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Reading in your World
The busy Casino environment is in constant change. A huge amount of 
information is transmitted every hour at all levels throughout the property to 
keep everything running smoothly. Whatever your job, reading will be part of 
it.

Information can come to you in many forms:
Instructional manuals  −
Policies and Procedures −
Memos, messages and emails −
Bulletins and reminders posted on walls or bulletin boards −
Hand-written notes and logs −

When the information reaches you, you must be prepared to read, understand 
and respond quickly and appropriately.

In the following manual you will learn how to:
Scan quickly to find the information you want −
Skim quickly to choose what you need to read −

Improve comprehension −
Build your reading skills −

Read bulletins, memos, email and postings −
Read manuals and handbooks −

 −
These skills not only save time, they help us to focus.

H ow to Use This Manual
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Organization
The workbook is organized into two main sections to be as user-friendly as 
possible.

1. Foundations 
This is a review of Reading functions related to general Gaming occupations 
and is organized by Reading strategies.  Topics include:

Scanning for Information −
Building your Vocabulary −
Reading to Remember −
Reading Memos, Emails, and Bulletins −
Reading Casino Manuals, Handbooks and Procedure −

Each Foundation section is organized as follows:

Title Eg. Scanning for Information

Teaching Tips: 
Provide tips to help trainers conduct training on the skills in the section.  −
These are included  in many, but not all, of the Foundations sections.

Introduction: 
Lists the skills to be covered in this section and the job families that  −
most commonly use these skills.

Skill 1: Eg. Scan to Find the Information you Need
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. −

Scanning for information4 of 25

Scanning an Alphabetically-Ordered 
List

Nowadays, we use computer and Internet tools to find information simply by 
typing the key words. The computer does the work for us! However, good 
readers still need these navigational skills to find the information they want:

Searching by alphabetical order −
Determining key words −
Scanning −

When we scan an alphabetically-ordered list, our eyes move down the list until 
we find the first letter of our key word. Then we scan more slowly to find the 
word itself.

Key Words
When we search for information on the Internet or in our local system, we type 
the key words into boxes and the computer does the searching for us.

Skill 1: 

SOMETHING TO CONSIDER

How to scan:
Don’t try to read every word. instead, let your eyes move quickly down the  −
page until you find what you are looking for.
Use clues on the page, such as headings and titles, to help you. Some  −
documents use colour to help you go directly to the pages you want.
many texts use alphabetical order. think of everyday reading materials, such  −
as the phone book and indices to books and catalogues.
in a dictionary or phone book, use the ‘header’ words to help you scan. You  −
can find these in bold type at the top of each page.

1

Foundation Section

Scanning for  
Information

Scanning for  
Information
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Most of the reading we do is selective. We “navigate” documents 
by finding the sections that interest us and answer our questions.  
Navigating a document is like looking up a name in a phone book. 

We don’t start to read the phonebook from page one! We make use of the 
organization of the document (in this case, alphabetical order) to allow us to 
scan most of the entries and focus on the one name and number that we need. 

Imagine you are trying to find a face in a crowd or one 
particular photo in an album. Your eyes scan quickly 
back and forth over the faces, but you don’t focus on 
any of them except the one you are looking for. When 
we are reading a newspaper or magazine, we do the 
same. Our eyes move quickly down the page, picking 
out the headlines and the specific words that interest us. In this section, you will 
learn how to scan reading material to decide what parts of it are important to 
you.

Scanning means rapidly looking through a lot of text to find the specific 
information you are looking for. Scanning is very useful for finding a name, 
date or fact without taking time to read every word. You probably already use 
scanning every day. When you look up a recipe in the index of a cookbook, 
search for an electrician in the yellow pages or find an office number in a 
building directory, you are using this skill. 

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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2. Job Family

The Job Family sections are practice questions organized according to specific 
Gaming/Casino job families. For example, learners who need to develop Reading 
skills specific to Food and Beverages will find relevant reading exercises in the 
“Food and Beverages” section. Assign the job family sections according to the 
learner’s type of job. 

Each Job Family section is organized as follows:

Title: Eg. Food and Beverage

Introduction:
Describes the reading tasks covered and when they are commonly  −
used.

Task 1: Eg. Read Memos and Email  
Lists the reading skills required to perform this task. Gives 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: Etc.

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

Special Features For Facilitators
1. Something to Consider—these are notes at the beginning of some 

Job Family sections that point out practical ways learners can improve 
their Reading skills. 

2. Teaching Tips—These tips are found at the end of some Foundations 
sections. Teaching Tips suggest techniques for teaching the material 
and additional information related to the concepts. If you are a new 
facilitator or new to teaching Reading, you may find these tips 
especially useful.
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Teaching Tip 1
It is worthwhile to spend time walking through the organization of the manuals 
and other larger documents that your learners will be using. Many weak readers 
are frustrated because they do not know how to navigate large documents to 
extract only the information they need. 

