher.
At work, you will often see caution or warning signs. These signs are used
to remind people of potential dangers. Look at the signs below. They caution
people that the floor may be slippery. They are used when the floor is wet.

Caution Signs
Read the scenarios on the following page. They explain how and when signs
are used in a casino.

4 of 16

using signs, labels and lists

Scenario 1
An employee is at work on a snowy winter day and notices that the front entrance
is wet and slippery. The employee goes to the storeroom, gets a “Caution Wet
Floor” sign and places it near the entrance. The sign warns guests to be careful,
since the floor may be slippery.

Scenario 2
A Valet Attendant notices smoke coming from a garbage bin just outside the
entrance. The attendant quickly scans the entrance area for a fire extinguisher
sign, locates the sign, and runs to get the fire extinguisher. The attendant uses
the extinguisher to put out the small fire. The fire extinguisher sign helped the
Valet Attendant find a fire extinguisher.

Scenario 3
A Casino Executive Host is at work on a break one day when she smells and
sees smoke in the hall. She looks down the hall for the nearest fire alarm sign.
She sees the fire alarm sign and pulls the fire alarm. Next she looks for the
nearest exit sign and runs to the exit. During emergencies, it is important to
remain calm and look for important signs like exit and fire alarm.

using signs, labels and lists
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1

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
1.1

1.2

1.3
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Why might you use the following sign?
a)

To locate the nearest exit.

b)

To find a fire alarm.

c)

To warn people about a slippery floor.

d)

To find a fire extinguisher.

In which situation would you search for the following sign?
a)

In case of a slippery floor

b)

When you need to find an exit.

c)

When you need to put out a fire.

d)

When there is smoke, or a fire.

What does the following sign tell you?
a)

Where to find the fire alarm.

b)

Where the exit is located.

c)

Where to find the fire extinguisher.

d)

Where to enter the building.

using signs, labels and lists

1.4

What does the following sign tell you?
a)

To use the fire extinguisher for all
fires.

b)

Never to use a fire extinguisher on
fires.

c)

Not to use the fire extinguisher on
electrical fires.

Skill 2: Read and Use Labels

2

Labels are used to give important
information in a format that is
easy to understand and quick to
read. They use large fonts, bright
colours and sometimes pictures
so that the most important
information is immediately
understood.
Look at the example on the right
What do you first notice on the
label? Do Not Start or
Use. These words are printed
in capital letters, are in a very
large black box, and are printed
in the largest type on the label so
that you notice them first. The
role of the label is to stop people
from using the equipment.

using signs, labels and lists
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Workplace Hazardous Materials Information System (WHMIS) labels are
also common in the workplace. They are used to provide information about
chemicals, such as cleaning solutions, gases, alcohols, etc., that are used in
various departments. The departments where you will likely find WHMIS
labels include Food and Beverage, Housekeeping, and Maintenance. Look at
the examples below to learn about the important parts of a WHMIS label.

The name of the
chemical is in large,
bold, CAPITAL letters.
The same information
also appears in French.
The word DANGER
appears below the
name of the
chemical. This is to
alert you and make
you pay attention.

Scan down the
rest of the text and
you will see the
important
HEADERS in
capital letters. Use
these headers to
locate the area
where you will find
the information
you need.
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The danger associated with the
chemical is then listed, as the next
most important information.

The hazard symbols are
given. These are here to
provide a visual cue of
the dangers. Do you
know your hazard
symbols? If not, they are
explained in Something
to Consider.

using signs, labels and lists

4

You are at work and you see the label pictured below on a container. Here is
some of the information you can get from this label:
1.
How to safely use the chemical in the container
2.

What actions to avoid

3.

What actions to take when someone comes in contact with the
chemical

4.

What actions to take if the chemical is swallowed

5.

What actions to take when the chemical has been inhaled

6.

What protective equipment should be used

7.

Where to get more information about the chemical

8.

Who to contact about the chemical

<<Insert Show Me icon>>

Look at the label. It shows you where to look to find the information
listed above.

<<Elizabeth – use the image in the folder>>

1

2

3

5

4

6

7
8
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Here is another WHMIS label. Look at the label. Use the label to complete the
questions that follow.

WARNING:

PRECAUTION:

FIRST AID:

IN CASE OF EMERGENCY CALL:
EN CAS D’URGENCE APPELLER:

(333) 876-5432

2.1

The label is found on a container. What chemical is in the container?

2.2

What is the hazard warning for this chemical?

(Continue the questions on the next page.)
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2.3

What other hazard symbols are shown on the label?

2.4

Circle the part of the label that tells you which precautions you need
to take.

2.5

Who can you contact in case of emergency?

SOMETHING TO CONSIDER
Warning symbols are used everywhere on products that pose a risk to the people who use them.
Many household products have warning symbols on them. Aerosol hairsprays, paints, automotive
lubricants, bleach, paint thinner, etc., all have warning symbols on their labels.
Here is a quick review of what each symbol means:

Class A: Compressed gas

Class B: Flammable or combustible material

Class C: Oxidizing material
Class D: Poisonous and infectious material including:
Materials causing immediate and serious toxic effect

Materials causing other toxic effects

Biohazardous infectious material

Class E: Corrosive material
Keep an eye out for these symbols on chemicals you use at work.

using signs, labels and lists
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Skill 3:

Read and Use Lists

Lists can be simple, such as to do lists, or more complex, such as inventory
lists or point-of-sale bills. Lists are used to organize information and to make
the information easy and quick to read. There are a number of ways you can
organize a list:
−− Numerically
−− Alphabetically
−− Purpose or use-based

►Numerical Lists
Numbers are often used to organize lists. The numbers indicate which list item
you should read first, second, third, etc. For example, if you need to install a
window blind, you might get instructions that tell you what to do first, second
and third. This simple list is organized based on numbers. It could look like the
following:
1.

Mark holes on the frame using a pencil.

2.

Drill ½” deep holes.

3.

Screw in the blind hooks.

You can also use the numbers to locate information in a list. For example, “Look
at the information for step #2”.

►Alphabetical Lists
The alphabet is a common way to organize lists. This method is used when
words are the main item in the list. An example of this type of list is a dictionary.
A dictionary is a very long list of words with a definition beside each word.
The word list in a dictionary is organized alphabetically. Using the alphabet to
organize a list allows you to know where to look for a word.
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►Purpose or Use-based Lists
Recipes use lists as well. They are an example of lists organized based on their
purpose or how they are used. They can be organized in a variety of ways.
Sometimes they are organized based on amounts, with ingredients you require
the most of appearing first. They can also be organized based on how you will
need the ingredients when you are following the method or steps. Consider the
following simple ingredient list for a drink recipe.
−− 1 lime
−− 1 tsp sugar
−− 5 mint leaves
−− 1 oz warm water
−− 250-ml soda water
Below is another example of a simple list. It is telling you the steps to follow
when using a fire extinguisher. Rather than using numbers to order the steps, it
uses the first letter of each step. Letters are more likely to remind you of the key
words in each step than numbers would be. The letters here create a mnemonic,
which is a memory or learning aid. The mnemonic is P.A.S.S., which reminds
you to Pull, Aim, Squeeze, Sweep.

using signs, labels and lists
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The skill of reading lists is related to the skill of creating lists. Look at the
information below. It is in paragraph form. Compare the paragraph to the list
that appears below it. Which is easier to follow?
When you next talk to the Pop Delivery Person, please remind them to remove
the empty tanks when they first arrive. After they have removed the tanks, they
should ensure that the Back of House staff is able to clean behind the tanks
before bringing in and connecting the replacement ones. Before they leave, they
need to be sure that the receiving people review the proper paperwork and that it
is signed and dated as required.

Attention: Pop Delivery Personnel
When changing drink tanks, please follow these steps:
1.

Remove empty tanks.

2.

Ask BOH staff to clean tanks area.

3.

Place new tanks in correct position.

4.

Connect new tanks.

5.

Have receiving person review, sign and date paperwork.

Creating lists is important. Look again at the paragraph to see how to pick out
the hidden steps.
−− Underlined are clues that there is an order
−− Bold are the actual actions the delivery person must follow
When you next talk to the Pop Delivery Person, please remind them to remove
the empty tanks when they first arrive. After they have removed the tanks, they
should ensure that the Back of House staff is able to clean behind the tanks
before bringing in and connecting the replacement ones. Before they leave,
they need to be sure that the receiving people review the proper paperwork
and that it is signed and dated as required.
14 of 16
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<<Insert Let Me Try icon>>
Now it's your turn. Try these practice activities to see how well
Answers
at the end
the section
for theyou
correct
answers.
practice
activities
toofsee
how well
have

Now it’s your turn. Try these
learned this skill. See Check My Answers at the end of the section for the correct
You now have a chance to practice using a list. Look at the en
answers.
complete the tasks.
You now have a chance to
practice using a list. Look at the
“End-of-shift Cleaning Duties”
checklist on the right. Use the
checklist to complete the tasks.

End-of-shift Cleaning Duties
Checked
1. Turn off slush machine.
2. Turn espresso machine to “clean”
mode.
3. Remove and discard all cut fruit/veg
in garnish containers.
4. Place garnish containers in
dishwasher.
5. Place spill trays from slush machine
and espresso machine in
dishwasher.
6. Empty slush machine. Use bucket
to discard liquid in sink.
7. Place slush machine accessories in
dishwasher (as noted in Slush
Machine Disassembly Guide).
8. Turn dishwasher on.
9. Wipe down and sanitize all
counters.
10. Sign and date this checklist and
return to your supervisor.

3.1

What is the first step?

3.2

What does the employee
need to do after emptying
the slush machine?

3.3

When does the employee
turn the dishwasher on?

3.4

What is the last thing the employee must do?

Date:
Employee’s
Signature:

3.1 What is the first step?

3.2 What does the employee need to do after emptying the slu
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C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1. c)
1.2. d)
1.3. b)
1.4. c)
2.1

Toluene

2.2

Flammable

2.3

materials causing other toxic effects

2.4

WARNING:

warning:

PRECAUTION:

precaution:

mise em garde:

first aid:

premiers soins:

FIRST AID:
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avertissement:

IN CASE OF EMERGENCY CALL:
EN CAS D’URGENCE APPELLER:

(333) 876-5432

2.5

(333) 876-5432

3.1

Turn off slush machine.

3.2

Place slush machine accessories in dishwasher.

3.3

After step 7.

3.4

Sign and date the checklist and give it to the supervisor.
using signs, labels and lists
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Using Forms
Using Forms

Teaching Tip
1

Teaching Tip 1
The Writing Skills manual reviews how to write in point form instead of using
full sentences. It might be a good idea to review some of the keys to writing in
point form. Learners may have to enter factual information using short, pasttense phrases.
Examples:
Two guests had a disagreement in a line up. Security resolved the situation.
or
Need to replace lighting in hallway – done at 5:00
They may need to write about:
−− Reasons (Why did a situation occur?)
−− Problems (What is the problem?)
−− Actions (What was done in the situation?)

using Forms
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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F

orms are documents that combine text that you read with spaces where
you need to enter information. You may need to fill in one word on a
line, such as your name, or you may need to write a sentence or two,
for example, when describing an incident. Requesting vacation time, filing
incident reports, completing daily logs and tracking the movement of money
are examples of tasks that may require the use of forms.
In this section you will learn how to:
−− Enter information into a variety of forms
−− Read different types of forms

using Forms

Skill 1: Enter Information into a Variety of
Forms

You use forms when you apply for a credit card or a passport. When you are
completing a form, you use items such as checkmarks or Xs and you write or
type in information such as dates, signatures, quantities, words (your name, for
example), short descriptions and short sentences. Forms also often use icons,
pictures and abbreviations—especially if they are electronic forms.
Because forms require that a lot of information be entered in many different
ways, it can be easy to miss entering some information. And because the way
you enter the information on forms often appears to be “simple,” many people
tend to speed through completing them. As a result, forms are the workplace
documents that are most likely to be completed incorrectly.
Your best method when completing a form is to:
−− read it first
−− be sure you understand all that is being asked
−− take your time completing it
−− check it over once it is complete
Look at the form on the following page. It is a vehicle-inspection sheet. It
requires that the person using this form enter a variety of information.

(Continue on the next page.)

using Forms

3 of 15

4 of 15

using Forms

You use many forms, sheets and logs in your job. While a document might be
called a “form,” you need to be able to break the form apart to determine whether
it bears any of the items you have learned about—lists, tables, drawings, etc.
Once you break a form down into its parts, you can then use the things you have
learned about each of these documents to read or to complete the form.

You need to write
words in here to
complete the form.

Here is a list—a kind
of checklist.

This form also has
a table. You enter
information in the
table to complete
the form.

Look at the form on the following page and take note of the types of documents
it uses.

(Continue on the next page.)

using Forms
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Forms can also be computer-based or electronic. When completing an electronic
form you use letters and numbers, but you also use your mouse to make
selections in drop-down boxes or by clicking on radio buttons.

When completing electronic forms, be sure to use the navigation buttons to
ensure you have completed all of the pages. In the example above, the last
page of this electronic form will likely have a bottom navigation area showing
a button called Finish. To complete the form and save it in the database, you
would need to click Finish.

1

Here is an example of a form that a supervisor or manager might complete. It is
a good example of a form that requires words, sentences and quantities. It is also
an example of a form that is completed using information from other sources.
In this case, the other source is a letter or report from a doctor. The circled text
describes in more detail the information that you would enter in the form.
Look at the form on the following page and take note of the types of documents
it uses.
(Continue on the next page.)
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Look at the form below. It is an example of a form that is completed after a
worker sustains an injury at work. Use the form to complete the questions that
follow:

1.1

8 of 15

In area 1 on the form, which of the following information would you
enter?
a)

Date this form was completed

b)

Date the incident was reported to the employer

c)

Date the incident occurred

using Forms

1.2

1.3

1.4

1.5

using Forms

In area 2 on the form, which of the following information would you
enter?
a)

The injured employee’s name and position

b)

The injured employee’s manager’s name and position

c)

The name and position of the person who was reported to after
the incident

In area 3 on the form, which of the following information would you
enter?
a)

The employee was late for work and rushed too much while
doing the cleaning of the light fixtures

b)

The employee was using a ladder to dust the light fixtures in
the main entrance. The ladder was set up according to correct
procedure. The employee as on the third step from the top,
dusting a light fixture when a guest accidentally bumped the
ladder. The employee fell from the ladder and landed on his wrist.
The valet attendant quickly assisted the employee and called for
a manager. The employee did not put out a sign warning that a
ladder was in use.

c)

The employee forgot to put a sign out to say he was going up a
ladder, so he fell when a guest bumped the ladder.

In area 4 on the form, which of the following information would you
enter? There is more than one correct answer. Circle all that apply.
a)

The name of the doctor who treated the injured worker

b)

The name of the paramedic who treated the injured worker

c)

The name of the hospital where the worker was taken after the
injury

In line 5 on the form, which of the following information would you
enter?
a)

The date and time of the last shift the injured worker was
scheduled to work that week

b)

The date and time the accident occurred

c)

The date and time the worker stopped working after the accident
occurred
9 of 15

SOMETHING TO CONSIDER
Not all workplace injuries show immediate effects. For example, sometimes back
injuries and repetitive strain injuries take time to appear. When completing injury claim
forms for insurance purposes, it is important to pay attention to documents and to
details about workplace incidents. For example, in the Let Me Try, the last question
asked about what information needed to be entered into the following part of the
form.

In cases where the injury is an emergency, such as a chemical burn or a broken bone,
the day and hour are easy to determine, as they likely correspond with the injury’s
occurrence. But in cases where injuries are not immediately noticeable, the last day
and hour an employee worked after the injury is detected could be a shift or two, or
sometimes up to a week after the event that originally caused the injury.
Note that it is important that you always consult with your manager or HR department
for specific reporting procedures at the casino where you work.
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Skill 2: Read Different Types of Forms

The essential skill of Reading Forms refers to the reading of forms that have
been completed. A simple example of a completed form is a guest identification
form, such as a driver’s license. The driver’s license is a form because it contains
different types of data (including a picture, abbreviations, reference numbers,
addresses, dates, signatures), and uses just words or phrases—no paragraphs.

Province where
the license was
obtained.

Look at the example driver’s license below and the various parts of this form
that are highlighted. When you are checking a guest’s ID, you should be looking
at these highlighted portions to ensure the ID is valid, belongs to the guest, and
that the guest is permitted in the casino.

Province where
the license was
obtained.

Photo and
signature
area.

The guest’s height
is 165 cm, or 1.65
m. Her eye colour
is BRO or brown.
using Forms

EXP is an
abbreviation for
“expiry date.”
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Computer programs also contain forms. Programs use a variety of ways to
present information, including: symbols, buttons, tabs, folders, logos, links,
etc.
Look at the example taken of a Patron-Management system. The example
shows the interface of this program. An interface is the way that a program is
displayed on a computer screen and how it is designed for you to interact with
it. Review the explanations of the interface so that you can understand how
computer forms are used.

The standard
toolbar includes:
File, Edit, View,
etc. These are
consistent across
many Windowsbased programs.

This centre,
white portion
of the interface
displays the data
about a specific
patron and any
unique promotions
associated with him
or her. This data can
be reviewed here.
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These icons represent actions
or tasks specific to this program.
To understand what the icons
represent, you need to be
familiar with the program.

The tabs at the bottom of
the screen show all of the
types of information that
can be gathered and stored
for each patron. Currently,
the Composite information
is being viewed.

using Forms

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Look at the example of a customs declaration card that is used when entering
Canada. Use the information in the form to complete the questions that follow.
Declaration Card
PAX

R

Instructions

1

JOHNSON, DERRICK R.
Y Y -M10
M-D
1962
21D

Date of birth:

2

WARNES, WENDY L.
Y Y M M D D
1965
- 03 - 27

Date of birth:

3
Date of birth:

Y

Y

M

Y

Y

M

M

D

D

Citizenship:

Prov./State

Postal/Zip code

PETERVILLE

BC

Country

CANADA

T4R 2J2

Arriving by:

Purpose of
Study

x

Air
Rail
Marine
Highway
Airline/flight No., train No. or vessel name

Personal

CA144

Business

Arriving from:
U.S. only

x

Other country direct
Other country via U.S.
Yes

I am/we are bringing into Canada:
• Firearms or other weapons
(e.g. switchblades, Mace or pepper spray).

• Meat/meat products; dairy products; fruits;
vegetables; seeds; nuts; plants and animals or their
parts/products; cut flowers; soil; wood/wood
products; birds; insects.
• Currency and/or monetary instruments of a value
totalling CAN$10,000 or more per person.

Part C – Residents of Canada

Detach instructions

x

x
x
x

I/we have visited a farm and will be going to a farm in
Canada.

days

No

x

I/we have shipped goods that are not accompanying
me/us.

Part B Visitors to Canada
Duration of stay in Canada

x

x

• Commercial goods, whether or not for resale
(e.g. samples, tools, equipment).

Each resident returning to Canada is
entitled to one of the following personal
exemptions based on his/her time absent
from Canada (include all goods and/or
gifts purchased or received abroad):

200 cigarettes, 200 tobacco sticks,
50 cigars or cigarillos and
200 grams of manufactured tobacco
(Special Duty may apply).

Citizenship:

City/Town

200 cigarettes, 200 tobacco sticks,
50 cigars or cigarillos and
200 grams of manufactured tobacco.

1.5 L of wine or 1.14 L of liquor or
24 x 355 ml cans or bottles (8.5 L) of
beer or ale. (You must be of legal age
in the province of importation.)

D

HOME ADDRESS – Number, street, apartment No.
RD

1.5 L of wine or 1.14 L of liquor or
24 x 355 ml cans or bottles (8.5 L) of
beer or ale.

Alcohol and tobacco
exemption table

D

4

Gifts (excludes alcohol and tobacco)
valued at no more than CAN$60 each.

7 days:
CAN$750
This includes alcohol and tobacco
(see table below).

M

Last name, first name and initials

123 23 STREET

The following duty-free allowances apply
to each visitor entering into Canada:

48 hours: CAN$400
This includes alcohol and tobacco
(see table below).

CANADIAN

Citizenship:

Last name, first name and initials

Date of birth:

Part B – Visitors to Canada

24 hours: CAN$50
Not claimable if goods exceed $50.
Alcohol and tobacco cannot be claimed.

CANADIAN

Citizenship:

Last name, first name and initials

Detach instructions

Information from this declaration will be
used for CBSA control purposes, and
may be shared with other government
departments to enforce Canadian laws.
For more information see Info Source
(ref. no. CBSA PPU 018), at a public
library or visit http://infosource.gc.ca.

O

Part A All travellers (living at the same address) – Please print in capital letters.
Last name, first name and initials

All travellers must be identified on a
Canada Border Services Agency (CBSA)
Declaration Card. You may list up to four
people living at the same address on one
card. Each traveller is responsible for
his or her own declaration.
Under the law, failure to properly declare
goods, currency and/or monetary
instruments brought into Canada may
result in seizure action, monetary penalties
and/or criminal prosecution.

– For Agency Use Only –
U.S. V
OV
Cr

Do you or any person listed above exceed the duty-free
allowances per person? (See instructions on the left.)

Yes

No

Yes

No

Part C Residents of Canada
Do you or any person listed above exceed the exemptions per person?
(See instructions on the left.)
Complete in the same order as Part A
Value of goods – CAN$
purchased or received abroad

Date left Canada
YY - MM - DD

1
2

Y M M
10-04-19
Y
Y M M
10-04-21
Y

D

D

D

D

$200.00
$250.00

Value of goods – CAN$
purchased or received abroad

Date left Canada
YY - MM - DD

(including gifts, alcohol & tobacco)

(including gifts, alcohol & tobacco)

3

Y

Y

M

M

D

D

4

Y

Y

M

M

D

D

: I certify that my declaration is true and complete.
Part D Signatures (age 16 and older)

1

Date

2
3

Y M M
10-04-22

Y

D

D

4
E311 (09)

Protected A when completed

BSF311

Do not fold Declaration Card

using Forms
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2.1

How many passengers are travelling?

2.2

In which city do the passengers live?

2.3

Apart from the signatures, what else is missing on the form?