Wherever possible apply the exercises and activities to reading material that is 
actually used by the employees in your section. 

Time your learners on the exercises. If they are slow to find information, they 
may need extra practice in searching by alphabetical order and scanning without 
reading every word. 

Teaching Tip 2
If you observe that learners are uncertain or slow in finding alphabetical cues, 
try some different activities to practice the skill. See section on Alphabetically-
Ordered Lists. 

Practice with any alphabetically-ordered listings that you have on hand: 
employee lists, department names, office directories. Have a group line up in 
alphabetical order according to their first names or surnames.

Have learners put words into alphabetical order and note what strategies they 
use. Do they have to recite the alphabet in order to find the right area in the 
document? Are they able to alphabetize words like these that start with the same 
letter?

Supervisor  Security  Safety  Superstore  Sanitation  Surveillance

Teaching Tip 3 
Remind learners not to worry if they don’t get all of the information on the 
page. You are only interested in finding the 3 pieces of information indicated.

Teaching Tips

1

2

3
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Reading Lists, Labels and Forms 
Performing this task involves the following types of Reading:

Reading an equipment list  −
Reading duties list   −
Reading product labels  −
Filling out a complex form −

Level 1  ►
1.1 Check Off Duties on a Checklist

Servers on night shifts at the casino have special duties. They sign a 
work order when they go off duty. The work order lists all of the things 
they must remember to do before they leave.

Read the work orders below and check off the duties that are the same 
as your duties at the casino. 

Task 1: 

 

Dining Room Server/Hostess Night Duties 
Date: 

Polish and roll enough cutlery to refill bins  
Make sure all chairs and tables are organized and 
placed neatly  

Empty coffee urn  
Empty coffee pots and rinse out  

Monday:  Empty all salt shakers and wash, then 
leave hanging upside down to dry  

Tuesday:  Empty all pepper shakers and wash, 
then leave hanging upside down to dry  

Wednesday:  Empty all sugar bowls and wash, then 
leave them upside down to dry  

Refill salt shakers  
Refill sugar bowls  
Clear and wipe down all the tables in the lounge  

Signature: 

Supervisor’s Signature: 

 

 

Beverage Server Night Duties 
Date: 

Wipe down bar and counter tops  
Sweep and mop behind bar  
Make sure all surfaces are clean  
Make sure rail is washed out  
Make sure points are done and a rec sheet filled out  
Melt ice in bins and wash out  
Plastic wrap ice bins  
Make sure all dirty glasses are washed  
Clean out garnish tray and put away  
Wash and plastic wrap juice and pop guns  
Clean dish washer  
Restock any glassware  
Change garbage  
Sweep and mop floor  
Put away broom and mop  
Take any plates, cutlery and lids to dish pit  

Make down bottles are put away properly  

Signature: 

Supervisor’s Signature: 

 

Job Family Section

Food and Beverage 
Service

Food and 
Beverage
Service  

Food and Beverage Service24 of 27

2.1 

 a) Bob Surry, the Shift Superintendent

b) The Lounge is going to be renovated

c) June 21 at 7:15

d) Changes

e) Offering your opinions and help with making decisions

f) Anything that is worrying you, or doesn’t seem right

2.2 Answers will vary. Keep an eye on the postings in your area and in the 
staff lunch room. Learn to recognize the format of different messages 
so that you won’t miss news about changes, opportunities and social 
events in the casino.

2.3 

 a) July 10
b) Becoming a Good Team Player
c) Yes
d) One day
e) Human Resources

2.4 You might have predicted that the email would contain the following:
Information about times and location of training −
Details about the training topics −
Name of Facilitator −

2.5 Items requiring follow-up:

Cash variance has to be found −
Print out of Banquet Room audit to be given to Beatrice −
Sandra’s evaluation completed −

2.6 Re-read the email to get the details and then answer these questions:
Lounge will be renovated. −
Closure will affect staff hours and where they work. −
Racetrackers and Super Snack will serve drinks. −
No, but casual staff may have fewer hours. −
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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:

Who are your learners, what do they need to learn and what do 1. 
they need to be able to do on the job as a result of the training?
What will your training be about?2. 
What, if anything, should learners know or have the ability to do 3. 
in order to participate successfully in the training?
How will you deliver the training (e.g. in a classroom to a group, 4. 
one on one, etc.)?
What strategies and activities will you use to deliver the 5. 
training?
How long will each part of the training take and in what order 6. 
should these parts occur?
What materials will you need to deliver the training?7. 
When and where will the training happen?8. 
How will you know if the training “worked”?9. 