2.4

What is passenger Derrick’s duty-free or personal exemption limit?

using Forms

C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

c)

1.2

c)

1.3

b)

1.4
a)
c)

using Forms

1.5

c)

2.1

2

2.2

Peterville

2.3

Response to part C - Residents of Canada

2.4

$400
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Using Tables

Using Tables

Teaching Tips
1

using tables

Teaching Tip 1
To enhance learners’ understanding of table use, you can extend beyond the
activities in this manual. Bring along examples of tables and create a few tasks/
questions for those tables. Be sure your examples range from simple to more
complex. For example, you could bring in a variety of schedules, each using
different labels and colours to ensure that learners can transfer their knowledge
and are able to use tables, no matter what the context. The key to bringing in
additional material is to point out the most important parts of the document and
to ensure you have tasks or questions that the learners can work through.

1 of 14

Introduction

Some jobs that need these
skills include:

Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services Rep
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift
Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift
Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift
Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift
Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift
Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift
Manager
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T

ables are used to organize different pieces of information that are related
in some way. At the very basic level, a table is a collection of lists, each
bearing similar or related information. The lists are presented in a table
structure and organized according to the information they contain. Consider the
following very simple table:
These are the columns of the table. This table has 3 columns.

These are
the rows of
the table.
This table
has 3 rows.

Date

Employee Name

Employee ID

March 2

Murphy Johnson

435

March 4

Mabel Yang

348

Each column has
a name or title in
this table. Rows
can also have
titles.

This space in the table is called a cell.
The cell contains the information where a
row and column meet.

This table has three lists: the Date list, the Employee Name list and the Employee
ID list. The lists are connected because each date is connected to an employee,
who is connected to an ID. You could also show this table as follows:
Date

Employee Name

Employee ID

March 2

Murphy Johnson

435

March 4

Mabel

Yang

348

The above format may appear to be more like a series of lists, but even
though it does not have lines, it is a table. Some examples of tasks that call for
the use of tables include: using garment logs, reading schedules and maintaining
inventories.
In this section, you will learn how to:
−− Find information in tables
−− Enter information in tables
−− Create tables
14
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using tables

Skill 1: Find Information in Tables

search using a last name in order to find the first name of a guest. The table shows all of the people with
the last name TestCard, so to find the first name, the employee would scroll through the First Name
Examples
of tables
could
read include:
work
schedules,
interfaces
column. Or the search
may be have
been toyou
find all
the people
with the birth
date
of 01/01/1950
for the of
casino’s New Years Eve
party. programs, spreadsheets, logs, inventory sheets, reports and order
computer

1

sheets. Tables are often part of forms. Look at this first example. It is taken from
a computer program. The table displays the results of a search that an employee
did using the computer program.

This table shows seven columns, however only six columns contain data.
Depending on what information you need, the table can be used in a variety of
ways. For example, the employee may have done a search using a last name in
order to find the first name of a guest. The table shows all of the people with
the last name Test Card, so to find the first name, the employee would scroll
through the First Name column. Or the search may have been to find all the
people with the birth date of 01/01/1950 for the casino’s New Years Eve party.

Find Results – Player Search
Player ID

Last Name

First Name

Middle

Preferred Name

Birth Date

City

672077

TEST CARD

TABLE TEST FOUR

TABLE TEST FOUR

01/01/1950

Centreville

672082

TEST CARD

TABLE TEST NINE

TABLE TEST NINE

01/01/1950

Anytown

672000

TEST CARD

TABLE TEST ONE

TABLE TEST ONE

01/01/1950

Summer City

672043

TEST CARD

TABLE TEST SEVEN

TABLE TEST SEVEN

01/01/1950

Centertown

672076

TEST CARD

TABLE TEST SIX

TABLE TEST SIX

01/01/1950

Middletown

672053

TEST CARD

TABLE TEST THREE

TABLE TEST THREE

01/01/1950

Anytown

The beverage sales report, shown below, is another example of a table. It is a more complex table as you
can see. Review the notes so that you can see and understand the table structures being used. The
report is one larger table, with multiple smaller tables “nested” within it.

using tables
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The beverage sales report, shown on the below is another example of a table.
It is a more complex table as you can see. Review the notes so that you can see
and understand the table structures being used. The report consists of one larger
table, with multiple smaller tables “nested” within it.

This column
represents the
POS code for
the beverage.

The columns are not named, which
makes this table harder to read.

Beverage Type

Unit price per
beverage.

This report also
includes a list at the
end, to summarize
the totals.

4 of 14

This table also
contains a number of
smaller tables within
the larger one. Here is
the table for Canadian
beer sales. The table
breaks down the
quantity, net sales as
well as the POS
system category
percentages.

using tables

A table that you use daily in your work is a work schedule. Look at the sample
work schedule below. The work schedule is explained using the table structure
as a guide.
This explains the work areas and divisions for which this schedule applies.
The fact that this information is here suggests that there are other work
schedules, and when reading, you should be sure that you are reading the
one for your work division and area.

Date column with
days showing
below.

Posted Schedule Run Date: 17-SEP-08
17 SEP 08 04
04.24.13
24 13 PM
Work Division: MSSC

Work Area Code: MS FAB FH
Schedule Dates

BARTENDER

21-SEP-2008

22-SEP-2008

23-SEP-2008

24-SEP-2008

25-SEP-2008

26-SEP-2008

Employee Name

Position

SUN

MON

TUE

WED

THU

FRI

SAT

Doe, Jane
Smith, Jon

BARTNDR

OFF

OFF

18:15 - + 02:45

18:15 - + 02:45

18:15 - + 02:45

18:00 - + 02:30

18:00 - + 02:30

BARTNDR

OFF

SRVR BEV

OFF

10:00
10 00 - 18:30
18 30

10
10:00
00 - 18
18:30
30

10
10:00
00 - 18
18:30
30

10
10:00
00 - 18
18:30
30

10:00
10 00 - 18:30
18 30

OFF

SRVR BEV

OFF

17:30 - + 02:00

18:15 - + 02:45

18:15 - + 02:45

18:15 - + 02:45

18:30 - + 03:00

OFF

SRVR BEV

18:15 - + 02:45

OFF

OFF

17:30 - + 02:00

17:30 - + 02:00

17:45 - + 02:15

18:30 - + 03:00

SRVR BEV

17:30 - + 02:00

18:15 - + 02:45

OFF

OFF

17:30 - + 02:00

17:00 - + 01:30

17:45 - + 02:15

SRVR BEV

12:00 - 18:30

OFF

17:30 - + 02:00

OFF

OFF

OFF

10:00 - 18:30

SRVR BEV

OFF

OFF

OFF

OFF

19:00 - + 01:00

17:30 - + 01:00

19:30 - + 03:00

SRVR BEV

OFF

OFF

OFF

OFF

HOST

OFF

10:45 - 15:30

10:45 - 15:30

10:45 - 15:30

10:45 - 15:30

10:45 - 15:30

OFF

HOST

10:45 - 16:00

17:00-00:00

16:30 - 22:00 EX

OFF

17:00 - 22:30

OFF

11:00 - 16:00

16:30 - 21:00

16:30 - 22:00

OFF

16:45-21:00

OFF

17:00 - 22:00 EX

10:45 - 15:00

17:00 - 22:00

17:00 - 22:00

OFF

10:45 - 17:00
10:00 - 16:30

BEVERAGE
SERVER

HOST

Employee
name in the
rows. The
colours are
used to help
yyour eye
y
follow the
row along to
where the
shift
information
is located.

DINING ROOM
SERVER

Employee position.
This is important for
employees with
more than one
position.
iti FFor
example, Bartender
and Beverage
Server.

OFF

SRVR DR
HOST

OFF

SRVR DR

OFF

HOST

17:00 - 22:00

OFF

OFF

SRVR DR

16:15 - 22:00

OFF

16:45 - 22:30

16:45 - 22:30

OFF

OFF

OFF

OFF

OFF

SRVR DR

16:30 - 22:00 EX 16:30 - 22:00 EX

SRVR DR

10:45 - 16:00

OFF

OFF

16:30 - 21:30

17:00 - 23:00

OFF

SRVR DR

OFF

OFF

OFF

17:00 - 22:30

16:45 - 22:00

16:45 - 22:30

16:45 - 22:30

SRVR DR

11:30-20:00

16:45 - 22:30

16:45 - 23:00

16:45 - 22:30 EX

OFF

OFF

17:00 - 23:00

SRVR DR

OFF

11:00 - 19:30

11:00 - 19:30

11:00 - 19:30

11:00 - 19:30

OFF

CASHIER

OFF

18:00-21:00

SRVR DR

OFF

11:00 - 21:00

10:45 - 16:45

11:00 - 21:00

10:00 - 16:30

10:00 - 16:45

09:00 - 17:00

SRVR DR

OFF

10:45 - 16:00

10:45 - 15:00

10:45 - 15:00

10:45 - 15:00

OFF

SRVR DR

OFF

OFF

OFF

OFF

16:30 - 21:30

16:45 - 23:00

17:00 - 23:00

SRVR DR

11:00 - 16:00

17:00 - 22:30

16:45 - 22:00

OFF

OFF

17:00 - 22:00

OFF

OFF

SRVR DR

11:00 - 19:30

16:00 - + 00:30

SRVR DR

10:00-16:30

11:30-20:00

SRVR DR

10:30 - 15:30

SRVR DR

OFF

SRVR BEV

using tables

27-SEP-2008

OFF

OFF

OFF

OFF

16:00 - + 00:30

18:30 - + 03:00

18:30 - + 03:00

OFF

OFF

10:00-18:30

10:00 - 15:30

10:00 - 15:30

OFF

OFF

10:45 - 16:00

OFF

OFF

OFF

16:00 - 22:30

17:00 - 23:00

16:45 - 22:30
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Look at the work schedule and use it to answer the questions that follow.

Posted Schedule Run Date: 17-SEP-08 04.24.13 PM
Work Division: MSSC

Work Area Code: MS FAB FH
Schedule Dates

BARTENDER

Employee Name

Position

Doe, Jane
Smith, Jon

BARTNDR
BARTNDR
SRVR BEV
SRVR BEV
SRVR BEV
SRVR BEV
SRVR BEV
SRVR BEV
SRVR BEV
HOST
HOST
SRVR DR
HOST
SRVR DR
HOST
SRVR DR
SRVR DR
SRVR DR
SRVR DR
SRVR DR
SRVR DR
CASHIER
SRVR DR
SRVR DR
SRVR DR
SRVR DR
SRVR DR
SRVR BEV
SRVR DR
SRVR DR
SRVR DR

BEVERAGE
SERVER

HOST

Molloy, Jessica
Emery, Nadine

DINING ROOM
SERVER
Verkeet, Reena

Singh, Jay

21-SEP-2008

22-SEP-2008

23-SEP-2008

24-SEP-2008

25-SEP-2008

26-SEP-2008

SUN

MON

TUE

WED

THU

FRI

SAT

18:15 - + 02:45

18:15 - + 02:45

18:00 - + 02:30

10:00 - 18:30
18:15 - + 02:45
17:30 - + 02:00
OFF
OFF
OFF
OFF
10:45 - 15:30
OFF

10:00 - 18:30
18:15 - + 02:45
17:30 - + 02:00
17:30 - + 02:00
OFF
19:00 - + 01:00

10:00 - 18:30
18:30 - + 03:00
17:45 - + 02:15
17:00 - + 01:30
OFF
17:30 - + 01:00

18:00 - + 02:30
OFF
OFF
OFF
18:30 - + 03:00
17:45 - + 02:15
10:00 - 18:30
19:30 - + 03:00

10:45 - 15:30
17:00 - 22:30

10:45 - 15:30
OFF

OFF
11:00 - 16:00

OFF
OFF
18:15 - + 02:45
OFF
OFF
10:00 - 18:30
10:00 - 18:30
OFF
17:30 - + 02:00 18:15 - + 02:45
18:15 - + 02:45
OFF
OFF
17:30 - + 02:00 18:15 - + 02:45
OFF
12:00 - 18:30
OFF
17:30 - + 02:00
OFF
OFF
OFF
OFF
OFF
OFF
OFF
10:45 - 15:30
10:45 - 15:30
10:45 - 16:00
17:00-00:00 16:30 - 22:00 EX
16:30 - 21:00

16:30 - 22:00

17:00 - 22:00
16:15 - 22:00

OFF
OFF
OFF
OFF
OFF
16:45 - 22:30

10:45 - 16:00
OFF
11:30-20:00
OFF
OFF
OFF
OFF
OFF
11:00 - 16:00

18:00-21:00
11:00 - 21:00
10:45 - 16:00
OFF
17:00 - 22:30

11:00 - 19:30
10:00-16:30
10:30 - 15:30
OFF

16:00 - + 00:30
11:30-20:00
10:00-18:30
OFF

OFF
OFF
OFF
16:45 - 22:30
OFF
OFF
OFF
16:45 - 23:00
11:00 - 19:30

16:45-21:00

OFF
OFF
16:30 - 22:00 EX 16:30 - 22:00 EX
16:45 - 22:30
OFF
OFF
OFF
16:30 - 21:30
17:00 - 23:00
17:00 - 22:30
16:45 - 22:00
16:45 - 22:30 EX
OFF
11:00 - 19:30
11:00 - 19:30

10:45 - 16:45
10:45 - 15:00
OFF
16:45 - 22:00

11:00 - 21:00
10:45 - 15:00
OFF
OFF

10:00 - 16:30

16:00 - + 00:30

18:30 - + 03:00
OFF
10:00 - 15:30
OFF

18:30 - + 03:00
OFF
OFF
16:00 - 22:30

10:00 - 15:30
OFF

16:30 - 21:30
OFF

27-SEP-2008

17:00 - 22:00 EX 10:45 - 15:00
17:00 - 22:00
OFF

17:00 - 22:00
10:45 - 17:00

OFF
16:45 - 22:30
OFF
11:00 - 19:30
10:00 - 16:45
10:45 - 15:00
16:45 - 23:00
17:00 - 22:00
OFF
OFF

10:00 - 16:30
16:45 - 22:30
17:00 - 23:00
OFF
OFF
09:00 - 17:00
OFF
17:00 - 23:00
OFF
OFF
OFF

OFF
17:00 - 23:00

10:45 - 16:00
16:45 - 22:30

(Continue the questions on the next page.)
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1.1

What shift is Nadine working on Wednesday, September 24?

1.2

Write down all of Reena’s shifts for the week.

1.3

What days does Jane have off this week?

1.4

Jessica would like to switch her Sunday shift because her daughter has
a dance recital Sunday at noon. Who can she switch with?

SOMETHING TO CONSIDER
One thing to note about computerized tables is that you have the ability to use the
computer program to make your search for table information easier. Imagine the
difference between a printed guest list and a computerized one. In a computerized
one, you can use criteria to make your list more specific. For example, you might
select the column header of Meal Type to organize the list by meal types. Then you
can see the people who ordered vegetarian meals, while in a printed list you would
need to search through the entire list to locate all of the vegetarian-meal requests, and
then look across to find the name of the guest connected to that request.

With the computerized list, you can simply change the way the data is presented
in a table by clicking on the column header. Most computerized tables are
presented by alphabetical or numerical order using the first column. But you
can modify how it is presented by clicking on another column heading, such
as employee ID number. Doing so would present the list so that the entries are
organized from lowest to highest, or vice versa.
Table organized by date, earliest to latest:
Date

Employee First
Name

Employee Last
Name

Employee ID

March 2
March 4

Murphy
Mabel

Johnson
Yang

435
348

March 7

Carter

Pelletier

365

(Continue on the next page.)
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Table organized alphabetically, by last name:
Date
March 2
March 7
March 4

Employee First
Name
Murphy
Carter
Mabel

Employee Last
Name
Johnson
Pelletier
Yang

Employee ID
435
365
348

Table organized numerically, by employee ID:
Date
March 4
March 7
March 2

Skill 2:

Employee First
Name
Mabel
Carter
Murphy

Employee Last
Name
Yang
Pelletier
Johnson

Employee ID
348
365
435

Enter Information in Tables

Once you understand how to read a table, entering information into one becomes
straightforward. You now understand that tables are organized into rows and
columns, and that columns usually have a heading or title. Rows sometimes
have headings or titles as well.
Look at the following table. It is an empty log ready to be filled in with
information. The log tracks the signing out and returning of radios.
Daily Radio Log
Position

Radio #

Employee
Name

Employee
Number

Time Out

Time In

Employee
Initial

(Continue on the next page.)
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If you were starting your shift and needed a radio, you would enter the required
information in the log sheet above. Below is an example of how this log is
completed when an employee signs out a radio.
Position

Radio #

Employee
Name

Employee
Number

Time
Out

Employee
Initial

Valet
attendant

HHR-12

Donna Kerinina

DK342

12:35

DK

Time
In

Employee
Initial

This is how the log looks after the employee has returned the radio:

Valet

Radio #

Employee
Name

Employee
Number

Time
Out

Employee
Initial

Time In

Employee
Initial

HHR-12

Donna
Kerinina

DK342

12:35

DK

20:32

DK

Below is an example of a table that is used for inventory and ordering purposes
in the bar area. Here is what the bartender has counted:
2 OJs
2 Marg mix
1 pineapple
1 lemonade
2 Clam
2 ice tea
6 Pepsi
4 diet Pepsi
1 7-up
1 ginger ale

(Continue on the next page.)
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Here is how this information is entered on the inventory sheet:
DATE: Sept 23, 2010
BIBS

Par

In Stock

12L ORANGE JUICE

2

2

12L MARG MIX

2

2

12L PINEAPPLE JUICE

2

1

12L WT LEMONADE

2

1

12L CLAMATO

3

2

20L BRISK ICED TEA

2

2

20L PEPSI

8

6

12L DIET PEPSI

5

4

20L 7-UP

2

1

20L GINGERALE

2

1

Order

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
2.1

Look at the bar order-sheet on the following page. The table has been
partially completed because the inventory has been counted. The
inventory count is shown in the In Stock column. To complete the
table, you need to determine what to order. Complete the order by
entering quantities in the Order column.

NOTE: Par means the level at which the stock should always be.

(Continue the question on the next page.)
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DATE: Sept 23, 2010

Skill 3:

BIBS

Par

In Stock

12L ORANGE JUICE

2

2

12L MARG MIX

2

2

12L PINEAPPLE JUICE

2

1

12L WT LEMONADE

2

1

12L CLAMATO

3

2

20L BRISK ICED TEA

2

2

20L PEPSI

8

6

12L DIET PEPSI

5

4

20L 7-UP

2

1

20L GINGERALE

2

1

Order

Create Tables

Sometimes in your work you will need to create a table or spreadsheet. Now
that you know how to read tables and how to enter information into tables, the
only piece missing is how to take information and build a table. Most tools you
need for your work will be empty forms, such as logs and order forms. But you
should know how to create a table.
This section will show you how to take information and create a table using pen
and paper; however, you should try to find an opportunity to try creating a table
using Microsoft Excel or another spreadsheet program.
First, you need to determine which information is common. Second, from the
common information, you need to figure out how many columns are required.
Third, you need to determine the name of the columns. Fourth, if required, you
need to name your rows. (Rows do not always have names in tables.) Finally,
you need to take the data or information, and place it in the correct rows and
cells in the table.
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The best way to learn how to create a table is through an example.
Here is the information you are given:
March 12, 2010

- blue Malibu

license plate BVV 111		

time in: 13:10

time out: 15:34

March 12, 2010

- black Jetta

license plate DFF 222		

time in: 18:29

time out 21:45

March 12, 2010

- grey Acura

license plate SDD 444

time in: 19:19

time out 23:05

March 12, 2010

- black Cadillac

license plate REF 321

time in: 20:39

time out 22:45

What do you notice that is common across the four lines of information? March
12, Vehicle Colour and Model, License Plate #, Time In and Time Out. Because
each of these items are referenced in each line, they become the table column
headers. However, rather than using March 12 as the column header, Date will
be used because it is more general. In total, the table requires five columns:
Date

Vehicle Make and
Model

License Plate #

Time In

Time Out

And once you add the information into the cells, this is what the table looks
like:
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Date

Vehicle Make and
Model

License Plate #

Time In

Time Out

March 12, 2010

blue Malibu

BVV 111

13:10

15:34

March 12, 2010

black Jetta

DFF 222

18:29

21:45

March 12, 2010

grey Acura

SDD 444

19:19

23:05

March 12, 2010

black Cadillac

REF 321

20:39

22:45
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Your manager gives you the following information. You need to take the
information and place it in a table:

3.1

using tables

Jason Bickwith

on March 2

requested April 12-14 for vacation

Elaine Vermette

on February 21

requested May 21-28 for sick leave

Nancy Karpinski

on April 2

requested May 23-26 for vacation

Tomas Santos

on April 2

requested July 7-17 for vacation

Build and complete a table using the above information.
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C

ompare your answers for the Let Me Try activities below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1

16:45-21:00

1.2

Sept 21: 11:30 - 20:00

Sept 22: 16:45 – 22:30

Sept 23: 16:45 – 23:00

Sept 24: 16:45 – 22:30 EX

1.3

Sunday and Monday

1.4

Nadine. Jessica must switch with Nadine who has the only other
Hostess shift this day.