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 procedure-
based skills can be covered more quickly. 

Facilitator’s Guide

FaCiliTaTOR’s GuiDe
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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. 

FaCiliTaTOR’s GuiDe
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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 workplace 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 Reading Skills 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.

Skimming and Scanning 
Time Estimate: 2-6 hours 

Scanning for Information −
Building your Vocabulary −
Reading to Remember −
Reading Memos, Emails, and Bulletins −
Reading Casino Manuals, Handbooks and Procedure −

Improve Your Reading Vocabulary
Time Estimate: 3 hours

Additional time may be needed to improve the learners use of dictionary  −
and thesaurus.
Emphasizes the importance of context. −

FaCiliTaTOR’s GuiDe
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Read Memos and Email 
Time Estimate: 2 hours 

Not all employees handle email but many of the skills are the same for  −
reading memos and bulletins.
Skimming and scanning will be used to determine which messages are  −
relevant.
Identify the purpose of the message and the action requested. −

Follow Instructions 
Time Estimate: 5 hours 

Required in all jobs and for many applications such as reading equipment  −
handbooks, procedures manuals, instructions on forms, and safety 
requirements.
May include new vocabulary and terms. −
Will require the use of both formal and informal language. −

Read and Interpret Manuals
Time Estimate: 5 hours

Clear understanding of the importance of procedures. −
Familiarity with formal English −
Learners will be asked to paraphrase, demonstrate and give examples to  −
clarify what they read.

The total estimated time needed to do a thorough review of the Reading 
Foundation materials is 17-21 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. 

FaCiliTaTOR’s GuiDe
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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?

Training Plan Worksheet

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.

FaCiliTaTOR’s GuiDe
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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
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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? 

FaCiliTaTOR’s GuiDe
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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. Create a need.  Ask: how will this information benefit you? 
2. 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. Think about your audience 
2. Be certain of your objective 
3. Review your Facilitator Guide and note interactive sections 
4. Anticipate how you will handle distractions 
5. Personalize your opening and closing 
6. Memorize opening 
7. Do a practice run with the technical equipment (Smartboard, infocus machine, laptop) 
8. Set up classroom and materials the night before 
9. Arrive at least 1 hr early, set up and double check everything, then relax half an hour before 
10. PRACTICE, PRACTICE, PRACTICE 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

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

2. Tone 
 Change volume, speed & tempo 
 Strive for variety 
 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. jingling change, 

pacing back and forth 
 Maintain a comfortable distance from the 

learners 

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. 

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. 

10 Tips to Prepare 
1. Think about your audience. 
2. Be certain of your objective. 
3. Personalize your opening and closing. 
4. Review your Facilitator’s Guide and note interactive 

sections. 
5. Check everything. 
6. Set up classroom and materials the night before.  
7. Do a practice run with the infocus machine and laptop. 
8. Memorize your opening. 
9. Arrive at least 1 hour early, set up and double check 

everything, then relax half an hour before. 
10. PRACTICE, PRACTICE, PRACTICE! 

Remember When Interacting… 
 Ask and answer questions clearly. 
 Listen attentively. 
 Observe participants’ behaviour & act 

accordingly. 

 



 

 
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. 

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

 Leave plenty of white space. 

 Use printing, rather than 
handwriting. 

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. 

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

 Ask for an example. 

 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.   

 

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. 

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. 
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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.

Show it.Read it.
Do it.

See it. Do it.

3
The Buddy Training System

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.

4
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	ob-
serving	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
Read it.

1
Introduce	the	task	to	the	
Rookie	and	explain	why	it	
is	important	to	complete	
the task.

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.

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.

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.

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.

Not All Tasks Are Observable
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Teaching Tip 1
It is worthwhile to spend time walking through the organization of the manuals 
and other larger documents that your learners will be using. Many weak readers 
are frustrated because they do not know how to navigate large documents to 
extract only the information they need. 

Wherever possible apply the exercises and activities to reading material that is 
actually used by the employees in your section. 

Time your learners on the exercises. If they are slow to find information, they 
may need extra practice in searching by alphabetical order and scanning without 
reading every word. 

Teaching Tip 2
If you observe that learners are uncertain or slow in finding alphabetical cues, 
try some different activities to practice the skill. See section on Alphabetically-
Ordered Lists. 

Practice with any alphabetically-ordered listings that you have on hand: 
employee lists, department names, office directories. Have a group line up in 
alphabetical order according to their first names or surnames.

Have learners put words into alphabetical order and note what strategies they 
use. Do they have to recite the alphabet in order to find the right area in the 
document? Are they able to alphabetize words like these that start with the same 
letter?