2.1
DATE: Sept 23, 2010
BIBS

Par

In Stock

Order

12L ORANGE JUICE

2

2

-

12L MARG MIX

2

2

-

12L PINEAPPLE JUICE

2

1

1

12L WT LEMONADE

2

1

1

12L CLAMATO

3

2

1

20L BRISK ICED TEA

2

2

-

20L PEPSI

8

6

2

12L DIET PEPSI

5

4

1

20L 7-UP
20L GINGERALE

2
2

1
1

1
1

3.1
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Employee Name

Date Request Submitted

Requested Dates

Reason

Jason Bickwith

March 2

vacation

April 12-14

Elaine Vermette

February 21

sick leave

May 21-28

Nancy Karpinski

April 2

vacation

May 23-26

Tomas Santos

April 2

vacation

July 7-17
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Foundation Section

Using Graphics

Using Graphics

Teaching Tips
1

using graphics

Teaching Tip 1
Many commercial websites use a variety of pictures to send a message—some
even use logos. You can also refer to the many different icons used in computer
systems and manuals. Bring along additional samples and have the group try
to decipher their meanings. The key to bringing in additional material is to
point out the most important parts of the items and to ensure you have tasks or
questions that the learners can work through.
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Introduction
Some jobs that need these skills
include:
Bank Senior Cashier
Bank Supervisor/Shift Manager
Banquet Supervisor/Shift Manager
Bartender
Beverage Server
Bingo Caller/Checker
Bingo Cashier
Bingo Supervisor
Bingo Volunteer Coordinator
Box Person (Craps)
Casino Bank Cashier/Clerk
Casino Gaming Technincian
Casino Host/Player Services 		
Representative
Chef
Cook
Countroom Cashier
Countroom Supervisor/Shift Manager
Dealer
Dining Room Cashier
Dining Room Supervisor/Shift Manager
Executive Host
Facility Supervisor/Shift Manager
Facility Technician
Food and Beverage Host
Guest Services Representative
Guest Services Supervisor/Shift Manager
Housekeeping Attendant
Housekeeping Supervisor/Shift Manager
Investigative Security Officer
Kitchen Helper
Maintenance Technician
Pit Manager/Pit Boss
Poker Manager
Promotions & Event Planner
Receiver
Retail Cashier
Retail Supervisor/Shift Manager
Security Officer
Security Supervisor/Shift Manager
Senior Clerk Typist
Server
Shuttle Bus Driver
Slot (Electronic Gaming) Floor
Supervisor/Shift Manager
Slot Attendant/Electronic Gaming
Attendant
Surveillance Supervisor/Shift Manager
Surveillance Technician
Switchboard Operator
Table Games Inspector
Table Games Supervisor/Shift Manager
Table Games Trainer
Technical Support Supervisor
Uniform Supervisor/Shift Manager
Uniform Technician
Valet Attendant
Warehouse Clerk
Warehouse Supervisor/Shift Manager
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G

raphics in documents include sketches, pictures, charts, graphs and
scale diagrams. Many graphic-based documents use very few words
and expect that you can identify the parts of a graphic and interpret the
information that is presented. For example, you will need to use graphics when
following assembly drawings or when using a floor plan.
In this section, you will learn how to:
−− Identify common pictures and icons
−− Interpret scale drawings
−− Use graphs and charts

using graphics

Skill 1:

Identify Common Pictures and Icons

You see sketches, pictures and icons on many labels
and forms. Consider the “Caution, Wet Floor” sign you
learned about in the Labels section. It showed a picture of
someone slipping and falling. Pictures and icons are used
because they are often quicker and easier to understand
than words. Look again at the Caution sign. When you see
it close up, or from a distance, you immediately recognize
what it means. If you were to replace the picture with the
words “Warning, the floor is slippery and you could fall,”
the sign would be much less useful because it would be
harder to read at a distance.
Sketches, pictures and icons are also part of a “universal” language, meaning
you need very little English reading-skill to understand them. Look at the picture
below. What do you understand from this picture?
The words Problem
Posture help to tell you
that the way this person
is sitting is incorrect.
The picture helps you to
see why it is incorrect.

perfect
posture

problem
posture

The words Perfect Posture points
out that this person is sitting
properly. You can now compare the
two pictures to see what you can do
to correct your posture.

Icons are also common in the workplace, especially on computer programs.
While it is not possible to review all of the icons used in your workplace
software, you can review some of the more common ones using the picture on
the following page.

(Continue on the next page.)

using graphics
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Take a minute to consider which ones you already recognize.
Internet
Explorer web browser

Microsoft
Word - word
processing
program

Microsoft Excel –
spreadsheet
program

1

Mozilla
Firefox - web
browser

Here are some icons that you might see on a computer in a casino. Even though
they are not labelled, you should be able to recognize what it would be used for
just by looking at the picture.

This is an icon for a casino staff phone-listing.

This icon is used to see which printer the computer can send print jobs to.

This is an icon that would link to a calendar—possibly for staff schedules or
upcoming events.
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Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.

using graphics

1.1

You are asked to open the Food and Beverage program on the computer.
Which one of the following icons would you choose?

1.2

A male guest asks you where the washroom is in the casino. To which
sign would you direct him?

1.3

A guest would like to know where the handicap parking spaces are
located. The stalls are specially marked. To which parking stalls would
you direct her?
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Skill 2:

Interpret Scale Drawings

In some occupations, interpreting scale diagrams is a critical part of the job.
While you may never need to take dimensions from a diagram or drawing,
you should understand the basics of a drawing and be able to interpret basic
information.
Look at the Fire-Escape Plan on the following page. Look at the highlighted
parts of the drawing, which are critical for everyday use.
You should be able to use the Fire Escape Plan to locate fire alarms, fire
extinguishers and exits. For everyday use, these are the most important parts
of this drawing. For example, this workplace shows 16 fire extinguishers. Find
them all.
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The
arrow
points
north.
This
helps to
orient
you. You
should
know
which
way is
north
when you
are at
work.

This
is the
legend.
You use
a legend
to read
what the
symbols
and
colours
on the
drawing
mean.

The other important thing about the drawing is to find the extinguishers, alarms
and exits nearest you, wherever you are in the building. Here is an example.
Find the person on the plan. Imagine that you are that person. Direct yourself
to the nearest fire alarm, and then out the nearest exit.

If you are the person shown working in the office, in the map on page 7 you
would need to leave the office (west), turn left, turn right, turn right again, and
walk north towards the fire escape plan. Pull the fire alarm, and then exit at the
northern most exit. (See the path marked on the plan.)

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Use the Fire Escape Plan on page 9.
2.1

How many exits can be used during an emergency?

2.2

How many fire alarms are located in the building?

(Continue the questions on the next page.)
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2.3

You are standing at the X. You need to find a fire extinguisher. Explain
which way you must walk to find one.

2.4

You are standing at the Y. You need to help a guest find the entrance.
Explain what you would need to say to the guest.
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Use Graphs and Charts

Skill 3:

Graphs and charts are similar to pictures because they tell a story with just a few
words. A graph is a specific type of chart. Both use symbols, numbers, colours,
lines, and labels to represent information or data. The key parts of a graph are
its:
−− title
−− axes
Monthly Distribution of Comments by Department
−− labels
−− legend

# of Comments

25
20

Look at the graph below. Each of its key parts is explained in more detail.

15
10

May
June
July

5
0
Slots

Transportation Axes

Food and
theBeverage
x axis. Each

Promotions

All graphs have two axes—the y axis and
axis represents
one set of data. In the graph Rating is along the y-axisDepartment
and Categories are
along the x-axis.

Monthly
Distribution
of Ratings
Retail
Bank
The title explains what data you
are looking at in the graph.

Monthly Distribution of Ratings
7
6

Rating

5
May
June
July

4
3
2
1
0
Valet

Live
Entertainment

Bingo

Poker

Casino Cleanliness

Categories

Labels
Labels are used to name
the axes, as well as the
values of each mark
along the axes.
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Legend
The legend is used when more
than one set of data is shown. This
graph for example, highlights the
data from the month of May.
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To read the graph in the example on the previous page, you can use either axis
as a starting point. For example, let’s say you want to know which categories
fall below a rating of 3. To find the answer to this question, you would:
Step 1.

Look at the y-axis, or the Rating axis, to locate the “3”

Monthly
by Department
Step Distribution
2.
Follow of
theComments
line for “3” into
the graph

# of Comments

25
20
15
10
5

Step 3.

Locate all of the dots that are below the 3-line

Step 4.

Follow a straight line down to the x-axis to locate the namesJune

		

of the categories.

May
July

0
Slots

Transportation

Food and

Promotions

The method isBeverage
illustrated below.

Retail

Bank

Department

Step 1
Locate “3” on
Rating axis..

Step 2
Follow
the 3-line

7
6
5
Rating

Monthly Distribution of Ratings

Step 3
Locate the dots
below the 3-line.
May

4

June
July

3
2
1
0
Valet

Live
Entertainment

Bingo

Poker

Casino Cleanliness

Categories

Step 4
Follow the dots down to
identify the Categories.

using graphics
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Here is another example that shows why and how graphs are used in the
workplace. The graph below is from a quarterly report used in customer service.
The comment cards from guests are gathered up and the comments are entered
into a software program. The information is then used to create a graph or
“picture” so that the employees can understand where they are receiving the
most guest comments, and where they are receiving the fewest. This is important
information for casinos because it helps them to develop plans.
Look at the graph below. On the following page are some questions that can be
answered using the graph. Look at the question and the answer, along with the
explanation.

Monthly Distribution of Comments by Department

# of Comments

25
20
May
June

15
10

July

5
0
Slots

Transportation

Food and
Beverage

Promotions

Retail

Bank

Department

Monthly Distribution of Ratings
7
6

Rating

5
May
June

4
3

July

2
1

(Continue on the next page.)

0
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Valet

Live
Entertainment

Bingo
Categories

Poker

Casino Cleanliness

using graphics

Question 1 – What was the highest number of comments that
were received for one department?
(This question might be important for incentives with the staff, if
they are doing a campaign where each department is trying to get the
highest number of guest comment cards completed.)
Answer – To find the answer, look at the # of Comments-axis of the
graph. Starting from the top, scan to locate the bar closest to the top,
or 25. This bar can be estimated to represent a number between 21
and 23.

Question 2 - In which month were the fewest guest comments
received across all departments?
(Figuring out which month shows the lowest number of guest comment
cards helps casinos plan their events and staff schedules because it
helps them to predict which months are busier and which are slower.)
Answer – To find the answer, you need to look at the legend to identify
which month each bar represents. You then need to scan and compare
all of the bars and estimate which month displays the fewest number
of comments. Looking at the graph, May and July show several high
bars, while June seems to be the lowest.

using graphics
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Monthly Distribution of Comments by Department

# of Comments

25
20
May
June
July

15
10
5
0
Slots

Now it’s your turn. Try these practice activities to see how well you have
learned this skill. See Check My Answers at the end of the section for the correct
answers.
Transportation
Food and
Promotions
Retail
Bank
Beverage

Department
Here is the same graph
from the Tell Me section above. Use it to answer the
questions below.

Monthly Distribution of Ratings
7
6

Rating

5
May

4

June

3

July

2
1
0
Valet

Live
Entertainment

Bingo

Poker

Casino Cleanliness

Categories
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3.1

What is the rating for valet?

3.2

Which category had the highest ratings?

3.3

If you know that this graph was created based on 35 comments cards
from Valet guests and one from bingo guests, what could you say about
the ratings?

using graphics

C

ompare your answers for the Let Me Try activites below. If you have
gotten less than half of the answers correct, review the material and try
the activities again.

1.1
1.2

1.3

using graphics

2.1

5

2.2

5

2.3

Walk east out of the room and turn south. Continue walking to the
main entrance area and turn directly west.

2.4

Exit the room east. Turn north and walk until you reach the Fire
Escape Plan. Turn right and continue forward through Zone 1 to the
entrance.

3.1

Between 4 and 5.

3.2

Casino cleanliness

3.3

The valet department is providing a consistent and satisfying experience
for its guests. You can’t use the bingo department data because it is
only based on one guest’s feedback, and therefore isn’t enough to
make decisions or judgments.
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Job Family

Bank

Job Family Section

Bank

Introduction

T

his section deals with the Document Use skills that Bank employees need
to know. Employees working in this area use a variety of money-related
tracking documents, including inventory sheets, logs and forms.

These skills are important for people working in the Bank because the accuracy
of the information is very important for the financial reporting of the casino.
Employees in the Bank must also adhere to federal regulations regarding
documenting financial transactions.
In this section, you will practice how to:
−− Use count and inventory sheets, and logs
−− Read and use bank forms
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

BANK
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Task 1: Use Count and Inventory Sheets, and
Logs
Performing this task involves the following types of Document Use:
−− Using tables
−− Reading tables

►Level 1
Casino employees must use a variety of sheets that are in the form of tables.
Look at the log of Bill Acceptor Jams. Use it to answer the questions that
follow.

Bill Acceptor Jams
Gaming Date: May

26, 2010

Machine Location

Amount / Cash
Can

100638 RT0527 $10.00/72246

Fount / Pullet By

Time

J. S. #2004

17:35

Received by

1.1

What is the location of the Bill Acceptor Jam?

1.2

In which cash can was the $10 placed?

1.3

At what time was the bill acceptor jam cleared?

1.4

Now it’s your turn to practice using a Bill Jam log. You have cleared
a $50 bill jammed in machine 45503. Today is July 29. Fill in the Bill
Jam log on the following page.

(Continue the question on the next page.)
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Bill Acceptor Jams
Count Date: _________________
Gaming Date:____________________
Machine #

$100

$50

$20

$10

$5

Total

Look at The List of Counterfeit Bill Serial Numbers. It is used to check
suspicious bills against a known list of counterfeit bills. Use the list below to
answer the questions.

The List of Counterfeit Bill Serial Numbers
UNITED STATES

$10
CB61279345A

$20

$50

558732087A

XT23000904A

$100
A24025817J

B93902664B

B40761121F

B93902690B

G58244967H

EH20368231A

I01278087A

G163664455F

I10582574A

IB74058446C

J93562682U

IL42890951E

JB8732032A

J58732009A

M54779621P

J58732032A

Z82464953P

J58732058A
J58732077A
J58732087A
J58732091A
J58732891A

BANK

1.5

For which currency is this list used?

1.6

What is the serial number of the counterfeit $50?

1.7

What is the full serial number of the $100 that begins with an M?
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►Level 2
In some cases, you use the same document to do higher-level Essential Skill
tasks. Look at the first example—The List of Counterfeit Bill Serial Numbers.
Use this table again to answer the questions that follow.

The List of Counterfeit Bill Serial Numbers
UNITED STATES

$10

$20

$50

$100

CB61279345A

558732087A

XT23000904A

A24025817J

B93902664B

B40761121F

B93902690B

G58244967H

EH20368231A

I01278087A

G163664455F

I10582574A

IL42890951E

JB8732032A

IB74058446C

J93562682U

J58732009A

M54779621P

J58732032A

Z82464953P

J58732058A
J58732077A
J58732087A
J58732091A
J58732891A

1.8

How are the lists in the table organized?

1.9

You receive a $20 that feels different to you. You read the following
serial number:
J58732085A. Does it have a known counterfeit serial number?
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In the Bank, employees may use Vault Physical Count Sheets. These
sheets are similar to an inventory sheet. They are used to record
amounts during counts of money and chips. Look at the Vault Physical
Count Sheet to answer the questions that follow.

Vault Count Sheet
Twoonies

Bills
$ 1.000.00 (1)

0

$100.00 (2)

Trays (9)

31

250

Bags (10A)

$ 50 (3)

17

300

Rolls (11)

$ 20 (4)

3

3928

$ 10 (5)

Loose (12)

2

2170

LOONIES

$ 5 (6)

2415

$2 (7)

Trays (13)

27

0

$1 (8)

Bags (11A)

11

0

Rolls $25 (15)

14

Loose (16)

28

COW CHIPS
$ 1.000.00 (CCC)415
$ 500 (CCP)

QUARTERS

620

$ 100 (CCB)

Trays (18)

28

2000

$ 25 (CCG)

Bags (19A)

17

3250

$ 5 (CCR)

Rolls (20)

12

7200

$ 1 (CCW)

Loose (21)

14

5350

DIMES

$ .50 (COW)

1717

Trays (220)

2

Rolls (22)

13

Loose (23)

21

MSSC CHIPS CRC CHIPS
$ 1.000.00 (CY)

$ 1000 (1000)

$ 500 (CP)

$500 (R500)

$ 100 (CB)

$100 (R100)

$ 25 (CG)

$25 (R25)

$ 5 (CR)

$5 (R5)

$ 1 (CW)

$1 (R1)

.50C (CO)

.50C (R50))

DAMAGED CHIPS (DMG)
ETC Cheques (31)
CDN Trav. Cheques (32) 18)
US Trav. Cheques (33) 31)
US Cash (34)
Other

NICKELS
Trays (24)

7

Bags (25A)

4

Rolls (26)

3

Loose (27)

31

PENNIES
Trays (28P)

1

Bags (28Q)

0

Rolls (28)

15

Loose (29)

22

Other Coin (29A)
Counted by:

Blandovelin 3012

Date:

May 28, 2010

Date: AM / PM

21:15

1.10 How many trays of loonies are stored in the vault?

BANK
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Task 2: Read and Use Bank Forms
Performing this task involves the following types of Document Use:
−− Using forms
−− Using signs, labels and lists

►Level 1
Bank employees need to be able to quickly review and verify many different
types of forms. They also need to be able complete simple forms clearly and
accurately.
Look at the jackpot receipt. Use it to answer the questions below.
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2.1

Which machine issued the receipt?

2.2

What is the value of the guest’s winnings?

2.3

What is the validation number?

BANK

Bank employees, such as Cashiers and Clerks, work with floats. Look at the
float receipt below. Use it to answer the questions that follow.

BANK

2.4

What quantity of $100 bills are in the float?

2.5

What is the value of the float in $5 bills?

2.6

How many people need to sign the float receipt?
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►Level 2
2.7

Look at the Jackpot Receipt. Could the following jackpot receipt be
cashed on December 14, 2002?

Bank employees, such as Cashiers, oversee currency exchanges. The only
currency exchanged in Canadian casinos is United States Dollars (USD).
All exchanges are documented using a Record of USD Transactions form.
Look at the completed exchange form below. Use it to answer the questions
below.

Date: June

RECORD OF USD TRANSACTIONS
Time: 11:31 am

1, 2010

USD PURCHASE (CIRCLE)
A

100

USD from Guest
D

USD CASH
B

4

Station: B4

USD TRAVELERS CHEQUE

%

C

(___ ___ ___) USD Exchange Rate

104

(A X B)

Canadian to Guest

If Exchange is 1.00 or more ( C - A )
If Exchange is less than 1.000 ( A - A )

4

Exchange:
Cashier Signature:

Stephen 5925

Guest Signature:

J. Arianna

Notes:
A large Cash Transaction (LCT) report is required for Exchanges resulting in $3.000.00 CAD or greater. This
report is for MLC use and demostrates compliance with federal legislation _ PCMLTFA.
Original to be sent to Security Programs at the end of the garning day - Carbon Copy to be kept by the applicable department.
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2.8

What is the amount in Canadian dollars that the worker is giving to the
guest?

2.9

Up to what amount are exchanges tracked using only this form?

BANK

2.10 You are working at the slots station. A guest would like to exchange
$700.00 in USD travelers cheques to Canadian dollars. The exchange
rate for U.S. dollars on July 12 is 1.5%. Complete the Record of USD
Transactions form.
RECORD OF USD TRANSACTIONS

Date:_______________

TIME:__________________
USD PURCHASE

(CIRCLE)

A
USD from Guests

Station: __________________
USD CASH / USD TRAVELERS CHEQUE

B
%
(1._ _) USD rate

C

(A x B )
Canadian to Guest

(C - A)
D
Exchange Paid
Guest Signature:

Cashier Signature:

Information Required for Exchanges of USD

Converted to $3000 Canadian and over.
Circle Identification Used & Record #:

Name:
Driver's Licence / Passport / Birth Certificate / ****Provincial Health Card

Address:

Date of Birth:

*** Provincial Health Card is used - Use only the Registration number for Manitoba, Ontario and Prince Edward Island
- Do not use Personal Health Identification (PHIN) numbers if using these provincial health cards.

RECORD OF US TRANSACTIONS

Date:_______________

►Level 3

TIME:__________________
USD PURCHASE

Station: __________________

Many of the Level 3 Bank tasks fall to Supervisors and Managers. One
example
of a Level
3 document
is aTRAVELLERS
Large Cash Transaction
Report (LCTR).
(CIRCLE)
USD
CASH / USD
CHEQUE
Look at the form on the following page. Use it to answer the question that
follows.

A
USD from Guests

B
%
(1._ _) USD rate

C

(A x B )
Canadian to Guest

D
(C - A)
Exchange Paid
Cashier Signature:

Guest Signature:

Information Required for Exchanges of USD
BANK

Name:

Converted to $3000 Canadian
and the
over.
(Continue
question on the next page.)
Circle Identification Used & Record #:
9 of 14

Driver's Licence / Passport / Birth Certificate / ****Provincial Health Card

LARGE CASH TRANSACTION REPORT (LCTR)
PART A:

CONFIDENTIAL when complete

Background Information
Date (Y/M/D):

CRC

Prepared by:

Employee #:

Department:

Location:

MSSC

Position:

PART B:

Transaction Details

Time

Buy-In

Disbursement

Balance

Code *

Emp #

Area/Pit /
Machine #

A * Jackpot/Win

1

B*

Buy-In

2

C*

Cash-Out

3

D*

Cumulative

4

E*

Currency Exchange

5

Transaction Type

6

Cash

7

TITO

Chips/specify if used on buy-ins

8

Cheque #

$

Totals

PART C:

Emp # - Dealer, Cashier or Attendant.

Conductor Information

First Name:

Middle Name /Initials:

Last Name:

Address:

City/Town:

Prov/ State:

Date of Birth:

Phone # :

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

Postal Code:

Country:

Province / State where ID was issued:

Driver’s License
Surveillance Notification on $10,000.00
Passport (Country)

LCT # ( if previously identified):
Yes

No

Other –Type:
Description: to be used if transaction is below $10,000.00

Male

Female

___ Age (approx)

Other info:

PART D:

Third Party (Agent) – involved with this $10,000.00 transaction

First Name:

Middle Name /Initials:

Last Name:

Address:

City/Town:

Prov/ State:

Date of Birth:

Phone #

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

Postal Code:

Country:

Province / State where ID was issued:

Driver’s License
Passport (Country)
Other - Type:

Association to Conductor in Part C:
LCT # ( if previously identified):
Family

Unknown

Friend

Other ___________

Other info:

10 of 14

Reviewed by ( Manager/ Supervisor)

Name / Employee #:

Date:

Corporate Security – USE ONLY

Sent to FINTRAC by:

Date:

LCTR -2009

Original to be sent to Security Programs at the end of the gaming day – Carbon copy to be kept by the applicable department

BANK

2.11 A customer approaches and wishes to exchange a $15,000.00 USD
cheque, #345. It is 6:30 p.m. and you (employee #223) have just
started your September 2nd evening shift as Casino Bank Cashier. She
presents her enhanced identification card, shown below and you must
complete the LCTR on page 10 with the information you have.

SOMETHING TO CONSIDER
You use many forms, sheets and logs in your job. While a document might be called a “form”, you need to be
able to break the form apart to determine whether the form has the items you have learned about—lists, tables,
drawings, etc. Once you break a form down into its parts, you can then use the things you learned about each
of these documents to complete or read the form

You need to write
words in here to
complete the form.

Here is a list. On
this form, it is a
checklist.

This form also
has a table. You
enter information
in the table to
complete the
form.