Supervisor  Security  Safety  Superstore  Sanitation  Surveillance

Teaching Tip 3 
Remind learners not to worry if they don’t get all of the information on the 
page. You are only interested in finding the 3 pieces of information indicated.

Teaching Tips

1

2

3
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Teaching Tip 4 
This activity works best as a role-play. Have one person play the role of the 
customer and ask the questions. The other skims to find the answers, reads 
aloud and shows the “customer” the information in the brochure.

The activity will have more impact if you use colourful and current brochures 
and have learners make up their own questions.

4



3 of 25Scanning for information

Most of the reading we do is selective. We “navigate” documents 
by finding the sections that interest us and answer our questions.  
Navigating a document is like looking up a name in a phone book. 

We don’t start to read the phonebook from page one! We make use of the 
organization of the document (in this case, alphabetical order) to allow us to 
scan most of the entries and focus on the one name and number that we need. 

Imagine you are trying to find a face in a crowd or one 
particular photo in an album. Your eyes scan quickly 
back and forth over the faces, but you don’t focus on 
any of them except the one you are looking for. When 
we are reading a newspaper or magazine, we do the 
same. Our eyes move quickly down the page, picking 
out the headlines and the specific words that interest us. In this section, you will 
learn how to scan reading material to decide what parts of it are important to 
you.

Scanning means rapidly looking through a lot of text to find the specific 
information you are looking for. Scanning is very useful for finding a name, 
date or fact without taking time to read every word. You probably already use 
scanning every day. When you look up a recipe in the index of a cookbook, 
search for an electrician in the yellow pages or find an office number in a 
building directory, you are using this skill. 

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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Scanning an Alphabetically-Ordered 
List

Nowadays, we use computer and Internet tools to find information simply by 
typing the key words. The computer does the work for us! However, good 
readers still need these navigational skills to find the information they want:

Searching by alphabetical order −
Determining key words −
Scanning −

When we scan an alphabetically-ordered list, our eyes move down the list until 
we find the first letter of our key word. Then we scan more slowly to find the 
word itself.

Key Words
When we search for information on the Internet or in our local system, we type 
the key words into boxes and the computer does the searching for us.

Skill 1: 

SOMETHING TO CONSIDER

How to scan:
Don’t try to read every word. instead, let your eyes move quickly down the  −
page until you find what you are looking for.
Use clues on the page, such as headings and titles, to help you. Some  −
documents use colour to help you go directly to the pages you want.
many texts use alphabetical order. think of everyday reading materials, such  −
as the phone book and indices to books and catalogues.
in a dictionary or phone book, use the ‘header’ words to help you scan. You  −
can find these in bold type at the top of each page.

1
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If the search doesn’t work, the computer tells us it has not found any matches or 
prompts us to check our spelling. Like the computer, we will not always find the 
information by the key word we thought was best. Imagine that you want to find 
out the company policy on being late to work. With the key word “late” in mind, 
you try scanning the contents list of the General Company Policies handbook.

You didn’t find it? That’s because the information you want is under Attendance 
Policies under the sub-heading Punctuality in this handbook.

Whether we are searching on the Internet or in printed documents, we may need 
to try different key words of similar meaning. Be prepared to explore different 
key words related to a given topic. Think of synonyms, words that mean the 
same or that are similar, to help you scan.

Finding information in a Handbook
You want to know what the casino policy is on Smoking. Look at the General 
Company Policies Handbook below. It has an alphabetical Table of Contents to 
help us find what we want. 

Run your eyes down the left side of the page until you come to the “S.” Don’t 
let your eyes rest on the other letters. Fix your mind on the key word, Smoking. 
Did the word “Smoking” jump out at you?

2
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Company Policies Handbook - Index 
 

- Access to records………………………………………… .............................................25 
- Attendance policies: 
 * Punctuality……………………… .................................... …………….…..4 
 * Absenteeism……………………..................................... …………….…..4 
- Benefits...…………………………………………………...............................................16 
- Bullying at work policy…………………………………… ............................................ .11 
- Code of conduct……………………………………….… ............................................ …6 
- Confidentiality……………………………………..…… ............................................ ….24 
- Conflict of interest……………………………………. .............................................…….7 
- Diversity guidelines………………………………… ............................................……..10 
- Dress codes…………………………………………..............................................……...6 
- Discrimination-free workplace policy……………............................................. ………10 
- Drug testing/screening……………………………............................................. ………13 
- Equal employment opportunity………………… ............................................ ………..10 
- Ethics codes………………………………….… .............................................…………..7 
- Fragrance-free workplace……………………………….. .............................................12 
- Gift policy……………………………….. ......................................................................10 
- Harassment in the workplace policy……………………............................................. .11 
- Health and safety…………………………………………............................................. .15 
- Holiday policy……………………………………………............................................. ….5 
- Human resources policies…………………………… .............................................……4 
- Internet usage policy………………………………… ............................................ .…..17 
- Leaves of absence (bereavement, medical, maternity/paternity,  
  family-related, disability, etc.)………………………… .......................................... .…....6 
- Nepotism……………………………………………… ........................................... .…...10  
- Performance management:  
 * Performance development planning process ................................... …20 
 * Performance improvement plan………….… ................................... ….20 
- Personal relationships……………………………….............................................…..….9 
- Safety Guidelines…………………………………….............................................…….15 
- Sexual harassment complaint…………………… ............................................ ………11 