BANK
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

RT0527

1.2

#72246

1.3

17:35

1.4				

Bill Jams

Count Date: July 29, 2010
Gaming Date: July 29, 2010
Machine #
45503

$100

$50
1

$20

1.5

US or United States dollars

1.6

XT23000904A

1.7

M54779621P

1.8

Alphabetically and then numerically

1.9

No

$10

$5

Total
$50.00

1.10 27

12 of 14

2.1

3806201

2.2

$6.25

2.3

00-62760364-5071-6865

BANK

2.4

200

2.5

$1,000.00

2.6

2

2.7

yes

2.8

$104.00

2.9

$3,000.00 Canadian or less

2.10

July
Date:_______________

RECORD OF USD TRANSACTIONS
TIME:__________________
USD PURCHASE

(CIRCLE)

A $ 700.00		
USD from Guests

12, 2010

slots
Station: __________________
USD CASH / USD TRAVELERS CHEQUE

B 1.5 		
%
(1._ _) USD rate

C

$710.50 (A x B )
Canadian to Guest

(C - A)
D $10.50
Exchange Paid
Cashier Signature:

Your Signature

Guest Signature:

Information Required for Exchanges of USD

Name:

Converted to $3000 Canadian and over.
Circle Identification Used & Record #:

Driver's Licence / Passport / Birth Certificate / ****Provincial Health Card

Address:

Date of Birth:

*** Provincial Health Card is used - Use only the Registration number for Manitoba, Ontario and Prince Edward Island
- Do not use Personal Health Identification (PHIN) numbers if using these provincial health cards.

RECORD OF US TRANSACTIONS

Date:_______________

TIME:__________________
USD PURCHASE
A
USD from Guests

(CIRCLE)

Station: __________________
USD CASH / USD TRAVELLERS CHEQUE

B
%
(1._ _) USD rate

C

(A x B )
Canadian to Guest

D
(C - A)
Exchange Paid
Cashier Signature:

Guest Signature:

Information Required for Exchanges of USD

Name:
Address:

Converted to $3000 Canadian and over.
Circle Identification Used & Record #:

Driver's Licence / Passport / Birth Certificate / ****Provincial Health Card

Date of Birth:

*** Provincial Health Card is used - Use only the Registration number for Manitoba, Ontario and Prince Edward Island
- Do not use Personal Health Identification (PHIN) numbers if using these provincial health cards.
Revised Nov 2003

BANK

(Continue the answer on the next page.)

APPENDIX 137
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2.11 The form should be completed as follows:
LARGE CASH TRANSACTION REPORT (LCTR)
PART A:

Background Information
Date (Y/M/D):

CRC
Position:

CONFIDENTIAL when complete

Employee #:

Department:

Location:

223

Casino Bank Cashier

PART B:

Prepared by:

10/09/02

MSSC

Transaction Details

Time

Buy-In

Disbursement

Balance

Code *

Emp #

Area/Pit /
Machine #

A * Jackpot/Win

1
2

18:30				

E

223

B*

Buy-In

C*

Cash-Out

3

D*

Cumulative

4

E*

Currency Exchange

5

Transaction Type

6

Cash

7

TITO

Chips/specify if used on buy-ins

8

$

Totals

PART C:

 Cheque # 345
$15,000.00

Conductor Information

First Name:

Middle Name /Initials:

Jane			
Address:

Emp # - Dealer, Cashier or Attendant.

Last Name:

Quincy			

Public

City/Town:

Prov/ State:

Date of Birth:

Phone # :

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

1201- 123 Main St
			

Notre-Dame de Lourdes

MB

Postal Code:

Z0Z 0Z0

123456789		

Country:

Canada

Manitoba

Province / State where ID was issued:

Driver’s License
Surveillance Notification on $10,000.00
Passport (Country)

LCT # ( if previously identified):
Yes

Other –Type: Enhanced ID
Description: to be used if transaction is below $10,000.00

No

Male

___ Age (approx)

Female

Other info:

PART D:

Third Party (Agent) – involved with this $10,000.00 transaction

First Name:

Middle Name /Initials:

Last Name:

Address:

City/Town:

Prov/ State:

Date of Birth:

Phone #

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

Postal Code:

Country:

Province / State where ID was issued:

Driver’s License
Passport (Country)
Other - Type:

Association to Conductor in Part C:
LCT # ( if previously identified):
Family

Unknown

Friend

Other ___________

Other info:

Reviewed by ( Manager/ Supervisor)

Name / Employee #:

Manager X			
Corporate Security – USE ONLY

LCTR -2009
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Date:

111			

Sent to FINTRAC by:

10/09/02

Date:

Original to be sent to Security Programs at the end of the gaming day – Carbon copy to be kept by the applicable department

BANK

Customer
Services/
Administration

Customer Services
Administration

Job Family Section

Introduction

T

his section deals with the Document Use skills that Customer Services/
Administration employees need to know. Employees working in this area
need to use checklists, track guest information, plan for events, place
orders and read request forms.
These skills are important for people working in Customer Services/
Administration because customer service plays a key role in how customers
choose their gaming location. Casinos offer more than just gaming—they
offer an experience that includes gaming, entertainment, food and beverages,
banquets, and special events. As a Customer Services employee, your goal is
to make every customer a returning customer, and understanding how to use
workplace documents effectively means you can be successful in reaching this
goal.
In this section, you will practice how to:
−− Use shift checklists
−− Complete order and request forms
−− Track guest information to plan and promote events
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

Customer Services/Administration

1 of 20

Task 1: Use Shift Checklists
Performing this task involves the following types of Document Use:
−− Using tables

►Level 1
Checklists are vital in Customer Service because they ensure that all procedures
have been completed and that guests have the greatest opportunity for an
exceptional experience at your organization.
Look at the shift checklist. Use the checklist to answer the questions that
follow.
Date: ________________
Unit # _______________
AT THE START OF THE BUSINESS DAY
Check fuel
Check all fluids
Horn is operational
Emergency equipment/fire extinguisher/first aid kit on hand
Promotional signage is current
The 2 way radio is in place and is functioning properly
Fill out damage report on reverse side of the is page
Review checklist (below) for At The Start Of Each Shift
SHUTTLE SERVICING
Fill up fuel
Add oil
Add other fluids (specify)
Wash exterior of bus
AT THE START OF EACH SHIFT
Tires are properly inflated
Tires show no signs of wear and or damage
All dash and interior lights are optional
Headlights are operational
Mirrors are clean and in good working order
Upholstery is clean and in good repair
Doors are in good working order
The interior of the shuttle is clean and presentable
AT THE END OF THE OPERATIONAL DAY
Park bus in the south east corner of valet parking lot
Make sure radios, heaters, etc. are all turned off
Close all windows
Lock all doors
Return key to front desk

YES

NO

YES

NO

YES

NO

YES

NO

Signature Day: __________________________
Signature Night: _________________________
(Continue the question on the next page.)
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Customer Services/Administration

1.1

Circle the part of the checklist that you use at the start of your shift.

1.2

You add oil to the shuttle. You add windshield washer fluid. You wash
the exterior of the bus. Complete the checklist based on the work you
have done.

1.3

What do you need to do at the end of the operational day?

►Level 3
At this level, you use checklists; however, the reminders or steps in the
checklists are more complex and involve referencing other documents and
many other Essential Skills.
Look at the manager’s checklist for training new customer service employees
on the following page. For training, a Customer Service Representative
(CSR) is selected as a mentor for the new employee, or trainee. The manager
uses the checklist to ensure the CSR is demonstrating all of the required steps
to the trainee.
Use the checklist to answer the questions that follow.

(Continue the question on the next page.)

Customer Services/Administration

3 of 20

Training and Procedure Checklist

Date:

START OF SHIFT
Log in to Network, Patron Mgt, PM search, Kiosk
Read e-mails, memos, upcoming events and promos
Identify Casino Operation Manager on duty
Change the name plates assigned in the building
Retrieve two-way radio from Manager
Log all pages
Emergency/Security phones: security must be notified
Check brochures, comment cards if empty
Check supplies of ribbons, sign-up gifts, data cards etc.
SWITCHBOARD
Communicate with the Day Switchboard Operator as to any
pertinent information, or messages from the day
Distribute any messages that have not yet been received by the
appropriate persons
Use multi-channel radios to relay messages
Refer to intranet for contact numbers
Communicate any page information, emergency or otherwise to
casino host on duty
BUS TOURS
Greet the bus with host assistance
Lock coupons in bottom drawer
Verify all the guest count (headcounts necessarily) to manifest
Hand in manifest
Void and attach unused coupons with bus paperwork
Submit all paperwork
Enter Arrivals/Departures
CLUB CARDS
Enrol players
Verify/check for ID
Ensure to check on Patron Search prior to processing
Discarded lost/found cards and put in red bin (confidential)
Turn in Club Cards for other locations to Lost and Found

1.4

CSR

TRAINEE

The CSR receives a memo that the arrival time and the numbers for a
bus tour scheduled to arrive later in the day have changed. The CSR
needs to contact the Casino Host, but does not know the internal
number. The CSR also needs to prepare the paperwork for the tour.
Place a checkmark next to the steps in the checklist above that the
CSR must complete.
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Customer Services/Administration

1.5

You observe the CSR and the trainee starting their shifts. You note
them doing the following tasks. Complete the checklist below.
The CSR and Trainee log in to the computer system. They note that
Michael Clayton is the Casino Manager for the shift. They pick up
a radio, and then walk through and add more comment cards to the
lounge, slots and bingo areas. They also check the levels of data cards.
They find some club cards lying near the slot area and bring them to
the Lost and Found.

Training and Procedure Checklist
Date:
START OF SHIFT
Log in to Network, Patron Mgt, PM search, Kiosk
Read e-mails, memos, upcoming events and promos
Identify Casino Operation Manager on duty
Change the name plates assigned in the building
Retrieve two-way radio from Manager
Log all pages
Emergency/Security phones: security must be notified
Check brochures, comment cards if empty
Check supplies of ribbons, sign-up gifts, data cards etc.
SWITCHBOARD
Communicate with the Day Switchboard Operator as to any
pertinent information, or messages from the day
Distribute any messages that have not yet been received by the
appropriate persons
Use multi-channel radios to relay messages
Refer to intranet for contact numbers
Communicate any page information, emergency or otherwise to
casino host on duty
BUS TOURS
Greet the bus with host assistance
Lock coupons in bottom drawer
Verify all the guest count (headcounts necessarily) to manifest
Hand in manifest
Void and attach unused coupons with bus paperwork
Submit all paperwork
Enter Arrivals/Departures
CLUB CARDS
Enrol players
Verify/check for ID
Ensure to check on Patron Search prior to processing
Discarded lost/found cards and put in red bin (confidential)
Turn in Club Cards for other locations to Lost and Found
Customer Services/Administration

CSR

TRAINEE
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Task 2: Complete Order and Request Forms
Performing this task involves the following types of Document Use:
−− Using Forms

►Level 1
Employees use order and request forms to communicate. They also use them
to keep track of requests and orders.
Look at the Air Quality Temperature request form. Use it to answer the
questions below.

Casino Air Quality Temperature Form

Andrew Markman 2764

July 17/09

Tags Dance Club
Andrew Markman

Bartender

This form can be used if your complaint may be related to the temperature air quality in this building.
Your observations can help resolve any problems associated with your area being too cold or hot. Please
use the space below to describe your complaint.

Temperature is too warm.
2.1

Who filled out this request form? Give the job title.

2.2

What is the request?

2.3

In which location is there a request for an air quality temperature
change?

Customer Service employees use order and request forms when taking care of
customers. Casinos will sometimes provide free tickets to guests as part of their
customer care package. Look at the ticket request form on the following page.
Use it to answer the questions that follow.
(Continue the question on the next page.)
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A. Fredson

876-5432 ext. 101

Casinoville

B. Stuart

John Smith,

(Continue the question on the next page.)

Customer Services/Administration
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2.4

For which concert is the customer service employee requesting
tickets?

2.5

How many tickets are requested?

2.6

What is the price per ticket?

►Level 2
Customer service employees, such as the Promotions and Event Planners and
Food & Beverage
Request
Casino Hosts, participate
in planningBooking
for banquets
and other special events.
Special
event
planning
requires
that
you
complete
documents
that
give all of
Internal meetings are to be booked with F&B Banquet Admin. Please call ext 2578 or email
CASINO–F&B
Banquet
Admin
prior
to
completing
this
request
to
ensure
sufficient
space
is
available.
Bookings
at form
the event details. Look at the completed Event Planning Form. Use the
Boardrooms should be done in Electronic Calendar by the requesting party.
to answer the questions that follow.
Once Completed ‐ Scan and Email booking request to Casino – F&B Banquet Admin.
RFS Originator: J Smith
Department: Customer Services
Event Date: June 28/09
Room: Casino Event Room
Start Time: 9:00 am
Number of Guests: 10
Account Code: CH-EX-8895
Meeting Room Booked in Calendar:

Phone: EXT 1234

YES

Event Name: Host Meeting
Room Setup: Boardroom
End Time: 11:00 am
On‐Site Contact: J Smith
Project #: N/A
NO

A/V Requirements (check if applicable)
LCD Projector & Screen

Wireless Hand‐held Microphone

DVD

Wireless Lapel Microphone

DVD & Television

Wired Hand‐held Microphone

Flip Chart

Podium (Microphone & Room Controls

Overhead Projector w/Cart & Screen

In‐house Technical Assistance

Quantity
1
2
1

8 of 20

Food/Beverage Required (One item per line)
Time Required
9:00 am
Freshly Brewed Regular Coffee (20 Cups)
9:00 am
Home‐style Cookies (1 dozen)
9:00 am
Muffins (1 dozen)
Please Select
Please Select
Please Select
(Continue the question on the next page.)
Please Select

Customer Services/Administration

Additional Requirements/comments (please provide specific details):

Note:

Please ensure required signatures before submission of request. For the room limitations, please

2.7

What event is being planned?

2.8

Which audio/visuals are required?

2.9

Read the situation. Use the information to complete the event planning
form below.

You are an Event Planner and you have 25 guests coming for a
retirement luncheon on September 25. The event has been placed in
the Outlook calendar. They have ordered 3 dozen fancy sandwiches,
1 large bowl of house salad, 1 urn of coffee, 2 thermos’s of tea and
3 dozen
pastries.
TheyPlease
require
set-up,
a DVD, a
Internal meetings are to be booked
withmixed
F&B Banquet
Admin.
call aextluncheon
2578 or email
CASINO–F&B
television
and a wireless
microphone.
They
plan at
to arrive
Banquet Admin prior to completing
this request
to ensurehand-held
sufficient space
is available.
Bookings
at
1:00
p.m.
and
leave
at
3:00
p.m.
and
would
like
lunch
served
at the
Boardrooms should be done in Electronic Calendar by the requesting party.
start.

Food & Beverage Booking Request

Once Completed ‐ Scan and Email booking request to Casino – F&B Banquet Admin.
RFS Originator:
Department:
Event Date:
Room: Please Select
Start Time:
Number of Guests:
Account Code:
Meeting Room Booked in Calendar:

Phone:

YES

Event Name:
Room Setup: Please Select
End Time:
On‐Site Contact:
Project #:
NO

A/V Requirements (check if applicable)
LCD Projector & Screen

Wireless Hand‐held Microphone

DVD

Wireless Lapel Microphone

DVD & Television

Wired Hand‐held Microphone

Flip Chart

Podium (Microphone & Room Controls

Overhead Projector w/Cart & Screen

In‐house Technical Assistance

Quantity

Food/Beverage Required (One item per line)
Please Select
Please Select
Please Select
Please Select
Please Select
Please Select
Customer Services/Administration
Please Select
Please Select

Time Required
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Task 3: Track Guest Information to Plan and
Promote Events
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using tables

►Level 1
As part of your job working with events, you need to know which events are
coming up so that you can prepare. Look at the following event listing. Use
the event listing to answer the questions.

Event Listing

Casino City Clubs
and Lounges
Event Listing
Alley Cats Music Club
Wednesdays 		
Thursdays		
Fridays			
Saturdays		
December 4		
December 11		
December 18		
January 1		

Sing with Me			
Jazz Duets			
House Pop Rock Band		
Feature events
Rollin’ Roxy			
FIFA World Cup finals 		
Guitars of the World		
Elton John Impersonators		

9:00 p.m. – midnight
8:00 p.m. – midnight
9:00 p.m. – 1:00 a.m.
7:30 p.m.– 10:00 pm
2:00 p.m.– 11:00 pm
7:30 p.m.– 10:30 pm
7:00 p.m.– 10:30 pm

Boogie Shoes
Thursdays		
Fridays			
December 3		
December 10		
December 17		
December 24		
December 31		

Dance Like a Star contest		
Dance lessons			
Ballroom dancing
Two to Tango
Salsa
Line dancing
New Years Eve party

7:00 p.m.– 11:00 pm
7:30 p.m.– 10:00 pm

Saturdays		

Ladies Night			

8:00 p.m.– midnight
(Continue the question on the next page.)
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Customer Services/Administration

3.1

On which nights can a guest come to listen to jazz music?

3.2 At what time can a guest watch the Dance Like a Star contest?

3.3

Which events take place on Saturdays?

►Level 2
3.4

Monday

Tuesday

You need to enter the upcoming events for December. Use the event
listing from Level 1 to enter the events for December in the blank
calendar.

Event Calendar – December 2010
1

Wednesday

2

Thursday

3

Friday

4

6

7

8

9

10

11

13

14

15

16

17

18

20

21

22

23

24

25

27

28

29

30

31

1

Customer Services/Administration

Saturday
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►Level 3
Casinos use comment cards and evaluation forms to collect information from
guests about their experience. Supervisors and managers use the information
to make decisions about customer service in the casino and its service areas.
They need to review guest evaluations and comments and store them in one
place so that they can analyze the information. Once they have analyzed the
information, they can then make decisions if required.
Look at the two guest evaluation forms. Use the information in the forms to
complete the spreadsheet in question 3.5.

Guest Evaluation Form

Guest Evaluation Form
Your Comments 		
Date and time: May 24 4:45 p.m.

Your Comments 		
Date and time: May 24 4:45 p.m.

We provided you with friendly, prompt service in: Gaming Areas

We provided you with friendly, prompt service in: Gaming Areas

Excellent

Excellent

Very Good

Fair

Poor

Not Applicable

Very Good

Fair

Poor

Not Applicable

Very Good

Poor

Not Applicable

Excellent

Very Good

Fair

Poor

Not Applicable

Poor

Not Applicable

Concert and Entertainment Areas

Concert and Entertainment Areas
Excellent

Fair

Casino restaurant and lounges

Casino restaurant and lounges
Excellent

Very Good

Fair

Poor

Not Applicable

Excellent

Very Good

Fair

We create a fun, exciting experience for you with a responsible gaming
environment.

We create a fun, exciting experience for you with a responsible gaming
environment.

Excellent

Excellent

Very Good

Fair

Poor

Not Applicable

Very Good

Fair

Poor

Not Applicable

Very Good

Fair

Poor

Not Applicable

Not Applicable

Table Games

Excellent

Very Good

Fair

Poor

Not Applicable

Excellent

Very Good

Fair

Poor

Not Applicable

Which amenities did you experience?

Which amenities did you experience?
Bingo

Poor

We created a great first and last impression.

We created a great first and last impression.
Excellent

Fair

We provided a clean facility.

We provided a clean facility.
Excellent

Very Good

Touch Screens		

Slots

Bingo

Table Games

Touch Screens		

Slots

Please share what you liked about your visit or provide suggestions
for improvement.
I noticed a lot of garbage in the parking lot, so my first and last
impressions were of that. I also found the washrooms were out
of toilet paper.

Please share what you liked about your visit or provide suggestions for
improvement.
The parking lot was very dirty and dusty was blowing everywhere. I
also found the washrooms were unclean and the floor was wet and
slippery. I think one of the toilets was leaking or something.

May we contact you? 		

May we contact you? 		

Yes

No

Name
Address:
Telephone number
City:		
Province:
Postal Code:
Are you interested in receiving news about upcoming events at the
casino? 		
Yes		
No

Yes

No

Name
Address:
Telephone number
City:		
Province:
Postal Code:
Are you interested in receiving news about upcoming events at the
casino? 		
Yes		
No

(Continue the question on the next page.)
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Mgr initial
once read

Customer Services/Administration

Date

Time

Dept.

Customer
Comments

December 2009 – Casino Club

To be
contacted?
(Yes/No)
Requires 24hr
response

VG - Very Good

P - Poor

NA - Not Applicable

Fun in a
First/Last
Responsible Clean Facility
impression
environment
F - Fair

Restaurant/
Concert/
Lounges
Entertainment

E - Excellent

Gaming
areas

The Service we provided

3.5
Enter the information from the two guest evaluation forms into the
tracking spreadsheet below.
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

“At the start of each shift” should be circled.

Date: ________________
Unit # _______________
AT THE START OF THE BUSINESS DAY
Check fuel
Check all fluids
Horn is operational
Emergency equipment/fire extinguisher/first aid kit on hand
Promotional signage is current
The 2 way radio is in place and is functioning properly
Fill out damage report on reverse side of the is page
Review checklist (below) for At The Start Of Each Shift
SHUTTLE SERVICING
Fill up fuel
Add oil
Add other fluids (specify)
Wash exterior of bus
AT THE START OF EACH SHIFT
Tires are properly inflated
Tires show no signs of wear and or damage
All dash and interior lights are optional
Headlights are operational
Mirrors are clean and in good working order
Upholstery is clean and in good repair
Doors are in good working order
The interior of the shuttle is clean and presentable
AT THE END OF THE OPERATIONAL DAY
Park bus in the south east corner of valet parking lot
Make sure radios, heaters, etc. are all turned off
Close all windows
Lock all doors
Return key to front desk

YES

NO

YES

NO

YES

NO

YES

NO

Signature Day: __________________________
Signature Night: _________________________
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1.2

See the checklist.

Date: ________________
Unit # _______________
AT THE START OF THE BUSINESS DAY
Check fuel
Check all fluids
Horn is operational
Emergency equipment/fire extinguisher/first aid kit on hand
Promotional signage is current
The 2 way radio is in place and is functioning properly
Fill out damage report on reverse side of the is page
Review checklist (below) for At The Start Of Each Shift
SHUTTLE SERVICING
Fill up fuel
Add oil to the shuttle
Add windshield washer fluid
Wash exterior of bus
AT THE START OF EACH SHIFT
Tires are properly inflated
Tires show no signs of wear and or damage
All dash and interior lights are optional
Headlights are operational
Mirrors are clean and in good working order
Upholstery is clean and in good repair
Doors are in good working order
The interior of the shuttle is clean and presentable
AT THE END OF THE OPERATIONAL DAY
Park bus in the south east corner of valet parking lot
Make sure radios, heaters, etc. are all turned off
Close all windows
Lock all doors
Return key to front desk

YES

NO

YES

NO





YES

NO

YES

NO

Signature Day: __________________________
Signature Night: _________________________
1.3

You need to:
1.
2.
3.
4.
5.

Customer Services/Administration

Park bus in the south east corner of the valet parking lot
Make sure radios, heaters, etc. are all turned off
Close all windows
Lock all doors
Return key to front desk
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1.4

The checkmarks are shown in the table.

Training and Procedure Checklist
Date:
CSR

TRAINEE

START OF SHIFT
Log in to Network, Patron Mgt, PM search, Kiosk
Read e-mails, memos, upcoming events and promos



Identify Casino Operation Manager on duty
Change the name plates assigned in the building
Retrieve two-way radio from Manager
Log all pages
Emergency/Security phones: security must be notified
Check brochures, comment cards if empty
Check supplies of ribbons, sign-up gifts, data cards etc.
SWITCHBOARD
Communicate with the Day Switchboard Operator as to any
pertinent information, or messages from the day
Distribute any messages that have not yet been received by the
appropriate persons



Use multi-channel radios to relay messages
Refer to intranet for contact numbers
Communicate any page information, emergency or otherwise to
casino host on duty
BUS TOURS




Greet the bus with host assistance
Lock coupons in bottom drawer
Verify all the guest count (headcounts necessarily) to manifest
Hand in manifest
Void and attach unused coupons with bus paperwork
Submit all paperwork
Enter Arrivals/Departures
CLUB CARDS
Enrol players
Verify/check for ID
Ensure to check on Patron Search prior to processing
Discarded lost/found cards and put in red bin (confidential)
Turn in Club Cards for other locations to Lost and Found
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1.5

The checkmarks are shown in the table.

Training and Procedure Checklist
Date:
START OF SHIFT
Log in to Network, Patron Mgt, PM search, Kiosk
Read e-mails, memos, upcoming events and promos
Identify Casino Operation Manager on duty
Change the name plates assigned in the building
Retrieve two-way radio from Manager
Log all pages
Emergency/Security phones: security must be notified
Check brochures, comment cards if empty
Check supplies of ribbons, sign-up gifts, data cards etc.
SWITCHBOARD

CSR

TRAINEE























Communicate with the Day Switchboard Operator as to any
pertinent information, or messages from the day
Distribute any messages that have not yet been received by the
appropriate persons
Use multi-channel radios to relay messages
Refer to intranet for contact numbers
Communicate any page information, emergency or otherwise to
casino host on duty
BUS TOURS
Greet the bus with host assistance
Lock coupons in bottom drawer
Verify all the guest count (headcounts necessarily) to manifest
Hand in manifest
Void and attach unused coupons with bus paperwork
Submit all paperwork
Enter Arrivals/Departures
CLUB CARDS
Enrol players
Verify/check for ID
Ensure to check on Patron Search prior to processing
Discarded lost/found cards and put in red bin (confidential)
Turn in Club Cards for other locations to Lost and Found

2.1

Bartender

2.2

temperature is too warm

Customer Services/Administration
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2.3

dance club

2.4

Randy Travis

2.5

4

2.6

$45

2.7

Host meeting

2.8

LCD projector and screen, wireless lapel microphone, podium, inFood
& Beverage Booking Request
house technical
assistance

Internal meetings are to be booked with F&B Banquet Admin. Please call ext 2578 or email
CASINO–F&B Banquet Admin prior to completing this request to ensure sufficient space is available.
2.9
Bookings at Boardrooms should be done in Electronic Calendar by the requesting party.

Once Completed ‐ Scan and Email booking request to Casino – F&B Banquet Admin.
RFS Originator:
Department:
Event Date: September 25
Room:
Start Time: 1:00
Number of Guests: 25
Account Code:
Meeting Room Booked in Calendar:

Phone:

YES

Event Name: Retirement lunch
Room Setup:
End Time: 3:00
On‐Site Contact:
Project #:
NO

A/V Requirements (check if applicable)
LCD Projector & Screen

Wireless Hand‐held Microphone

DVD

Wireless Lapel Microphone

DVD & Television

Wired Hand‐held Microphone

Flip Chart

Podium (Microphone & Room Controls

Overhead Projector w/Cart & Screen

In‐house Technical Assistance

Quantity
3
1
3
1
2

18 of 20

Food/Beverage Required (One item per line)
Fancy sandwiches (dozen)
House salad large bowl
Mixed pastries (dozen)
Coffee urn
Tea thermos

Time Required

Customer Services/Administration

Monday

Tuesday

3.1

Thursday nights

3.2

Between 7:00 pm and 11:00 pm on Thursdays

3.3

Feature events and ladies night

3.4

The calendar should be completed as follows

Event Calendar – December 2010
1

Wednesday

2

Alley Cats:
Sing with Me

6

7

9

8
Alley Cats:
Sing with Me

13

14

16

15
Alley Cats:
Sing with Me

20

21

23

22
Alley Cats:
Sing with Me

27

28

30

29
Alley Cats:
Sing with Me

Customer Services/Administration

Thursday

Alley Cats:
Jazz Duets
Boogies:
Dance like a Star
Alley Cats:
Jazz Duets
Boogies:
Dance like a Star
Alley Cats:
Jazz Duets
Boogies:
Dance like a Star
Alley Cats:
Jazz Duets
Boogies:
Dance like a Star
Alley Cats:
Jazz Duets
Boogies:
Dance like a Star

3

Friday

4

Alley Cats:
House Band
Boogies: Ballroom

11

10
Alley Cats:
House Band
Boogies: Tango

18

17
Alley Cats:
House Band
Boogies: Salsa

Alley Cats:
Rollin Roxy
Boogies:
Ladies Night
Alley Cats:
FIFA finals
Boogies:
Ladies Night
Alley Cats:
Guitars of World
Boogies:
Ladies Night

25

24
Alley Cats:
House Band
Boogies: Line dancing

31

Saturday

Alley Cats:
House Band
Boogies:
NY eve party

Boogies:
Ladies Night

1

Alley Cats:
Elton John nite
Boogies:
Ladies Night
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Mgr initial
once read

20 of 20
4:45 pm

5:30 pm

 May 23

 May 24

Time

Date

Dept.

 No

Yes

parking lot
very dirty
& dusty;
also found
washrooms
were unclean,
floor was wet
& slippery;
one of the
toilets was
leaking or
something.

To be
Requires 24hr
contacted?
response
(Yes/No)

garbage in
the parking
lot; also found
washrooms
out of toilet
paper

Customer
Comments

December 2009 – Casino Club

 E

 VG

 E

VG

 VG

 E

VG - Very Good

 E

 VG

P - Poor

F

F

P

F

NA - Not Applicable

Fun in a
First/Last
Responsible Clean Facility
impression
environment

F - Fair

Restaurant/
Concert/
Lounges Entertainment

E - Excellent

Gaming
areas

The Service we provided

3.5 Your spreadsheet should be completed as follows.

Customer Services/Administration

Job Family Section

Food and Beverage
Service

Food and
Beverage
Service

Introduction

T

his section deals with the Document Use skills that Food and Beverage
employees need to know. Employees working in this area need to use
tracking, ordering, sales and banquet documents. They need to be able to
read and complete the documents properly and accurately.

These skills are important for people working in Food and Beverage because the
sales and service in this area contribute to the success of the casino, and to the
guests’ experience. The documents used in these areas help to keep track of your
sales and to ensure you have the inventory levels you need to do your job.
In this section, you will practice how to:
−− Use documents to plan and run banquets
−− Use food and beverage tracking and ordering tools
−− Use point of sale system documents
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

FOOD AND BEVERAGE SERVICE
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Task 1: Use Documents to Plan and Run
Banquets
Performing this task involves the following types of Document Use:
−− Using forms
−− Using tables
−− Using graphics

►Level 1
Preparing for banquets involves all areas of food and beverage services. It
also involves using many documents. The following invoice contains a list
of food ordered for a banquet. Use the invoice to answer the questions that
follow.

2 of 21

1.1

What is the purchase order number?

1.2

What food was ordered for the banquet?

1.3

How many boxes of food should be received?

FOOD AND BEVERAGE SERVICE

Banquet planning involves communicating. In many kitchens, much
of the information is communicated using documents such as notes
and checklists. Look at the Operations Communication Checklist. Use
it to answer the questions.

1.4

Who are the chef leaders for the day?

1.5

How many guests are expected for the banquet?

1.6

What is the menu for the banquet?

FOOD AND BEVERAGE SERVICE
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►Level 2
Banquet set-up and planning involves planning menus, ordering food and
setting up the banquet room. Banquets are special events that are arranged for
various reasons, including business meetings, anniversary dinners, birthday
parties and conferences. Consider how the banquet room needs to change for
different types of events. Look at the sample taken from a Banquet Room
Set-up Checklist. Use it to answer the questions.

Round Table and Chair Set-Up:
Set-ups should be symmetrical to enhance the visual aspect of the room.
Follow the floor plans provided by the Banquet Manager or designate.
Table legs should all be facing the same direction—square to the front of the room with the
leg locks perpendicular to the front of the room.
Ensure all leg locks are in place on the tables.
Begin set-up at the front of the room.
Leave sufficient space from the front of the room for viewing of the projection screen
(minimum of twelve (12) feet and for a dance floor eighteen (18) to twenty (20) feet).
There should be at least five (5) to six (6) feet of space between tables, with two (2) foot
isle ways between chairs.
Chairs should be set no closer than twenty-four (24) inches to the wall.
All chairs should be set at equal distances around the table.
Always set a chair at twelve (12) and six (6) o’clock, the remaining chairs should
be equally spaced between these two chairs.
For tables with an even number of chairs, each chair will have one (1) directly
across from it.
Tablecloth must hang in front of the chair and must not be resting on the seat.

Classroom Set-Up (Using Rounds):
These are round tables usually set with five (5) or six (6) chairs, all facing the front of the
room.
On a round of five (5), begin with one chair in the middle. Then place two (2)
chairs on either side.
On a round of six (6), begin with two (2) chairs, one on each side of the centre,
then place the remaining four (4) chairs evenly on both sides.
Tables should be placed with legs square to the front of the room.
Set a water station on each table.
Pads of paper must be placed in the centre of each sheet. A pen should be placed directly
up against the right of the pad with the tip pointing upwards.

1.7
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A Banquet employee needs to set up a room for a training conference.
The guest has requested a classroom set-up. There will be 34 people
attending. Which type of table does the employee use and how many
are required?

FOOD AND BEVERAGE SERVICE

1.8

A Banquet Supervisor observes the following set-up for a party of
41, with a request for a dance floor. Use your pen to make changes
to the set-up, following the guidelines in the checklist. Make notes of
questions to ask or items you need to check in the room.

Dance floor

FOOD AND BEVERAGE SERVICE
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All banquets are set up using contracts to ensure clear communication
between a casino and its guests. Look at the sample page from a banquet
contract. Use the contract to answer the questions that follow.

1.9

At what time will the serving staff bring in the coffee, pastries and
muffins?

1.10 How is the function planning to pay for alcoholic beverages?

6 of 21
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1.11 Write up an invoice for the Function Host using the following list of
what was served at the banquet and the prices given on the previous
page.
2 thermos of tea
3 thermos decaf coffee
2 urns of coffee
20 bottles of juice
24 lunches
1 ½ dozen muffins
1 dozen pastries
12 soft drinks
12 house wines
14 imported beer
8 domestic beer
13 shots premium brand liquor

Invoice for Banquet
Item/ Unit

FOOD AND BEVERAGE SERVICE

Quantity

Price/unit

7 of 21

►Level 3
Many Level 3 tasks involve using more than one document. Below are three
documents. Use them to answer the questions that follow.

OPENING CAPTAIN PROCEDURES
Check E-mails for updated info on event
Check phone messages
Check The Function Book for tab markers
and update accordingly (buffet/room
signage, signage, general meeting floor
plans, etc.)
Call MR-@8297 (Unlock function doors) 5
min after function start time: 10 min before
function end time.

−−
−−
−−

−−

SUPERVISOR SHOULD BE AT ROOM TO
OPEN DOORS.
−−
−−
−−
−−
−−

Call Fill Bank (float on the Fly) @ 8297
Supply them with TT#
Hudson – 6511
Agassiz Bar – 6517
Print Function Signage for Door and Marble
on Printer ms-COL2F

From: Doug McDonald
To: marciegrey@casino.net
Subject: march 20 event - updated numbers
Hi Marcie:
I just wanted to let you know that I have confirmed the following numbers for
our Saturday FlyFishers association event.
95 attendees for the event
20 will be taking rooms at the hotel
Thanks!
Doug
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1.12 What changes need to be made to the Operations Communication
Checklist?

1.13 What information needs to be given to the Fill Bank for the float?

1.14 Given the information, what else can be done as part of the duties?

FOOD AND BEVERAGE SERVICE
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Task 2: Use Food and Beverage Tracking and
Ordering Tools
Performing this task involves the following types of Document Use:
−− Using tables

►Level 1
Food and Beverage areas often use white boards to keep track of and share
information in the kitchen or back of the house. Servers and Bartenders can
quickly scan the white board as they enter the kitchen to pick up orders or
to drop off dirty plates. A white board that communicates with the front of
the house tells of specials, changes to the specials, volume levels of seasonal
menu items, etc.
The back of the house, or kitchen, may also have their own white board to
track levels of supplies that are used occasionally or seasonally, such as sushi
wrappers, curry powder, Italian rice, etc.
Look at the sample white board below. Use it to complete the questions that
follow.
Menu Item
Special Notes
Quantity Status*
Lunch sandwich special Reuben
13 left
Lunch quiche special

Spinach and cheese

3 left

Mocha ice cream pie
Cancun chicken salad

86
Avocados are almost gone;
will substitute roasted corn
once avocados are out

low

*86 means that the menu item cannot be ordered or prepared.
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2.1

What is the lunch sandwich special?

2.2

What is the status of the mocha ice cream pie?

2.3

How many lunch quiche specials are available to order?

2.4

What will be substituted in the Cancun chicken salad once avocados
have run out?

FOOD AND BEVERAGE SERVICE

►Level 2
Both the front of the house and the back of the house participate in inventory
tracking and ordering. Par is the minimum level that should be maintained
for an item. Generally, in-stock levels either are the same as or lower than
par levels. When the levels are lower, it is time to order more to bring the
levels to par.
2.5

Look at the sample of an inventory tracking and ordering sheet below.
Finish completing the order sheet for spices when you are in the
storeroom and see the following:
(2) 500 g coriander - ground
(0) 500 g Chinese 5-spice powder
(1) 500 g paprika
(2) 500 g dried basil
(2) 500 g cumin
(3) 500 g thyme
(0) 500 g oregano
(1) 500 g sage - ground
(1) 2 kg black pepper - ground
(3) 2 kg table salt
(0) 1 kg black pepper - whole
DATE
Spices

FOOD AND BEVERAGE SERVICE

Par

500 g coriander - ground

2

500 g Chinese 5-spice powder

1

500 g paprika

3

500 g dried basil

3

500 g cumin

3

500 g thyme

3

500 g oregano

3

500 g sage - ground

3

2 kg black pepper - ground

3

2 kg table salt

4

1 kg black pepper - whole

2

In Stock

Order

11 of 21

►Level 3
When you are working at a Document Use Level 3, tasks are often related to
using more than one document. You need to review one or two documents
in order to fill in a form or a table. In the kitchen, supervisors, managers
and chefs will look at order forms and compare them to ingredient lists to
check if there are any items that cannot be prepared. For example, if the
dairy delivery did not include cream cheese for the weekend and the dessert
menu has a cheesecake, the chef or a manager would need to make a note of
cheesecake levels and once they were sold, cheesecake would be 86’d, or not
available for ordering.
2.6

Look at the Inventory and Order Sheet for spices on the following page.
Compare the information to the Appetizer Menu Items Ingredient List.
Use the information to fill in the white board for the Front of House
and Back of House Food and Beverage Staff.

Appetizer Menu Items - Ingredient Lists
Item #

Item Name

Ingredients

AP22

Nachos

Tortilla chips, jalapeno jack cheese, cheddar cheese, fresh
jalapenos, red onion, tomatoes, green pepper, salsa and
sour cream

AP23

Guacamole

Avocados, lime juice, garlic, cilantro, ground coriander,
ground cumin, salt

AP24

Buffalo wings

Chicken drumettes and wings, wing hot sauce, blue cheese
dressing, celery, salt

AP25

Calamari

Squid tubes, panko breading, salt, oregano, basil, paprika

Spring rolls

Chinese: Spring roll paper, cabbage, white onion, green
onion, white pepper, Chinese five spice powder, salt
Thai: Spring roll paper, cabbage, white onion, green onion,
white pepper, red curry paste, salt

AP 26

(Continue the question on the next page.)

12 of 21

FOOD AND BEVERAGE SERVICE

Inventory and Order Sheet
DATE March 22, 2010
Spices
500 g coriander - ground
500 g Chinese 5-spice powder
500 g paprika
500 g dried basil
500 g cumin - ground
500 g thyme
500 g oregano
500 g sage - ground
2 kg black pepper - ground
2 kg table salt
1 kg black pepper - whole

Par

In Stock

Order

2
1
3
3
3
3
3
3
3
4
2

2
0
1
2
0
3
0
1
1
3
0

0
1
2
1
3
0
3
2
2
1
2

Enter the required information on the white board below.

DATE: March 22, 2010
Menu Item

FOOD AND BEVERAGE SERVICE

Special Notes

Quantity		

Status
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Task 3: Use Point of Sale System Documents
Front of House Food and Beverage employees use Point of Sale (POS)
computer systems to enter customer orders, print and settle customer bills, and
run end-of-shift reports. Food and Beverage Managers use POS systems to
track sales, generate reports, predict menu item popularity, view seasonal sales
trends, etc.
While the POS systems will vary in how they are organized, you can practice
your skills using the documents related to POS systems such as receipts, reports
and general computer interfaces.
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using tables

►Level 1
Customer bills are mini reports—they print out all of the items a customer
ordered, along with a price, taxes and gratuity if applicable. They also give
general information such as the date, time and name of the restaurant or
lounge.
Look at the bill below. Use it to complete the questions that follow.

(Continue the question on the next page.)
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3.1

What did the customer order?

3.2

What is the amount the customer must pay?

3.3

On which date did the customer visit the lounge?

3.4

Who does the customer pay?

POS systems are used in the front of house and the back of house. Look at
the chit the kitchen receives when a server or bartender enters an order. A chit
is simply a piece of paper that shows the bill or order. Use the chit to answer
the questions below.

3.5

To which table is this order going to be delivered?

3.6

What food needs to be prepared for this order?

3.7

At what time was the order placed?

FOOD AND BEVERAGE SERVICE
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►Level 2
Food and Beverage employees use POS systems to generate reports. Look at
the X-Read report. Use the report to answer the questions that follow.

X-Read Report
Palm Way Lounge

3.8
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How is the net sales calculated? Show the steps you used to get your
answer.

FOOD AND BEVERAGE SERVICE

3.9

What is the average guest check?

3.10 Based on the sales, where would the employee, Julie Marchenko, have
been working during her shift? Explain.

Food and Beverage employees use other tracking tools when they are away
from a POS system. For example, when the beverage cart is circulating,
employees need to keep track of sales using traditional paper and pen systems.
Look at the Beverage Cart Tracking Sheet and use it to answer the questions
that follow.

Beverage Cart Tracking Sheet

3.11 How would you calculate the cost of a Coors beer? Show the steps you
used to get your answer.

3.12 At the end of the shift, how would an employee calculate how much
product is needed to re-stock the beverage cart?

FOOD AND BEVERAGE SERVICE
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

7378

1.2

beef tenderloin, beef rib eye, sausage

1.3

14

1.4

Chef Harold and Sous Chef Marie

1.5

100

1.6

Chicken cordon blue, green beans almondine, baked potato, and
chocolate mousse

1.7

6 rounds of 6 OR 7 rounds of 5

1.8

The room set-up should have the following changes as shown on the
following page.
The notes should refer to the following critical distance:
−−
−−
−−
−−
−−
−−

Dance floor (eighteen (18) to twenty (20) feet).
There should be at least five (5) to six (6) feet of space between
tables, with two (2) foot isle ways between chairs.
Chairs should be set no closer than twenty-four (24) inches to the
wall.
All chairs should be set at equal distances around the table.
Always set a chair at twelve (12) and six (6) o’clock, the remaining
chairs should be equally spaced between these two chairs.
For tables with an even number of chairs, each chair will have
one (1) directly across from it.
(Continue the answer on the next page.)
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Dance floor

1.9

10:00 am

1.10 The host will pay for two drinks per person. After two drinks, the guest
will need to pay for beverages.
1.11 Your invoice should be completed as shown below. The numeracy
portion has been left out as this workbook focuses only on document
use. If you would like, you can complete the total column, which
would be the last column.

Invoice for Banquet

FOOD AND BEVERAGE SERVICE

Item/ Unit

Quantity

Price/unit

thermos of tea

2

$10.00

thermos decaf coffee

3

$10.00

urns of coffee

2

$50.00

bottles of juice

20

$2.25

lunches

24

$13.95

dozen muffins

1½

$18.00

dozen pastries

1

$18.00

soft drinks

12

$1.76

house wines

12

$3.73

imported beer

14

$4.61

domestic beer

8

$3.51

shots premium brand liquor

13

$3.51
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1.12 Update the guest list to 95, instead of 100
1.13 Banquet in Hudson room 6511
1.14 Print signage with the title of the event: FlyFishers Association
Banquet.
2.1

Reuben

2.2

Low

2.3

None as the item is 86’d and cannot be ordered

2.4

roasted corn

2.5

The inventory and order sheet should be completed as follows:
Spices
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Par In Stock Order

500 g coriander - ground

2

2

0

500 g Chinese 5-spice powder

1

0

1

500 g paprika

3

1

2

500 g dried basil

3

2

1

500 g cumin

3

2

1

500 g thyme

3

3

0

500 g oregano

3

0

3

500 g sage - ground

3

1

2

2 kg black pepper - ground

3

1

2

2 kg table salt

4

3

1

1 kg black pepper - whole

2

0

2

FOOD AND BEVERAGE SERVICE

2.6
DATE: March 22, 2010
Menu Item

Special Notes

Quantity		

Status

Guacamole

			

		

86 (not avaliable)

Calamari		

			

		

86 (not avaliable)

Spring Rolls

Serving Thai Rolls only

3.11 diet Pepsi
3.2

$1.49

3.3

23 May 2005

3.4

the server

3.5

50

3.6

2 orders of wings – one with honey garlic sauce on the side and the
other with sweet chilli sauce on the side

3.7

6:17 pm

3.8

Gross sales – discounts = net sales

3.9

$5.94

3.10 Most likely the beverage cart or the lounge, as 27 of 35 items sold
were alcoholic beverages.
3.11 Total/Used = price of a beer
3.12 Replace each brand with the amount that was used

FOOD AND BEVERAGE SERVICE
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Job Family Section

Housekeeping
and Grounds
Housekeeping
and Grounds

Introduction

T

his section deals with the Document Use skills that Housekeeping and
Grounds employees need to know. Employees working in this area use
documents for identifying chemicals, referring to work schedules and
reading drawings.
These skills are important for people working in Housekeeping and Grounds
because the safety and sanitation levels of a casino can be the first and last thing
that a guest experiences. In addition, employees in this area work with chemicals
that are hazardous, so they need to use the documents to protect themselves and
others.
In this section, you will practice how to:
−− Use safety labels, instructions and MSDS documents
−− Use work shift schedules
−− Refer to floor plans
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

HOUSEKEEPING AND GROUNDS
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Task 1: Use Safety Labels, Instructions and
MSDS Documents
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using forms

►Level 1
Health Canada’s Workplace Hazardous Materials Information System
(WHMIS) ensures you get the information you need to protect yourself when
working with chemicals. The WHMIS system includes documents such as
symbols, labels and Material Safety Data Sheets (MSDS).
Look at the symbols below. Use the symbols and information to answer the
questions that follow.