- Smoking policy…………………………………… ....................... ………..13 
- Telephone usage policy………………………… ............................................ . ………..7 
- Theft policy……………………………………….............................................…………13 
- Union membership…………………………… ............................................……...……18 
- Visitors in the workplace ……………………...............................................…...……….9 
- Workplace violence procedure……………........................................... ………………12 
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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. 

1.1 You work in Housekeeping and Grounds. Your supervisor asks you to 
re-organize the staff files. Some of the names are the same and some 
start with the same letter. There are 10 different employees whose last 
names begin with “S.” Here are the names:

Sigurdson, Michael R. −
Samuels, Kevin Monahan −
Schwab, Mitzi −
Stephens, Alma −
Smith, Peter D. −
Samuels, Katherine Elizabeth −
Swedenborg, Carl −
Suzuki, Masayuki −
Sebastian, Michael R. −
Szernitz, Jack −

a) Which name should come first? 
-  Kevin Monahan Samuels or Katherine Elizabeth 

Samuels?
 -  Michael R. Sigurdson or Michael R. Sebastian?

b) Put the list of names in alphabetical order.

1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 

(Continue the question on the next page.)
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c) Scan an Alphabetical List

In the Company Policy Handbook Index below find the 
following headings as quickly as you can and highlight them.  

Gift policy −
Benefits −
Leave of absence for disability −
Ethics −

 

Company Policies Handbook - Index 
 

- Access to records………………………………………… .............................................25 
- Attendance policies: 
 * Punctuality……………………… .................................... …………….…..4 
 * Absenteeism……………………..................................... …………….…..4 
- Benefits...…………………………………………………...............................................16 
- Bullying at work policy…………………………………… ............................................ .11 
- Code of conduct……………………………………….… ............................................ …6 
- Confidentiality……………………………………..…… ............................................ ….24 
- Conflict of interest……………………………………. .............................................…….7 
- Diversity guidelines………………………………… ............................................……..10 
- Dress codes…………………………………………..............................................……...6 
- Discrimination-free workplace policy……………............................................. ………10 
- Drug testing/screening……………………………............................................. ………13 
- Equal employment opportunity………………… ............................................ ………..10 
- Ethics codes………………………………….… .............................................…………..7 
- Fragrance-free workplace……………………………….. .............................................12 
- Gift policy……………………………….. ......................................................................10 
- Harassment in the workplace policy……………………............................................. .11 
- Health and safety…………………………………………............................................. .15 
- Holiday policy……………………………………………............................................. ….5 
- Human resources policies…………………………… .............................................……4 
- Internet usage policy………………………………… ............................................ .…..17 
- Leaves of absence (bereavement, medical, maternity/paternity,  
  family-related, disability, etc.)………………………… .......................................... .…....6 
- Nepotism……………………………………………… ........................................... .…...10  
- Performance management:  
 * Performance development planning process ................................... …20 
 * Performance improvement plan………….… ................................... ….20 
- Personal relationships……………………………….............................................…..….9 
- Safety Guidelines…………………………………….............................................…….15 
- Sexual harassment complaint…………………… ............................................ ………11 
- Smoking policy……………………………………............................................ ………..13 
- Telephone usage policy………………………… ............................................ . ………..7 
- Theft policy……………………………………….............................................…………13 
- Union membership…………………………… ............................................……...……18 
- Visitors in the workplace ……………………...............................................…...……….9 
- Workplace violence procedure……………........................................... ………………12 
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1.2 Usually the key words will get us to the right place in the document to 
find what we are looking for. We used the key word smoking to find 
out the company policy on that subject. It might also have appeared 
under tobacco. 

In the Company Policy Handbook Index on the previous page, find 
the page number for each of the following. If you do not find the word 
you are looking for, think of synonyms, words that mean almost the 
same.

Heading Synonyms Page 
number

abusive behaviour

Late for work

clothing requirements

racism

Safe Workplace

robbery

allergies

Sick Leave

Now try finding the Index entry for the information and write down 
the page number where it can be found.