(Continue the question on the next page.)
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HOUSEKEEPING AND GROUNDS

1.1

Circle the symbol for corrosive material.

1.2

What does the following symbol represent?

1.3

What is a class D-1 compound?

1.4

Where can you get more information?

►Level 2
You can get more detailed information about chemicals by reading the
MSDSs. They explain ingredients, hazards, precautions, first aid, etc. To
learn more about the chemicals you work with, you should read the MSDS
before using the chemicals.
Look at the MSDS on the next 2 pages. Use it to answer the questions that
follow.

(Continue the question on the next page.)
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(Continue the question on the next page.)
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(Continue the question on the next page.)
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1.5

What product is described in this MSDS?

1.6

What is the hazardous ingredient in the product?

1.7

What should workers do if they get the product in their eyes?

1.8

What is the risk if the product is spilled accidentally?

HOUSEKEEPING AND GROUNDS

Task 2: Use Work Shift Schedules
Planning for work means you need to be able to read and use work shift
schedules. This includes reading the schedule, submitting any required changes
and writing down your shifts so that you can have a copy at home.
Performing this task involves the following types of Document Use:
−− Using tables

►Level 1
You need to read work schedules so that you can be sure that you arrive at
work on time. You also need to know your schedule so that you can make
arrangements at home.
Look at the work schedule below. Use it to answer the questions that
follow.
Employee

Sun

Mon

Tue

Wed

Thu

Fri

Sat

DATE

04-APR-2010

05-APR-2010

06-APR-2010

07-APR-2010

08-APR-2010

09-APR-2010

10-APR-2010

Krystina

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Jameel
Tania

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Frederico

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Marco

D 06:00-14:30

D 06:00-14:30

Chung Yong

D 06:00-14:30

D 06:00-14:30

Mai

D 06:00-14:30

Elita

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Natasha

D 06:00-14:30

D 06:00-14:30

Vicky

D 06:00-14:30

D 06:00-14:30

Patel

D 06:00-14:30

Andre

D 06:00-14:30

D 06:00-14:30
D 06:00-14:30
D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

(Continue the question on the next page.)
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2.1

On which days is Jameel off work?

2.2

Which employees are off on Friday?

2.3

Write down the Mai’s shifts for the week.

►Level 2
Part of using work schedules is making and requesting changes. Workplaces
often ask that workers submit their requests for time off well in advance of
the schedule being made. However, there are sometimes situations where
changes are still required.
Look at the work schedule below. The employees have indicated to the
manager which shift switches they would like to make. Use the schedule and
change requests to answer the questions below.
Employee

Sun

Mon

Tue

Wed

Thu

Fri

Sat

DATE

04-APR-2010

05-APR-2010

06-APR-2010

07-APR-2010

08-APR-2010

09-APR-2010

10-APR-2010

Hannah

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

OFF

Jasmine

OFF

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Yudwiga

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

Martin

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

Ishmael

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

OFF

D 06:00-14:30

D 06:00-14:30

Ronaldo

D 06:00-14:30

D 06:00-14:30

OFF

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Radosav

D 06:00-14:30

OFF

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Elena

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

(Continue the question on the next page.)

8 of 14

HOUSEKEEPING AND GROUNDS

Employee

Sun

2.4

For which dates does the schedule apply?

2.5

After the changes are made, which days will Hannah have off?

2.6

After the changes are made, when will Jasmine work on the
Saturday?

2.7

You need to re-write the schedule with the changes. Complete the
schedule using the table.

Mon

Tue

Wed

Thu

Fri

Sat

DATE

Hannah

Jasmine

Yudwiga

Martin

Ishmael

Ronaldo

Radosav

Elena

HOUSEKEEPING AND GROUNDS
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Task 3: Refer to Floor Plans
Performing this task involves the following types of Document Use:
−− Using graphics

►Level 1
For safety reason, you need to look at drawings to locate emergency exits
and equipment. Drawings have legends or symbol guides that explain the
symbols and colours used on the drawings.
Look at the Symbol Guide below and the floor plan on the following page.
Use them to answer the questions.

(Continue the question on the next page.)
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3.1

Which symbol indicates emergency exits?

3.2

Circle all of the emergency exits.

3.3

If you are in the Bingo area, how many exits are close to you?

3.4

If you are standing at the big black dot, where is the nearest fire alarm?
Circle it on the drawing.

3.5

Circle the symbol that represents the fire extinguisher in the symbol
guide.

HOUSEKEEPING AND GROUNDS

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

The following symbol should be circled:

1.2

Flammable and Combustible Material

1.3

Poisonous and Infection Material (material causing immediate and
serious effects)

1.4

MSDSs and the Health Canada WHMIS website

1.5

Antibacterial lotion soap

1.6

Ethanolamine

1.7

Do not rub. Flush eyes with water thoroughly for 15 minutes.

1.8

It could cause slippery surfaces.

2.1

Sunday and Monday

2.2

Krystina, Natasha, Vicky, Patel and Andre

2.3

Sun: 06:00– 14:30
Mon: OFF
Tue: OFF
Wed: 06:00– 14:30
Thu: 06:00– 14:30
Fri: 06:00– 14:30
Sat: 06:00– 14:30

HOUSEKEEPING AND GROUNDS
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2.4

April 4-April 10, 2010

2.5

Sunday and Friday

2.6

She is off that day.

2.7

The new schedule should be as follows:

Employee

Sun

Mon

Tue

Wed

Thu

Fri

Sat

DATE

04-APR-2010

05-APR-2010

06-APR-2010

07-APR-2010

08-APR-2010

09-APR-2010

10-APR-2010

Hannah

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

D 06:00-14:30

Jasmine

D 06:00-14:30

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

Yudwiga

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

Martin

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

D 06:00-14:30

D 06:00-14:30

Ishmael

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

D 06:00-14:30

D 06:00-14:30

OFF

Ronaldo

D 06:00-14:30

D 06:00-14:30

OFF

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Radosav

OFF

D 06:00-14:30

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

Elena

D 06:00-14:30

OFF

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

D 06:00-14:30

OFF

3.1
3.2

There should be 5 exits circled.

3.3

One

3.4

The alarm closest to the big black dot is circled below:

3.5

The following symbol should be circled.
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Job Family Section

Maintenance
and Facilities

Maintenance
and Facilities

Introduction

T

his section deals with the Document Use skills that Maintenance and
Facilities employees need to know. Employees working in this area need
to be able to read and interpret maps and drawings to find an electrical
outlet or to assemble items. They also need to record information in logs, use
checklists, and read work requests to plan their day and find out what work they
need to do.
These skills are important for people working in Maintenance and Facilities
because this area requires attention to detail in the use of documents but also
in their hands-on work. Repairs, fixes, installations, and assemblies require an
ability to read and interpret detailed and complex documents.
In this section, you will practice how to:
−− Use assembly drawings and maps
−− Use maintenance logs and checklists
−− Read and use maintenance and facilities work requests
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.
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Task 1: Use Assembly Drawings and Maps
Performing this task involves the following types of Document Use:
−− Using graphics

►Level 1
In your work with maintenance and facilities, you will come across a variety
of manuals. You may need the manuals to assemble a new piece of furniture
or to install a fan. While you will use a mixture of documents in the manuals,
the critical parts of all manuals are its drawings and pictures. Using the
drawings and/or pictures, you will see how parts come together, or how a
piece of equipment works.
Look at the assembly drawing below. Use it to answer the questions that
follow.

1.1

What is being assembled in the diagram?

(Continue the question on the next page.)
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1.2

Look at the list of hardware below. Circle the ones that are required to
assemble the chair. Note that hardware includes nails, bolts, washers,
screws, etc.
Hex bolts		
Washers		
Screws		
Hex nuts		
Screws		
Finishing nails

1.3

HB2219
WA4421
SS8122
HN3321
FS1201
FN1109

For the step shown in the diagram on page 2, how many screws are
required?

WARMER
Look at the diagram and parts list for a food warmer below. UseFOOD
them
to answer
MODEL
ED/EDU-15W,
ED-15WP
the questions that follow.

























































Warmer
(Continue the questionED-15-W,P
on theFood
next
page.)
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(Continue the question on the next page.)
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1.4

What is item number 20?

1.5

Which item numbers make up item number 10, the knob kit?

1.6

Into which item number does the element attach?

►Level 2
As part of the Maintenance and Facility team, you need to be able to locate
many spots on a map, including electrical outlets, ceiling light fixtures, wall
lighting, emergency lighting, heating and cooling ducts, and power sources.
Look at the Fire Escape Plan on the following page. Use it to answer the
questions that follow.

(Continue the question on the next page.)
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Fire Escape Plan

(Continue the question on the next page.)
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1.7

In what zone is the fire department hose connection?

1.8

How many fire extinguishers are available in zone 2?

1.9

An employee working in zone 5 has noticed that the Exit sign is not
lit up and has notified you. You are standing at the East Enter/Exit
location on the map. Which way do you go to get to the malfunctioning
Exit?

Task 2: Use Maintenance Logs and Checklists
Performing this task involves the following types of Document Use:
−− Using tables

►Level 1
Maintenance and Facilities employees use logs to:
−− track tasks they have completed
−− record observations
−− record requests they have received
−− document questions they have for other shifts or management
Look at the log below. Use it to answer the questions that follow.
Date:

October 21

Shift

Day shift

Notes for following Shift:

Cleaned all the extractor fans in the washrooms in the upper
floors of the casino—still need to complete the washrooms on
the lower floors

Maintenance/Work Requests Completed:
Request #

Work done

223

Installed dimmer switch in banquet room East

122
112

MAINTENANCE AND FACILITIES

Started sketches for planning the location of new high-power
hand-driers in washrooms
Oversaw the move of outdoor waste/cigarette cans to 30 feet
from entrance

109

Replaced drain line on main bar dishwasher

Completed by:

Dave S
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2.1

What did the employee note that the next shift needs to complete?

2.2

You need to check the work request to see who authorized the
installation of the dimmer switch. What is the work request number
for the dimmer switch installation?

2.3

What is work request #109?

►Level 2
Checklists are good reminder tools. They also help to keep you organized.
You can use the checklist as you complete your daily work tasks and enter
any notes about the tasks.
Look at the checklist below. Use it to answer the questions on the next
page.

Responsibility

OK

Potential
Problems

Action Taken

Date
Corrected

Check All Parking Lot Lights
Check Parking Lot Road Surfaces are in Good Repair
Fire Lanes and Handicap Parking Lot Marked Properly
Parking Spaces Properly Marked and Stop Signage
Fences Along the Property Lines in Good Shape
Police Regularly for Debris in All Areas of the Grounds
Sprinkler System Working & Water Fountain
All Equipment Used Outside Checked and Working Properly
Valet Shack Checked for Damages
All Garbage Cans Emptied
No Foundation Problems, Cracks Deterioration of Structural Problems
Down Spouts, Sidewalks, Benches are Debris Free
Lawn, Trees, Shrubs, are all Maintained
All Lighting on the Building Working Properly
All Fire Doors are Clear and Maintained
Fire Hydrants Clear and Easy Access Too
Guard Rails & Hand Rails Checked
Employee Compound Properly Maintained
Loading Door A Compound Properly Maintained
Check That All Bus Shelters are Maintained
Others (Specify)

(Continue the question on the next page.)
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2.4

During his shift, the Facility Technician, Malcolm, was checking
the fences along the east side of the parking lot. He noticed that the
bottom portion of the chain link fence was bending upwards. He was
concerned that the sharp wires, so high above the ground, could cause
injury. Malcolm retrieved a pair of pliers and returned to the fence
to bend the wires back down so that they pointed toward the ground
again. What did Malcolm write in his checklist?

Responsibility

OK

Potential problems

Action taken

Fences along the
property lines in good
shape

2.5

Becky was coming to work one rainy day when she noticed that the
down spouts on the back near the shipping/receiving entrance were
blocked because no water was flowing out. She couldn’t get to the
problem during her shift because of the rainstorm. What did she write
in the checklist/log?

Responsibility

OK

Potential problems

Action taken

Date

Down Spouts, Sidewalks
Benches are debris free

2.6

You start your shift and see the following checklist from the previous
shift.

Responsibility
Check all parking lot
lights
Check parking lot
road surfaces are in
good repair
Fire Lanes,
Handicapped parking
lot marked properly
Parking places
properly marked

MAINTENANCE AND FACILITIES

OK

Potential
problems

X

Furthest light in northeast corner of south lot is
burnt out

X

Two new potholes near
back exit.

X

All in good condition.

X

All garbage cans
emptied

X

Valet shack checked
for damages

X

Paint on Valet parking
places have faded.
Done. Noticed that
the cans near the staff
entrance are dented.
Good.

Action taken
Went to replace bulb, but
we are out of that type
of bulb. Placed order for
more bulbs. Order should
arrive Nov 4 before noon.
Contacted paving
company to get them
filled. They will come Nov
4 to repair.

Date
Wed
Nov 3

Wed
Nov 3
Wed
Nov 3

Painted lines.

Wed
Nov 3

Need to order new
garbage cans for staff
entrance.

Wed
Nov 3
Wed
Nov 3
9 of 17

Use the information to create your shift checklist based on what the previous
shift was unable to complete.
Responsibility

OK

Potential problems

Action taken

Date

Check all parking lot lights

Check parking lot road surfaces
are in good repair
Fire Lanes, Handicapped
parking lot marked properly

Parking places properly marked

All garbage cans emptied

Valet shack checked for
damages

Task 3: Read and Use Maintenance and
Facilities Work Requests
Performing this task involves the following types of Document Use:
−− Using forms

►Level 1
Casino staff use request forms when they need maintenance employees to fix
or check something that is not working properly. The request forms ensure
that you get all of the information you need to fix a problem.
Look at the request form on the following page. Use it to answer the questions
that follow.

10 of 17

MAINTENANCE AND FACILITIES

MAINTENANCE AND FACILITIES

3.1

Who submitted the request?

3.2

What is the date of the request?

3.3

What is the location of the complaint?

3.4

What is the complaint or problem that needs your attention?

11 of 17

►Level 2
Requests that involve more than simple problems require that an employee
complete a maintenance request form. These forms request more detail from
the employee and, since they involve more time and effort by maintenance
staff, they also require an authorizing signature.
Look at the maintenance request form below. Use it to answer the questions
that follow.
Please place a check next to the maintenance issues that apply.

Maintenance Request Form
First Name:
Jane
Last Name:
Schmidt
554
Employee #:
Authorizing Signature: Manager
Date:
July 30, 2010

Location

Equipment

Electrical

Plumbing
Internet Connection
Satellite Connection

General Maintenance

Heating/Cooling
Telephone/Intercom
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Bingo
Front entrance
Banquet room
Surveillance room
Oven
Dishwasher
Freezer
Walk in fridge
Smoke detector
Light
Emergency exit
Receptacle
Toilet
Sink
Water fountain
Tap
No connection
Missing channels
No channels
Snowy reception
Door
Curtain
Stair
Handrail
Vent
Thermostat
Ceiling fan
Temperature
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3.5

Where do you need to go to look into the problems identified in this
maintenance request?

3.6

What tools would you bring along to look into the problem?

Please place a check next to the maintenance issues that apply.

Maintenance Request Form
First Name:
Brian
Last Name:
Fontaine
Employee #: 334
Authorizing Signature:
Manager
Date:
June 2, 2010

Location

Equipment

Electrical

Plumbing
Internet Connection
Satellite Connection

General Maintenance

Heating/Cooling
Telephone/Intercom

MAINTENANCE AND FACILITIES

Bingo
Front entrance
Banquet room
Surveillance room
Oven
Dishwasher
Freezer
Walk in fridge
Smoke detector
Light
Emergency exit
Receptacle
Toilet
Sink
Water fountain
Tap
No connection
Missing channels
No channels
Snowy reception
Door
Curtain
Stair
Handrail
Vent
Thermostat
Ceiling fan
Temperature
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3.7

Where do you need to go to look into the problems identified in this
maintenance request?

3.8

What tools would you bring along to look into the problem?

Look at the work order below. Use it to answer the questions that
follow.
Print Work Order
Work Order
Created By
Created
Parent WO
Department
PM Schedule

SR43331
MACKAYR
06/09/2010

Scheduled Start
06/09/2010
Scheduled End Date 06/11/2010
Status
Awaiting Vendor

Door Replace/Repair - employee entrance

WO Type
Class
Priority
Warranty
Safety
Equipment Criticality
Assigned To
Reported By
Assigned By
Multiple Equipment

FACILITY
Facility Department

Cost Code
Problem Code
Project

BRKD
THEMING
2

BOBSDO
No
06/09/2010
00:00

Date Started
Standard WO

Equipment

DOOR-REPAIR

Date Completed

Replace/Repair Door

Time Completed

CB-CR-THEM-DW
CB-CR-THEM

Casino Eau Claire Doors and Windows
THEMING FOR Casino Eau Claire

CB-CR

CASINO EAU CLAIRE

CB

CASINO BUILDINGS

C

CDN Casinos

000-FACILITIES

CDN Casinos Group

Manufacturer
Model
Serial Number
Location

WO Comments
please repair the door handle on the employee entrance
Called Bob's door in to repair handle.
FYI: Bob from Bob's Door will be down on Sat June 12th at approx. 2PM to repair the following doors.
1. Employee entrance handle #1-043-1
2. Bingo north door handle #1-056-3
3. Jaguar basement handle #B-011-1
4. Hinge replacement handicap interior door employee entrance. #1-043-5
Thanks,
Raul Mackay| Facility Technician
Corporate Property Services

3.9
Part
1

06/09/2010 16:22
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What is the scheduled start date for the work order?
Quantity

Parts Associated
UOM

31.32
EA number?
3.10 What is the work
order

Comment

3.11 What item does the work order request for repair at the employee
Manitoba Lotteries Corporation
Page 1
entrance?
MAINTENANCE AND FACILITIES

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

A chair

1.2

Screws FS1201

1.3

4 screws

1.4

Heyco bushing 11/16 ID

1.5

11A, 11B, 11C, 11D and 12

1.6

Item 6, element wires

1.7

Zone 4

1.8

3

1.9

Walk straight west towards zone 3, then turn right (or north) to the last
hallway. Turn left, and then right just after the last office.
Or
Turn right and head north towards zone 6. Turn left at the boardroom
and follow the hall past the 6 offices and then turn right (or north).
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2.1

The next shift needs to complete the cleaning of the washroom extractor
fans on the lower floors

2.2

223

2.3

A request to fix the drain line on the main bar dishwasher
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2.4
Responsibility
Fences along the
property lines in good
shape

OK

X

Potential problems

Action taken

Date

Wire along bottom of fence
bent up. Potential injury to
Used pliers to bend the
guests or employees because
wires towards the ground.
wires are sharp and high off
the ground.

2.5
Responsibility
Down Spouts,
Sidewalks, Benches are
debris free

OK

X

Potential problems

Action taken

Date

Downspout near shipping/
Requires attention – could
receiving is blocked. Noticed
not get to it because of
during rain storm that no
storm
water was flowing

2.6
Responsibility
Check all parking lot
lights
Check parking lot road
surfaces are in good
repair

Potential problems

Action taken

Date

Bulb order arrived.
Need to replace bulbs as per Replaced bulbs in northThu Nov 4
Nov 3 check.
east corner lamp post of
south lot.
Paving company fixed two
potholes.

Thu Nov 4

Fire Lanes,
Handicapped parking lot
marked properly

Thu Nov 4

Parking places properly
marked

Thu Nov 4

All garbage cans
emptied
Valet shack checked for
damages
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OK

Placed order for 4 new
garbage cans for staff
entrance.

Thu Nov 4

Thu Nov 4
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3.1

Bartender, Andrew Markman

3.2

July 17, 2009

3.3

Togo Dance Club

3.4

The temperature of the Togo dance club is too warm.

3.5

Bingo area

3.6

Electrical tools, light bulb for emergency light, screws and screw gun
for general maintenance issues.

3.7

Banquet room

3.8

Electrical tools and anything needed to look into the Internet
connection.

3.9

06/09/2010

3.10 SR43331
3.11 Entrance door handles
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Job Family Section

Retail

Retail

Introduction

T

his section deals with the Document Use skills that Retail employees need
to know. Employees working in this area are responsible for performing
cashier functions, exchanging coin and currency, maintaining and
updating inventory, and selling merchandise. To do this they need to able to use
the required documents to help keep track of inventory and sales.
These skills are important for people working in Retail because a high level of
accuracy is required.
In this section, you will practice how to:
−− Use retail checklists and worksheets
−− Use inventory and reconciliation sheets
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

RETAIL
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Task 1: Use Retail Checklists and Worksheets
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using tables

►Level 2
Retail employees use checklists to ensure that they follow all the steps in a
process, such as cashing out at the end of a shift. Look at the cashier procedure
and training checklist below. Use it to answer the questions that follow.