Scanning a Page

Many readers have a tendency to read too much when they scan. In some 
countries, students are taught to read every word. And not all countries are as 
“text heavy” as we are in North America, so being able to select what you read 
is new to some readers.

When scanning, let your eyes zig-zag across the page and downwards and stop 
only at the key words.

Skill 2: 
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Pilar was confused during the last fire drill. She wants to know when employees 
are supposed to leave the building. She scans the Fire Plan document below to 
find the word “evacuate”.
 

Fire Alarm Panel 
 
1. The fire alarm panel, which monitors the fire system, generates four separate alarms. 

 Fire Alarm Stage One – This is activated by a fire/smoke detection device or a Pull Station being 
activated.  

 Fire Alarm Stage Two – Evacuation and announcement –stage Two can be activated by pressing 
the “EVAC” button on the fire Panel or by the Key Switch on the Pull Station. 

 Five minutes after a Stage One Alarm is generated, the casino will progress to a Stage Two Alarm. 

This is the signal to prepare to evacuate the casino. Evacuate only after the announcement 
to do so has been made. 

 Trouble alarm – this is an alarm that is activated when any component of the system fails or 
creates a fault. 

 Supervisory alarm – This is an alarm that is activated when there is tampering with the main fire 
panel (i.e. a contractor working on the system), or when a generator begins to operate. 

 
2. The alarm system is monitored in three locations as follows: 

 External Monitoring Service (Fintech Alarms –756 Stonehill St.) 
 Casino Surveillance 
 Employee Entrance Security Officer 

 
3. The external monitoring service monitors the following: 

 Fire Alarm Stage One – When a fire alarm is received, the monitoring service will notify the City Fire 
Paramedic Services and Surveillance at the casino. 

 Trouble Alarm – When a trouble alarm is received, the monitoring service will notify Surveillance at 
the casino. The trouble alarm must be silenced from within the Fire Alarm Control Panel 
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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.

2.1 Run your eyes back and forth over the page from top to bottom. Do not 
stop or read until you find the word or words you need:

Scan the Fire Alarm Panel quickly to find the word  − evacuate.
Find two places on the panel where the  − Trouble Alarm is 
mentioned.
Find the address of the  − External Monitoring Service.

Scanning is all about finding information quickly.

Fire Alarm Panel 
 
1. The fire alarm panel, which monitors the fire system, generates four separate alarms. 

 Fire Alarm Stage One – This is activated by a fire/smoke detection device or a Pull Station being 
activated.  

 Fire Alarm Stage Two – Evacuation and announcement –stage Two can be activated by pressing 
the “EVAC” button on the fire Panel or by the Key Switch on the Pull Station. 

 Five minutes after a Stage One Alarm is generated, the casino will progress to a Stage Two Alarm. 
This is the signal to prepare to evacuate the casino. Evacuate only after the announcement to do so 
has been made. 

 Trouble alarm – this is an alarm that is activated when any component of the system fails or 
creates a fault. 

 Supervisory alarm – This is an alarm that is activated when there is tampering with the main fire 
panel (i.e. a contractor working on the system), or when a generator begins to operate. 

 
2. The alarm system is monitored in three locations as follows: 

 External Monitoring Service (Fintech Alarms –756 Stonehill St.) 
 Casino Surveillance 
 Employee Entrance Security Officer 

 
3. The external monitoring service monitors the following: 

 Fire Alarm Stage One – When a fire alarm is received, the monitoring service will notify the City Fire 
Paramedic Services and Surveillance at the casino. 

 Trouble Alarm – When a trouble alarm is received, the monitoring service will notify Surveillance at 
the casino. The trouble alarm must be silenced from within the Fire Alarm Control Panel 
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Skimming to Get the Gist

It’s impossible to read everything. We need strategies to help us decide what 
items we need to read and which we can ignore.

Not only big documents need 
navigational skills. Are there 
dozens of messages waiting 
for you every time you come 
on shift? Are the walls covered 
with reminders and bulletins? 
Your supervisor or manager will 
usually point out any new or 
important information, but you 
also need to know how to find the 
most important notices yourself.

Why Skim?

Skimming is another reading technique that allows you to go through a lot of 
material very quickly, but it is quite different from scanning. It is a method of 
rapidly moving your eyes over a text for the purpose of getting only the main 
ideas and a general overview or the “gist” of the text.

We use skimming to preview a text. When we look through a newspaper, we 
don’t read every word. We use headlines and pictures to get an idea of the 
contents of the articles. If we are not interested, we don’t waste time on it.

How to Preview
Read the title, subtitles and subheading to find out what the text is  −
about. 
Look at the illustrations and captions to give you more information  −
about the topic. 
Read the first and last sentence of each paragraph. If the paragraphs are  −
very short, just read the first sentence. 
Don’t read every word or every sentence. Let your eyes skim over the  −
text, taking in key words. 
Continue to think about the meaning of the text. −

Skill 3: 
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At work, you are likely to use skimming to preview material. You might quickly 
skim a notice from Human Resources to see what it is about and whether the 
information is important to you, personally. If it is, read it again, this time more 
slowly, to get the details. 

Skimming is also used to review the information in a text you have already read. 
Many readers underline or highlight key words and sections of their reading so 
that they can find them easily when they want to review.

Skimming is often additionally used for quickly reading material that does not 
need to be read in great detail. When we are reading a mystery, and we are 
anxious to know the end of the story, we might “gloss over” descriptive sections 
without paying much attention to details. 

Shawna is looking for new material to put in the next staff newsletter. She often 
finds short, interesting articles on the Internet.

Shawna Focuses quickly on the headings, the logos and illustrations, and picks 
out what areas are highlighted by the formatting—italics, lists, bold letters, etc. 
In 5 seconds, she decides whether this article is interesting to the staff or not.

You have volunteered to work on the newsletter and are helping Shawna find 
good articles.

Glance at the next page—no more than 5 seconds!  −
After 5 seconds, how much do you already know about the contents of  −
the page?

(Continue the question on the next page.)
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In 5 seconds, you probably read the title and noticed the logo, so you already 
know that the page gives information about underage drinking. If you are a 
good skimmer, you may have noticed the italicized headings and footing on 
the paragraphs. If you are really fast you also noticed that there are lists of 
information about what ID is accepted and what to check on it. You didn’t have 
time to read the lists but you know they are there.

Checking Identification
I’m of Age Campaign
Our province has recently launched I’m 
of Age, a new campaign to eliminate the 
consumption of alcohol by minors. The 
campaign is intended to raise awareness 
about the province’s “No Tolerance” 
policy on underage drinking. 

It’s the Law
It is against the law to sell or serve 
alcohol to minors anywhere. All licensed 
premises should have clear and effective 
procedures to prevent the sale and/or 
service of alcohol to underage guests. In 
this province, a person must be 18 years of 
age to purchase and/or consume alcohol. 

Who to ID
Checking ID (identification) is your first 
line of defence.  Whether you work in a 
restaurant, bar or other licensed premise, 
always check the ID of anyone you think 
may be underage. A basic rule of thumb 
is to check the ID of anyone who looks 
younger than 25 or who is 
likely to be a minor. If they 
can’t or won’t provide valid 
ID or the ID is suspicious in 
anyway, refuse to serve them. 
Remember, you have the law 
on your side. 

Valid ID
The following types of identification are 
legally acceptable in this province: 

Provincial Driver’s Licence •	
I’m of Age•	  photo identification 
card issued by the Liquor Control 
Authority
Passport•	
To learn more about acceptable forms of ID

visit: www.image.co

What to Check For
Check to make sure that the ID is authentic 
and has not been tampered with. Be sure:

ID is valid and has not expired•	
ID clearly states the person’s date of •	
birth and is signed
Person producing the ID matches the •	
photo on the ID
There are no signs of tampering or •	
alteration:

Lamination is sealed•	
No bumps, tears or other     •	
irregularities
Photo is genuine and has not been •	
substituted

To learn more about ID 
security, visit: 
www.image/security.co
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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. 

3.1 Customer Service Reps are always ready to answer questions about 
current casino promotions, events and entertainment. However, anyone 
wearing a casino uniform may be asked about the services offered. So 
for everyone—Security Officers, Slot attendants, Beverage servers—
all of us may at one time or another need to help a client understand 
our promotions and specials.

In this exercise, a customer asks you questions about casino attractions 
and activities. Skim the pamphlet quickly to find the answers.

a) Last year I volunteered in the Blitz Build for habitat for   
Humanity. Are you doing that again this year?

b) What’s the restaurant special today? (It’s Wednesday)

c) How can I find out who was the winner of the Canadian tire 
draw?

d) Do you have another contest running now?

(Continue the question on the next page.)

4
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Choosing our Reading Strategies

When we read, we choose the strategy that works best. If we read about a topic 
we enjoy, we may read extensively—long documents and from a variety of 
sources, but not always paying close attention to all the details. Retail Clerks 
read a variety of magazines and catalogues looking for stock for their stores. 

If we need to know all of the details, for example to understand how a machine 
works, or what changes have been made in procedures, we read intensively, 
making sure that we understand all of the words and every part of the writer’s 
message.