Procedure and Training Checklist
Date: __________
START OF SHIFT
Get the keys from the TRAKA box
Pick up float from the balancing area in wickets
Fan bills
Run bills twice through counter
Verify money to receipt
Sign Total Trak receipt
Write down bait money
Call for escort - #8389
Swipe in on MICROS terminal
Assign drawer on MICROS terminal
CASH HANDLING
Proper layout of cash & coin
50s in rows of 4
How to check bills/what to look for
Verifier for payouts over $1000
No hand-to-hand transactions
Put money away when guest leaves
Dusting off as required
U.S. CURRENCY
Verify cash with pen
Rate checked daily
Rate on par with chartered banks
Suspect bill - call M/R #2727
No exchange paid on coin
Do not sell American money
TRAVELER’S CHEQUES
ID - picture or 2 others w/signature
Countersigned and dated
Stamp with casino stamp
Do exchange as needed for U.S.
No third party cheques
DISCOUNTS
Discounts for Merchandise & confect only
Different types (staff, Restaurant, 15%)
Enter employee number or swipe

CASHIER

(Continue the question on the next page.)
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1.1

A customer is using a $20US bill to make a purchase. Write down the
steps you need to follow when accepting U.S. money.

1.2

You are helping to train a new cashier. What do you need to show the
new employee about cash handling?

1.3

You are working with a new cashier. The employee is accepting a
traveler’s cheque for $40US. The cashier has reviewed the customer’s
driver license and has asked the customer to counter sign the cheque.
The cashier then checked the U.S. exchange rate and finally stamped
the cheque with the casino stamp. What step did the cashier miss in the
transaction?

3 of 10

►Level 3
When you are working with many steps and procedures, it is sometimes easiest
to create your own checklists. You can use these checklists to become more
efficient in your work.
1.4

You have worked with the 649 Lotto terminal for 5 years and are very
familiar with how it works. You know the different games and the
Lotto screen. You can re-print winning numbers and Pro-line. You also
understand how to scan selection slips and quick picks. You know
how to do cancellations, activations and validations of tickets and are
aware that you need to return all tickets to the guest. You can complete
prize claim and adjustment forms, as well as run sales reports for the
day. You know how to do the basics such as sign in and off, as well
as change the paper. You also have the Hot Line number 555-9432
memorized.
You are going to be training a new employee on the terminal. Create
a checklist for this employee to use on the Lotto 649 terminal.
PROCEDURES
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CHECK WHEN DONE
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Task 2: Use Inventory and Reconciliation
Sheets
Performing this task involves the following types of Document Use:
−− Using sign, labels and lists
−− Using forms
−− Using tables
−− Using graphics

►Level 1
Inventory sheets are used to track current amounts of stock. The stock that
you count in inventory might be candy, potato chips, magazines or books,
but whatever item you are counting, you need to use an inventory sheet to
keep track of your counts. Look at the inventory sheet below for candy and
chocolate. Use it to answer the questions that follow.
DATE:
Chocolate
Eatmore

#306910
1’s

Mirage

#333757
1’s

Vitamin C Halls

#327254

Breath Saver Spear

#418137
1’s

Fuzzy Peach

#161992

Certs Fruit

#341040
1’s

Halls Sgrlss Cherry

#377978
1’s

Twizzlers

#416081
90 gr

Mentos Fruit

#375063
1’s

Mentos Peppermint

#375055
1’s

Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order
Maximum
On Hand
Order

15-Nov
ORDER
(box)
1
1
1
1
1
0
1
0
1
1
1
1
1
1
1
0
1
1
1
1

(Continue the question on the next page.)
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2.1

On what date was the inventory completed?

2.2

What is the item number for Vitamin C Halls?

2.3

Which items are showing “0” On Hand?

►Level 2
Inventory sheets can become a bit more complicated when money is involved.
The table on the following page shows the physical ticket count for various
scratch and win game tickets. It tracks the number of tickets stored in the
cupboard, the number in the insert (counter display case), whether tickets
have been added or removed from the cupboard or insert display case, and
the final count of tickets at the end of the day.

(Continue the question on the next page.)
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Use the table to answer the questions that follow.

RETAIL

2.4

What is the closing count in the cupboard for the $2.00 ticket?

2.5

In which ticket value is the total not 0 (zero) for tickets added?

2.6

What is the total closing count for $20.00 tickets?
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►Level 3
2.7

8 of 10

Use the information in the picture to create an inventory sheet that you
can use to count, track and order your inventory. Once you have your
sheet designed, complete an inventory of casino logo apparel along
with the order amounts. Keep in mind that the minimum stock level
for all apparel items is 20 in each option. For example, there should
always be 20 black caps and 20 white caps.

RETAIL

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

When exchanging the $20US bill, you need to:
−−
−−
−−
−−

1.2

Verify cash with pen
Rate checked daily
Rate on par with chartered banks
Suspect bill - call M/R #2727

For cash handling, you need to show the trainee:
−−
−−
−−
−−
−−
−−
−−

Proper layout of cash & coin
50s in rows of 4
How to check bills/ what to look for
Verifier for payouts over $1000
No hand to hand transactions
Put money away when guest leaves
Dusting off

1.3

The customer needs to date the traveler’s cheque.

1.4

Your checklist should have the same entries as the one below.
PROCEDURES:

649
Knowledge of different games

Check when done

Scanning selection slips/quick picks
Knowledge of lotto screen
Cancellations
Activations
Validations—all tickets go back to guest
Prize claim & adjustment forms
Today’s sales report
Sign on/off
Change paper
Hot Line 555-9432
How to re-print winning numbers and Pro-line
RETAIL
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2.1

November 15

2.2

#327254

2.3

Vitamin C Halls, Breath Saver Spear, and Twizzlers

2.4

350

2.5

$4.00

2.6

102

2.7

Your inventory and order sheet should contain the same information
as the one below.
Date

Item (category) Description

Ball caps
Key chains
Wallets
Scarves
Toques
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White
Black
Mens
Womens
Striped
Black
Striped

Par level Actual level

20
20
20
20
20
20
20
20

14
10
8
12
18
8
4
6

Order
amount

6
10
12
8
2
12
16
14

RETAIL
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Security

?

Introduction

T

his section deals with the Document Use skills that Security employees
need to know. Employees working in this area are responsible for
safeguarding guests and property, maintaining order, and ensuring
compliance of policies and procedures designed to protect the assets of the
casino. They need to be able to use the proper documents to verify and log
information, as well as track and report incidents that happen in the casino.
These skills are important for people working in Security because they facilitate
accurate recording of information and protection from liability or loss to the
casino.
In this section, you will practice how to:
−− Verify and review security documents
−− Use security reports
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

SECURITY
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Task 1: Verify and Review Security Documents
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using Forms

►Level 1
As a member of the security team, you are responsible for using security
documents as well as knowing what other employees in the casino are required
to enter/review in their work documents. While it may be an electronic gaming
employee who accepts gift certificates, it is also your responsibility to read the
vouchers to ensure that they are authentic.
Look at the gift certificate below and use it to answer the questions that
follow.
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1.1

What is the value of the gift certificate?

1.2

What is the gift certificate number?

1.3

What is still required on the gift certificate for it to be valid?

SECURITY

►Level 2
Guests are required to provide identification when requested by Security.
This is usually done when they enter the casino. Security is concerned with
the age of the guest, as well as with the guest’s history at the casino (such as
behavioural issues or enrolment in a responsible gaming program). Look at
the guest ID. Use it to answer the questions that follow.

1.4

What is the guest’s date of birth?

1.5

It is March 3, 2011. Guests have to be 19 years of age to enter your
casino. Look at the list of guests below and decide who should be
allowed to enter. Circle any guest who would not be allowed to enter.

Work Form

SECURITY

Last Name

First Name

Date of birth

Peters

Mona

1956/02/02

Peterson

Mike

1985/07/19

Petras

Victor

1961/10/28

Pilawski

Abe

1993/12/12

Prefontaine

Cheryl

1974/05/21

Proulx

David

1980/09/30

Publow

Lana

1992/01/20

Purcell

John

1960/05/23

Putt

Liam

1992/04/14
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1.6

Make a checklist that you can use to ensure you are accurately and
consistently reviewing guest IDs. Consider the different types of ID
that guests can present, including passports, local and out-of-province
driver’s licences, and health cards. Consider what information you
need if a guest does not have photo ID.

Task 2: Use Security Reports
Performing this task involves the following types of Document Use:
−− Using forms

►Level 2
Working in security means you will also need to read and complete forms
such as reports. Look at the sample security report shown on the next page
and use it to answer the questions that follow.

(Continue the question on the next page.)
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(Continue the question on the next page.)
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2.1

What was the date and time when the incident occurred?

2.2

How many subjects were involved in the incident?

2.3

List the name of each subject and his/her status in the incident.

2.4

What key information about the subjects is missing in the report?

Large cash transactions (LCTs) and suspicious cash transactions (SCTs) are
common in casinos. As a security employee, you need to be able to read and
review the reports connected with LCTs and SCTs.
2.5

A customer approached the bank to exchange a $15,000.00US cheque
issued by Win-A-Lot Casino. It is 6:30 p.m. and bank employee
Cybil Smith (#223) has just started her September 2nd evening shift
as Casino Bank Cashier. The guest presents her ID and the bank
employee completes the Large Cash Transaction Report (LCTR).
Review the LCTR on the following page to ensure it is correct. Circle
any mistakes or missing information that you notice.
(Continue the question on the next page.)
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LARGE CASH TRANSACTION REPORT (LCTR)
PART A:

CONFIDENTIAL when complete

Background Information
Date (Y/M/D):

CRC

MSSC

Prepared by:

Employee #:

Department:

Location:

223

10/09/02

Position:

Casino Bank Cashier
PART B:

Transaction Details

Time
1

Buy-In

Disbursement

Balance

Code *

Emp #

Area/Pit /
Machine #

A * Jackpot/Win
B*

Buy-In

2

C*

Cash-Out

3

D*

Cumulative

4

E*

Currency Exchange

6:30

B

223

5

Transaction Type
6

Cash

TITO

7

Chips/specify if used on buy-ins
8

Cheque #
Totals

PART C:

$

$15,000.00

345

Emp # - Dealer, Cashier or Attendant.

Conductor Information

First Name:

Jane
Address:

1201- 123 Main St
Date of Birth:

Middle Name /Initials:

Last Name:

Public

Quincy
City/Town:

Prov/ State:

MB

Postal Code:

Country:

Z0Z 0Z0

Notre-Dame-de-Lourdes
Phone # :
Occupation (detailed):

Canada

1964/08/08
Identification type:

Driver’s License/ Document ID # :

Manitoba

123456789

Driver’s License

Province / State where ID was issued:

Surveillance Notification on $10,000.00
Passport (Country)

LCT # ( if previously identified):
Yes

No

Other –Type:
$

SECURITY
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Security often uses checklists when doing inspections of different areas of the
casino. Here is an example of a checklist used to inspect the Table Games area.
Look at the checklist below. Use it to answer the questions that follow.
Areas to be checked – Daily

Checked by (initial) and date
Mon.

Tues.

Wed.

Chip trays secured

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Tip boxes in place

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Card rack seal is in place

FR June 3, 2010

Confirm drop box correct for table

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Check centre indicator for balance

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Check wheel (X) with large level

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Test wheel for smooth spin

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

GENERAL

FR June 5, 2010

ROULETTE WHEEL(s)

TABLE(s) :
Checks include searching for foreign substances, stray cards and any suspicious devices.
Ev. = After pull before cleaning
Ev.
AM
Ev.
AM
Ev.
AM = After cleaning before opening
Check under-side table – players
FR
HG
AW
FR
AW
Check under-side table – dealers

FR

HG

AW

Check floor areas under tables

FR

HG

AW

FR

AM
FR

AW

FR

AW

FR

SHOE

8 of 10

Ensure card stop bar is in place

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

Ensure shoe is secured to table

FR June 3, 2010

HG June 4, 2010

FR June 5, 2010

2.6

What do the security employees need to check for on the floor areas
under the tables?

2.7

What steps were not “checked by,” according to the report?

2.8

Who would likely be responsible for missing the “checked by” initials
on Tuesday?

SECURITY

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

$50.00

1.2

C2741H

1.3

The date and an authorizing signature

1.4

08/08/1984

1.5

The following people would not be allowed to enter:
Work Form

1.6

Last Name

First Name

Date of birth

Peters

Mona

1956/02/02

Peterson

Mike

1985/07/19

Petras

Victor

1961/10/28

Pilawski

Abe

1993/12/12

Prefontaine

Cheryl

1974/05/21

Proulx

David

1980/09/30

Publow

Lana

1992/01/20

Purcell

John

1960/05/23

Putt

Liam

1992/04/14

Your checklist should include the following:
Type of ID – make sure it is valid, government-issued photo ID
Date of birth
Full name
Issue date of ID
Expiry date of ID

SECURITY
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2.1

November 17, 2008, at 18:15

2.2

3

2.3

John - suspect
Amy - witness
Eric - other

2.4

The age or date of birth of the subjects

2.5

The following four items should be circled, they are corrected in the
LCTR below.

LARGE CASH TRANSACTION REPORT (LCTR)
PART A:

Background Information

CRC
Position:

MSSC

Date (Y/M/D):

Time

Transaction Details
Buy-In

Prepared by:

Employee #:

Department:

Location:

223

10/09/02

Casino Bank Cashier

PART B:

CONFIDENTIAL when complete

Disbursement

Balance

Code *

Emp #

A * Jackpot/Win

Area/Pit /
Machine #

B*

Buy-In

2

C*

Cash-Out

3

D*

Cumulative

4

E*

Currency Exchange

1

B

18:30

223

5

Transaction Type

6

Cash

7

TITO

Chips/specify if used on buy-ins

8

$

Totals

PART C:

First Name:

Cheque #
Emp # - Dealer, Cashier or Attendant.

$15,000.00

Conductor Information

Jane

Middle Name /Initials:

Last Name:

Public

Quincy

Address:

City/Town:

Date of Birth:

Z0Z
MB
Notre-Dame-de-Lourdes
Phone # :
Occupation (detailed):

1201- 123 Main St

345

Prov/ State:

Postal Code:

Country:

0Z0

Canada

1964/08/08
Identification type:

Driver’s License/ Document ID # :

Driver’s License
Passport (Country)
Other –Type:

Surveillance Notification on $10,000.00
Yes

Enhanced ID

Province / State where ID was issued:

Manitoba

123456789
No

LCT # ( if previously identified):

$

2.6

Foreign substances, stray cards and any suspicious devices

2.7

Card rack seal is in place
Check under-side table – dealers

2.8
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HG for the card rack seal and FR for the check under-side table
SECURITY

Slots/Electronic
Gaming/Bingo

WINNER!

Slots/Electronic
Gaming/Bingo

Job Family Section

Introduction

T

his section deals with the Document Use skills that Slots/Electronic
Gaming/Bingo employees need to know. Employees working in this area
provide assistance to customers, pay out jackpots, provide information
on how to play the slot machines and exchange currency. They need to be able
to use the proper documents to verify and log information, as well as track and
report incidents that happen in the casino.
These skills are important for people working in Slots/Electronic Gaming/Bingo
to provide accurate and quick service to the customers.
In this section you will practice how to:
−− Read gift certificates, coupons and vouchers
−− Complete electronic gaming forms and reports
−− Read balance sheets and float receipts
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

Slots/Electronic Gaming/Bingo
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Task 1: Read Gift Certificates, Coupons and
Vouchers
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists

►Level 1
Casinos use gifts certificates, coupons and vouchers to encourage guests
to return to the casino and to bring additional guests with them. These
documents are printed with important information about how customers can
use the coupons or vouchers and when they expire.
Look at the gift certificate below. Use it to answer the questions that follow.
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1.1

What is the value of the gift certificate?

1.2

What is the gift certificate number?

Slots/Electronic Gaming/Bingo

1.3

What is still required on the gift certificate for it to be valid?

►Level 2
Vouchers that are redeemable for an equal value of gaming money spent are
more complex because they require both the guest and the electronic gaming
employee to read the fine details on the voucher.

Buy $15
Get $15
Redeemable for $15 in coins,
touchscreen credits, table game
chips or slot tokens with the purchase
at Our Casino of $15 in coins,
touchscreen credits, table games
chips or slot tokens.

Redeemable at Cashier Wickets,
Table Games or Slot Attendants

Valid on:

30 / 07 / 2010
DAY / MONTH / YEAR

(Continue the question on the next page.)

Slots/Electronic Gaming/Bingo
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Look at the voucher on the previous page. Use it to answer the questions.
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1.4

What is the value of the voucher?

1.5

How much does the guest need to spend in order to collect the value
of the voucher?

1.6

Who is permitted to redeem the voucher for the guest?

1.7

A guest presents this voucher to you. What do you give to the guest if
he is playing slots?

1.8

On July 31, 2010, a guest shows you her $15 coin that she purchased
from the bank. She would like to redeem the voucher, shown on the
previous page. What do you do?

Slots/Electronic Gaming/Bingo

Task 2: Complete Electronic Gaming Forms and
Reports
Performing this task involves the following types of Document Use:
−− Using forms

►Level 1
Look at the Slot Machine Entry Record. Electronic gaming employees need
to complete this form any time they need to open a machine.
Slot Machine Entry Record

Machine #

Reason for Opening Slot Machine
Door

Date

Time

Name & Emp #

11/14/09

17:45

Anita H. 321

12/30/09

13:23

Moli P. 4799

Bill acceptor jam

2/12/10

22:12

Ayery S. 2291

Ticket printer jam

Ticket printer jammed when
guest tried to cash out

2.1

At what time did the slot attendant open the machine on 11/14/09?

2.2

Who opened the slot machine on 12/30/09?

2.3

Why did Avery open the slot machine?

Slots/Electronic Gaming/Bingo
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►Level 2
Electronic gaming employees read a variety of reports. One type of report is
a Discrepancy Report (DR), which supervisors use.
Look at the report below. Use it to answer the questions that follow.

Sept

(Continue the question on the next page.)
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2.4

How many signatures are required on the form?

2.5

What was the amount or value of the discrepancy?

2.6

What is the validation code of the gaming machine?

2.7

It is 10:35 a.m. on December 2, 2010, and you are walking on the
electronic gaming floor during your shift when you notice machine
#34565 with credits left in it. The machine has 30 credits in it and it is
a $0.50-per-credit machine. Complete the discrepancy form.
DISCREPANCY REPORT

Date: ____________
			

Bank

			

Security

Department

Electronic Gaming

			

Food and Beverage

			

Customer Services

			

Other

				

Electronic bingo

				

Paper product

Type of Discrepancy

Electronic Gaming Device

				

TITO

				

Found Money

				

Other

Account Number:
Gaming Date:

		
DR applies to:

Slot Machine No.:
	Time:

	Total of DR:

		
Provide full explanation:
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________

Slots/Electronic Gaming/Bingo
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Task 3: Read Balance Sheets and Float
Receipts
Performing this task involves the following types of Document Use:
−− Using forms
−− Using tables

►Level 1
Electronic gaming employees constantly use money-related forms. These
forms include balance sheets, progressive balance sheets and float receipts.
As with all money-related forms, it is critical that you review all of the
information, especially the details about the money.
Look at the float receipt below. Use it to answer the questions on the following
page.

(Continue the question on the next page.)

8 of 11

Slots/Electronic Gaming/Bingo

3.1

What is the ID number of the float bag?

3.2

What does the first column in the table represent?

3.3

How many of each denomination did this employee receive?

3.4

What is the total value of the $5 bills in the float?

Slots/Electronic Gaming/Bingo
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.
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1.1

$50.00

1.2

C2741H

1.3

The date and an authorizing signature

1.4

$15

1.5

$15

1.6

Slot attendants, bank cashiers and table games attendants

1.7

$15 cash

1.8

Explain that the voucher has expired.

2.1

17:45

2.2

Moli P.

2.3

Ticket printer jam

2.4

2 or 3, depending on the nature of the discrepancy

2.5

$10

2.6

00-6740-6808-5555-0101

Slots/Electronic Gaming/Bingo

2.7 Notify the manager and complete the form as follows:
DISCREPANCY REPORT
December 2, 2010

Date:
		

Bank

		

Security

Department

Electronic Gaming

		

Food and Beverage

		

Customer Services

		

Other

			

Electronic bingo

			

Paper product

Type of Discrepancy

Electronic Gaming Device

			

Tito

			

Found Money

			

Other

Account Number:
Gaming Date:

		
DR applies to: Dec.

Slot Machine No.:

34565

2, 2010	Time: 10:35	Total of DR: $15.00

		
Provide full explanation:

Found credits in machine in the electronic gaming area, next to the
stairs that lead down_to the bingo area
_____________________________________________________________________________
Your name and emp#

						

Employee Name and Number						
Your manager’s name and emp#				

Your signature
Employee signature
Your manager’s signature

Manager Name and Number						Manager signature

3.1

46487

3.2

Currency (denomination)

3.3

200 of each, except for $50, which had 100

3.4

1,000.00

Slots/Electronic Gaming/Bingo
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Job Family Section

Table Games
Table Games

Introduction

T

his section deals with the Document Use skills that Table Games
employees need to know. Employees working in this area need to use
documents to keep track of a variety of information, including players,
games and equipment. They also need to be able to refer to documents that
explain the rules of play for games and important table games procedures.

These skills are important for people working in Table Games because detail and
accuracy in entering information about games and customers ensures that casinos
are adhering to gaming regulations and to casino security requirements.
In this section, you will practice how to:
−− Complete table games forms
−− Use documents to record player and game information
−− Read rules of play and procedures
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

Table Games
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Task 1: Complete Table Games Forms
Performing this task involves the following types of Document Use:
−− Using forms

►Level 1
Table Game employees use a variety of forms at work. A Closer Card is a
common form that Table Game employees use at the end of their shift when
they need to count chips.
Look at the Closer Card below and use it to answer the questions that
follow.

(Continue the questions on the next page.)
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1.1

What is the ID number of the table game employee?

1.2

How many $25 chips did the employee count at the end of the shift?

1.3

The employee counted 33 chips of which denomination?

1.4

At what time did the employee close the Blackjack table?

►Level 2
Large cash transaction reports (LCTR) and suspicious cash transaction reports
(SCTR) are common in casinos. Table Game employees, such as Inspectors
and Pit Managers, must be skilled in completing LCTRs and SCTRs.
Look at the blank LCTR on the following page and use it to answer the
questions that follow.

(Continue the question on the next page.)
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LARGE CASH TRANSACTION REPORT (LCTR)
PART A:

CONFIDENTIAL when complete

Background Information
Date (Y/M/D):

CRC

Prepared by:

Employee #:

Department:

Location:

MSSC

Position:

PART B:

Transaction Details

Time

Buy-In

Disbursement

Balance

Code *

Emp #

Area/Pit /
Machine #

A * Jackpot/Win

1

B*

Buy-In

2

C*

Cash-Out

3

D*

Cumulative

4

E*

Currency Exchange

5

Transaction Type

6

Cash

7

TITO

Chips/specify if used on buy-ins

8

Cheque #

$

Totals

PART C:

Emp # - Dealer, Cashier or Attendant.

Conductor Information

First Name:

Middle Name /Initials:

Last Name:

Address:

City/Town:

Prov/ State:

Date of Birth:

Phone # :

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

Postal Code:

Country:

Province / State where ID was issued:

Driver’s License
Surveillance Notification on $10,000.00
Passport (Country)

LCT # ( if previously identified):
Yes

No

Other –Type:
Description: to be used if transaction is below $10,000.00

Male

Female

___ Age (approx)

Other info:

PART D:

Third Party (Agent) – involved with this $10,000.00 transaction

First Name:

Middle Name /Initials:

Last Name:

Address:

City/Town:

Prov/ State:

Date of Birth:

Phone #

Occupation (detailed):

Identification type:

Driver’s License/ Document ID # :

Postal Code:

Country:

Province / State where ID was issued:

Driver’s License
Passport (Country)
Other - Type:

Association to Conductor in Part C:
LCT # ( if previously identified):
Family

Unknown

Friend

Other ___________

Other info:

Reviewed by ( Manager/ Supervisor)

Name / Employee #:

Date:

Corporate Security – USE ONLY

Sent to FINTRAC by:

Date:

1.5
LCTR -2009

In which part of the form does the Table Game employee enter his or
her name and employee number?
Original to be sent to Security Programs at the end of the gaming day – Carbon copy to be kept by the applicable department

(Continue the questions on the next page.)
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1.6

Which part of the form does the Table Game employee complete only
in cases where the transaction is over $10,000.00?

1.7

What type of identification is required from the guest?

1.8

While you need to be able to read a blank form, you will typically be
completing the form also.

A customer approaches the high stakes Blackjack table to exchange
a $15,000.00 casino issued cheque so that she can play. It is 18:30
and the Inspector (employee #223) has just started her September 2nd
evening shift. The guest presents her ID and the Inspector completes
the LCTR. Review the LCTR on the following page to ensure that it is
correct.

Circle any mistakes or missing information that you notice.

(Continue the question on the next page.)

TABLE GAMES
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SUSPICIOUS CASH TRANSACTION REPORT (SCTR)

1.9

You are an Inspector working the night shift on October 20, 2010.
A male guest approaches a high stakes Blackjack table in your pit
(table BJ14). You have never seen him before. He hands the Dealer a
stack of 30 x $100.00 bills. He would like the money exchanged for
black $100 chips to play. The time is 17:45. The Dealer completes the
transaction for him and he plays at the table for only 10 minutes, then
walks away.
Look at the SCTR on the following page and use it to answer the
question based on the information you have here.
(Continue the question on the next page.)
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SUSPICIOUS TRANSACTION REPORT (STR)

CONFIDENTIAL

PART A: Reporting Information
Date (Y/M/D)
CRC

Time of Incident:

Surveillance Notified:

MSSC
Yes

No

Part B: Transaction Information
1. Select type:
Completed Transaction
2.

Attempted Transaction

Declined the Transaction

Where did the incident occur:
Table Games

Cage

Electronic Gaming (Slots/BKV)

Specific location __________
3. Did this transaction involve: ( select applicable could be more than one)
Cash
4.

Chips

TITO Tickets

Coin

Other ___________ (explain)

Type of STR activity:
Refused to produce identification on a $10,000 or greater transaction
Appears to be avoiding the $10,000 reportable limit.
False drop - buy-in with limited or no play. (Tables or Slot Machines)
Request to Trade up smaller bills for larger bills
Request for a Casino issued cheque ( for money not won at the casino)
US currency related

Use of Third Party Agents

5. Use the following to document the transaction
Time
Buy-In
Disbursement Balance

*Code

Other (explain) _______________________

Emp #

Area/Pit

A

Jackpot/Win

B

Buy-In

C

Cash-Out

D

Cumulative

E

Foreign Currency Exchan
$3,000 CAD or over

Total:
PART C: Subject info.
Known patron - Provide name (s) _______________________________________________________________
Unidentified patron (Describe) -

Male

Female ___ (Age) approx, etc.

PART D: Explain why this is suspicious / provide any additional info.

Part E : This report was prepared by:
Employee Name:

Employee #:

Corporate Security use: Sent to FINTRAC Date:

TABLE GAMES

STR 2009

Print copies as required. Contact your local Surveillance Department when initiating this report.

Position:

Sent by:
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Task 2: Use Documents to Record Player and
Game Information
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using forms

►Level 1
During your shift as a Table Game employee you will need to record
information about the players and the game. The forms keep track of items
such as dice, cards, chips and other game pieces, as well as information about
players, such as suspicious behaviours or transactions.
Look at the Playing Cards Transfer Slip and use it to answer the questions
that follow.

(Continue the question on the next page.)
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TABLE GAMES

2.1

You are working in the pit that receives the cards. Where did they
come from?

2.2

In which pit is the table that receives the cards?

2.3

How many people need to sign a playing cards transfer slip?

2.4

What are the game and numbers for the table receiving the cards?

9 of 15

►Level 2
Keeping track of player information ensures that the gaming is fair and legal.
It also allows the casino to meet any reporting requirements about financial
transactions.
Below is a player tracking sheet that is used to keep track of large denomination
chips at the tables and in the player’s possession.
Each column represents a table. Listed are the opening counts of each large
denomination chip.
Y = yellow chips, valued at $1000 a piece
P = purple chips, valued at $500 a piece
B = black chips, valued at $100 a piece
The column below the opening count is a running total of the chips that have
come into or left the tray. A running total of large denomination chips is also
kept track of for each individual player.
At any point, the Inspector will know how many chips each player has and
how many are in the table tray by using this form.
Look at the Player Tracking Sheet and use it to answer the questions that
follow.

Player Tracking Sheet

(Continue the question on the next page.)
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2.5

How many players are being tracked at the table?

2.6

What is the total value of chips that each player has?

Task 3: Read Rules of Play and Procedures
Performing this task involves the following types of Document Use:
−− Using forms

►Level 2
The rules of the table games are contained in rules documents. While many
of the more complex games contain lengthy instructions that require Reading
skills, some of the documents also include forms and lists.
Look at the Rules of Play for the game Craps and use it to answer the questions
that follow.

RULES OF PLAY – CRAPS
Object of the Game
The objective of Craps is to predict the outcome of a roll of the dice. It
involves the shooter rolling the dice, and all of the players betting on
the numbers that will or won’t come up. Players place bets before the
shooter rolls the dice.
Game Overview
1. Craps is a game played with two dice.
2. Players take turns to shoot the dice; on a 7-out, the dice will be
offered to the next player in a clockwise direction from the previous
shooter.
3. A Craps table can accommodate up to 24 players.
4. The game is played on a table 14 feet long, with vertical sides.
5. Regular casino value chips are used.
6. One player, called the Shooter, rolls the two dice; all the players may
bet on the outcome of that and subsequent rolls.
7. Cash wagers will not be accepted. All currency tendered will be
exchanged by the dealer for value chips.
(Continue the question on the next page.)

TABLE GAMES

11 of 15

2.8

Who rolls the dice in craps?

2.9

How many dice are required for craps?

2.10 With what can players place bets?

2.11 When do the players place their bets?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

TABLE GAMES

1.1

Ajay Gill #4202

1.2

132

1.3

$0.50

1.4

03:15 a.m.

1.5

Part A

1.6

Part D

1.7

Driver’s licence

1.8

The following two items should be circled. They are corrected in the
LCTR below.

Passport

Other, such as Enhanced ID card
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1.9
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TABLE GAMES

2.1

Fill bank

2.2

No. 5

2.3

4

2.4

BJ 3, 4, 7

2.5

3

2.6

John has $500, Mark has $500 and Mary has $1500

2.7

27

2.8

The shooter

2.9

2

2.10 Value chips only
2.11 Before the shooter rolls the dice

TABLE GAMES
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Job Family Section

Uniforms

Uniforms

Introduction

T

his section deals with the Document Use skills that Uniforms employees
need to know. Employees working in this area are responsible for the
distribution, care, maintenance and fittings for all uniforms issued by the
casino to its employees. They need to be able to use the proper documents to
verify and log information.
These skills are important for people working in Uniforms because they need
to be able to track and identify clothing, assign and issue uniforms to staff, and
make any repairs or alterations as necessary.
In this section, you will practice how to:
−− Read garment care signs and uniform codes
−− Complete garment reports and uniform fitting forms
−− Use uniform department logs
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

Uniforms
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Task 1: Read Garment Care Signs and Uniform
Codes
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists

►Level 1
Working with uniforms requires organization and attention to detail.
Employees need to read garment care signs and labels on uniforms to ensure
that the uniforms are cared for properly and that they look their best. They
also need to read details in logs to organize uniforms, plan their work and
keep track of garments.
The first document is a Garment Care Sign. Review this document on the
following page and use it to answer the questions that follow.

(Continue the question on the next page.)
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1.1

You receive a uniform with the following label. What are the proper
laundering steps for this garment?

Uniform label
100% polyester

1.2

You receive a uniform with the following label. What are the proper
laundering steps for this garment?

Uniform label
100% cotton

1.3

You receive a uniform with the following label. What are the proper
laundering steps for this garment?

Uniform label
100% polyester
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►Level 2
Uniforms are generally tracked using a unique number or code that is
permanently stamped on each garment. Each casino will use its own unique
numbering system. The numbers are used in lists and in logs. For example,
when a set of uniforms is ready to be picked up by the cleaners, the uniform
employees need to enter the garment number into a docket list. When the
cleaners return the clean uniforms, the uniform employees can crosscheck
the docket list to ensure that all the uniforms were returned.
Look at the docket list below. Use it to answer the questions that follow.
Shipped to:

City Cleaners

Date:		May 23
Garment Number
FB122
FB144
FB188
FB121
K033
K055
K056
H332
H455
H492
H223
H122
V11
V09
V29
V12
Employee Number:		

411

Employee Name:		

Jenny Miles

1.4

The casino uses department codes on its uniforms. FB is the code for
Food and Beverage. How many Food and Beverage uniforms were
sent to the cleaners on May 23?

1.5

The cleaners returned the following items:
FB122, FB144, FB188, FB121, K033, K055, H332, H455, H492,
H223, H122, V09, V29, V12
Which items, if any, are missing?

Uniforms
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1.6

Your manager requires that docket lists be written in alphabetical
and numerical order. Re-write the docket list, organizing the docket
numbers alphabetically and numerically.

Task 2: Complete Garment Reports and Uniform
Fitting Forms
Performing this task involves the following types of Document Use:
−− Using forms
−− Using tables

►Level 1
Uniform employees use garment contracts to track the distribution of
uniforms to casino employees.
Look at the garment report on the following page. Use it to answer the
questions that follow.
(Continue the question on the next page.)
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Assigned Garment Report
Last Name

First Name

EmployeeID

Department

Cormier

David

3177p42

Slots

CASINO CITY

Gamimg

Slots

Slot Supervisor

Locker
Conveyor

MS-M
D

299
557

Organization
Type

Barcode
02055564
02055565
03005518
03053829
02070056
03074638
03074645
03074646
03061628
01090620
01090627
01082949
03106394
03108072
03114020

Uniforms

Division

Department

Location

Type
Blazer
Blazer
Pants Casino Male
Pants Casino Male
Shirt Grey Dress
Shirt Grey Dress
Shirt Grey Dress
Shirt Grey Dress
Ties
Ties
Ties
Ties
Belt
Ties
Pants

Position

Style
Black Single Breasted
Black Single Breasted
40
40
L/S
L/S
L/S
L/S
Black Square
Gold Square
Gold Square
Navy Square
Black Web
Burgundy Square
Casino Male

Job Title

Size
48L
48L
40
40
XL-L
XL-L
XL-L
XL-L
R
T
T
R
54”(Long)
T
40

Date
04-Aug-2010
04-Aug-2010
28-Jun-2006
28-Jun-2006
06-Mar-2010
03-Mar-2010
20-Feb-2010
05-Mar-2010
09-Aug-2010
02-Feb-2007
02-Feb-2007
06-0et-2008
07-Dec-2009
16-Aug-2010
19-Aug-2010
Total:

Cost
$127.25
$127.25
$19.20
$19.20
$22.75
$22.75
$22.75
$22.75
$14.00
$14.00
$14.00
$14.00
$2.40
$14.00
$26.05
$482.35

2.1

What are the barcodes for the blazers issued to David by the uniforms
employee?

2.2

What size of belt did David receive?

2.3

If a tie needs to be replaced, what is the cost of the tie?
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►Level 2
Uniform employees help to make sure that all employees get the right items of
clothing and that they fit properly. Specific information needs to be recorded
so that employees get the proper uniforms. Look at the Uniform Fitting Form
below. Use it to answer the questions.

2.4

What is the employee’s pant leg length?

2.5

The uniforms are usually stored on racks or a conveyor belt, according
to department and ID number. Where would you find this employee’s
uniform?

2.6

A Valet Driver, David McBain (employee #213), requires a new
uniform. He has a 36” waist and requires a large shirt. His inseam is
34”. Complete the Uniform Fitting Form on the following page.

(Continue the question on the next page.)
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Some employees who work in uniforms may be responsible for placing
uniform orders. Look at the Uniforms Order Form below. Use it to
answer the questions that follow.

UNIFORMS ORDER FORM
Requestor: Alicia					
Site Location: CRC						
ITEM
1
2
3
4
5
6
7
8

DESCRIPTION
Shirt A/B
Single Breasted Blazer
Casino Fleece
3 in 1 Jacket (Valet)
Coverall
Grey Dress Shirt US
Casino Male Pants
Grey Dress Pants

SIZE
3XL-L
40R
L
XL
3XL
L-XL
40
50

Date Ordered: June 24,2010
Date Requirement: ASAP
COLOR
Putty Aviator
Black
Black
Black
Black
Grey
Black
Grey

QUANTITY
4
2
1
1
4
4
6
4

9

Uniforms

(Continue the question on the next page.)
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2.7

How many pairs of pants should the uniforms employee receive when
the order arrives?

2.8

The uniform company calls and is having a hard time reading the size
for the blazer. What size is required?

2.9

Add the following Uniform Fitting Form information to the Uniform
Order Form on the previous page to the order as Item #9.

Requires Casino grey dress shirt
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Task 3: Use Uniform Department Logs
Performing this task involves the following types of Document Use:
−− Using forms
−− Using tables

►Level 2
Uniform employees need to keep track of garments. They may need to do
this for a variety of reasons, including:
−− garments that have been sent to the cleaners
−− garments that staff have signed out
−− garments that need repair
−− garments that are no longer wearable
Uniform employees use logs to track the movement of garments. Look at the
log below and use it as a guide to answer the questions that follow.

3.1

A bartender spilled red wine on his medium, white shirt. The cleaners
were unable to remove the stain. Use the garment log information on
the following page to complete the Discarded Garment Log for the
shirt, dating it September 3, 2010.

(Continue the question on the next page.)
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Item Barcode		
322955		
Date

Barcode

Style/size

Description			
White bar shirt M		
# of washes or months

Date first assigned
March 2, 2009
Reason

Initial
(employee #)

Here is a sample of another log that uniform employees may use. This log shows
the activities of the uniform team on a specific date. The manager uses the
information from this log to track hours and activities, and to generate reports.
Look at the shift log and use it to answer the questions that follow.

(Continue the question on the next page.)
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3.2

How many employees worked on June 3?

3.3

How many Food and Beverage (F&B) garments were received back
from the cleaners?

3.4

How many laundry cleaning companies does this casino use?

3.5

Which batch numbers did the uniform staff receive from the
cleaners?
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C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Machine wash cold, normal, only non-chlorine bleach, tumble dry
low, low iron

1.2

Machine wash warm, normal, tumble dry medium, any bleach when
needed

1.3

Dry clean only

1.4

4

1.5

K056 and V11

1.6
Shipped to:

City Cleaners

Date:		

May 23

Garment Number
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FB121
FB122
FB144
FB188
H122
H223
H332
H455
H492
K033
K055
K056
V09
V11
V12
V29

Employee Number:		

411

Employee Name:		

Jenny Miles

Uniforms

2.1

02055564 and 02055565

2.2

54” long

2.3

$14.00

2.4

36”

2.5

Conveyor belt B, Bank Department, ID # 42513

2.6

2.7

10 – 6 casino male pants and 4 grey dress pants

2.8

40R

2.9
ITEM
9

Uniforms

DESCRIPTION
Casino dress shirt

SIZE

COLOR

M

Grey

QUANTITY
1

15 of 16

3.1

16 of 16

Date

Barcode

Style/size

# of washes or
months

Reason

Sept 3/10

322955

White bar shirt M

18 months

Non-removable stain

3.2

4

3.3

91

3.4

2 – CS and DW

3.5

6505 and 6504

Initial (employee
#)

Uniforms
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Warehouse

Introduction

T

his section deals with the Document Use skills that Warehouse employees
need to know. Employees working in this area are responsible for shipping,
receiving, storage, order processing and monitoring of inventory levels
of all goods belonging to the casino. They need to be able to use the proper
documents to verify and log information, track items, and fill orders.

These skills are important for people working in Warehouse because they
facilitate accurate counting of casino assets and quick filling of orders.
In this section, you will practice how to:
−− Use packing and shipping documents
−− Use warehouse logs
Now it’s your turn. Try these activities to practice the Document Use tasks
you may need to perform in your job. See Check My Answers at the end of the
section for the correct answers.
If you have trouble with any of these activities, review the Foundation Section:
Document Use.

WAREHOUSE
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Task 1: Use Packing and Shipping Documents
Performing this task involves the following types of Document Use:
−− Using signs, labels and lists
−− Using forms

►Level 1
Working in the warehouse means that you need to review many hundreds of
shipping labels every week. The more accurately you read the labels, the less
likely you will make mistakes in your work. Remember, the people writing
the labels are not always clear about what should be on the label.
1.1

Look at the shipping labels on the following page. Match the label and
its accompanying package to the correct department.

(Continue the question on the next page.)

2 of 11

WAREHOUSE

Department

Shipping Label

HR

Food and Beverage

Security

Entertainment/Customer
Service

Bingo

WAREHOUSE

3 of 11

In addition to reading the labels on packages, you will also need to read
invoices and packing slips that are attached to the outside of packages. The
slips or invoices contain more detailed information than the shipping labels do;
they contain important information about what the package contains, the costs
associated with the contents and instructions on what payment is required.
Look at the invoice below and use it to answer the questions that follow.
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1.2

What is the date of the invoice?

1.3

What is the total of the invoice?

1.4

What is the order number?

1.5

What products are listed on the invoice?

WAREHOUSE

Look at the packing slip and use it to answer the questions that follow.
<<Elizabeth – please make the changes to the form. I sent the original>>

WAREHOUSE

1.6

What is the order number on the packing slip?

1.7

How many of Product C6657A were shipped?

1.8

How many “4 mm tape cart. HP DDS-4 certif.” are on back order?
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►Level 2
When warehouse employees are requisitioned to transfer materials internally,
meaning within the casino, they also need to complete documentation.
Materials Transfer Documents ensure that all products or goods that leave
the warehouse are traceable. It also means the employees who complete the
documents are accountable.
Look at the Materials Transfer Document below and use it to answer the
questions that follows.

1.9

What is the total quantity of pieces received?

1.10 How many copies of the Materials Transfer Document are required?

1.11 What would appear on the next Materials Transfer Document between
Betty and Myra?
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Task 2: Use Warehouse Logs
Performing this task involves the following types of Document Use:
−− Using tables

►Level 1
Warehouse employees use Shipping Manifests to keep a record or log of the
shipments that come and go from the warehouse. A manifest simply means a
list. Look at the Shipping Manifest below and use it to answer the question
that follows.

2.1

WAREHOUSE

How many units in total did Barry receive?
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2.2

You are in the warehouse and an order arrives from Barnie’s Barstools.
Look at the packing slip below and then log the shipment in the
manifest that follows.

Log the shipment in the manifest below.

Invoice
Number

8 of 11

Customer
Name

Delivery
Address

# of
units
rec’d

Pre-paid

Casino
Initials

Collect

Customer
Signature

WAREHOUSE

►Level 2

.

Another type of log that Warehouse employees use is for shipments and
returns. Whether a courier or Canada Post does the returns, employees need
to track them. Look at the Xpress Post Shipments and Returns below. Use it
to answer the questions that follow.

2.3

Compare the following labels to the log. Circle any mistakes that you
notice in the log.

Return #1 – Shipped August 16, 2009
SHIP TO:
QuickMart Foods
Ret # 29337
123 – 3rd St.
City, PR R4R 5T6

SHIP FROM:
CasinoVilla
777 – 1st Ave
City, PR R5T 3W3

Return #2 – Shipped August 17, 2009
SHIP TO:
Grab ‘n Go
Ret # 53197
789 – 12th St.
City, PR T4T 5W5

SHIP FROM:
CasinoVilla
777 – 1st Ave
City, PR R5T 3W3

Return #3 – Shipped August 17, 2009
SHIP TO:
Joe’s Market
Ret # 21134
123 – 2nd St.
City, PR R4R 5T6

WAREHOUSE

SHIP FROM:
CasinoVilla
777 – 1st Ave
City, PR R5T 3W3

9 of 11

C

ompare your answers with the answers below. If you have gotten less
than half of the answers correct, review the material in the related
Foundations sections and try the activities again.

1.1

Department

Shipping Label

HR

Food and Beverage

Security

Entertainment/Customer
Service

Bingo
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1.2

April 27, 2005

1.3

Credit of $598.25

1.4

AR000070234

1.5

Winners Circle (Breakopen tickets)
Royal Flush (Breakopen tickets)

1.6

448606-00

1.7

2

1.8

80

1.9

23

1.10 4
1.11 The remaining 2 boxes of 2” binders
2.1

4

2.2
Invoice
Number

Customer
Name

Delivery Address

211-40

Lucky
Casino

333 Holland
avenue
2.3

WAREHOUSE

# of units
rec’d

35

Pre-paid

Yes

Casino
Initials

Collect

Customer
Signature

no

The following should be circled
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