When we skim, however, we look over something to get a general idea of what 
it is about. You look at pictures, captions, bold or highlighted words, diagrams, 
tables and headings. You try to identify how the information is organized and 
pick out keywords that answer our questions (who, what, where, why and 
when). Skimming is three or four times faster than reading.

When we scan, we look for something specific. For example, when we scan a 
page of a phone book we look for a specific phone number. We don’t read the 
whole page. Our eyes move quickly across the page in an “S” pattern, looking 
for keywords or for “words that start with . . . 

Before we read we choose a reading strategy. We ask ourselves what we are 
reading, why we are reading it and how we will go about it. 

Skill 4: 
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Here are some examples of the different reading strategies.

 

How are you 
reading? 

Why are you 
reading? 

What are you 
reading? 

Skimming Reading quickly for 
the main idea 

- Flipping through a 
magazine 

- Checking postings for 
training you are waiting for 

Scanning 
Reading quickly to 
find a specific 
piece of information 

- Looking for the restaurant 
specials in a 4 page 
brochure 

- Looking for the phone 
number of casual staff 

Extensive reading 
Reading text for 
overall meaning 
(often for pleasure) 

- Newspaper 
- Book 

Intensive reading 
Reading text for 
detailed 
information 

- Procedures for a new job at 
Table Games 

- Reading the Security 
Supervisor’s log from the 
previous shift 
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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.

4.1 Which of the four reading styles would you use in each of these 
scenarios? Check the correct reading style.

a) Checking the Fire Plan to see what your responsibilities are
Skima) 
Scanb) 
Extensively readc) 
Intensively readd) 

b) Looking at the precaution section of a label on a cleaner
Skima) 
Scanb) 
Extensively readc) 
Intensively readd) 

c) Looking through the schedule for the name of the Table Games 
Manager who is on shift

Skima) 
Scanb) 
Extensively readc) 
Intensively readd) 

d) When you want to get an idea of how a training manual is 
organized

Skima) 
Scanb) 
Extensively readc) 
Intensively readd) 

e) Read a mystery novel to relax in the evening
Skima) 
Scanb) 
Extensively readc) 
Intensively readd) 
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1. Apply your skills of scanning and skimming to find information in 
a workplace document. For each scenario, find the information you 
need in the Working at the alphabetically-ordered Casino Handbook, 
which follows. Can you find all the answers in 5 minutes?

a) You have had a bad toothache for some time now and your dentist 
has agreed to fit you in next Tuesday (the day after tomorrow) at 
11:15. You are worried because if you go to the dentist you will 
be late for work. You want to know what procedure to follow. 
You refer to your employee handbook to find the information 
you need.

b) You have been working at the Casino for three months and you 
like it. A friend of yours would like to apply for a job there. Your 
friend is 19 years old. You want to know if she can apply. Use 
your handbook to find the answer.

What question do you need answered? −
What key words are you looking for? −
Where do you find the information you need? −
Is your friend old enough to apply? −

c) You are Housekeeping Attendant in a new Casino. You are 
watching the Job postings because you would like to get a 
different job within the Casino. You have First Aid training and 
you were responsible for the First Aid station at your last job. 
You want to know if these skills will help if you apply in another 
area. 

What question do you need answered? −
What key words are you looking for? −
Where do you find the information you need? −
What jobs would make good use of your skills? −

(Continue the question on the next page.)

Challenge My Skills
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(Continue the question on the next page.)

 

Working at the Casino Handbook - from A to Z 
General Employee Information 

Access Cards 
 

Access cards are necessary for employees to gain entry to areas of all our locations. 
At the casinos: At the beginning of each shift, you must show your identification card at the 
Security window located inside the employee entrance, in order to receive your access card. At 
the end of each shift, you must deposit your access card in the box located by the exit. 
All other locations: You are required to carry your access card with you at all times. Your card 
is necessary to open exterior and interior doors—receptionists are not authorized to buzz-in 
employees. If you forget your card, a temporary replacement card will be issued. 
 
If you lose or misplace your access card, report it immediately to your manager or supervisor, so 
that the card can be deactivated and replaced. 

Age You must be eighteen (18) years of age or older to be employed by the casino or to enter the 
casinos. 

Appearance and 
Conduct 

Guidelines 
 

Employees are expected to dress appropriately for the position they hold. Employee appearance 
is especially important when dealing with the public, since first impressions play a role in how 
customers perceive employees. A neat, well-groomed appearance creates a positive reflection 
on the employee, as well as the casino. There are suggested guidelines for administrative staff, 
as well as specific “Conduct, Dress & Appearance” Guidelines for uniformed employees at the 
casinos. 

Appointments You are encouraged to make every effort to schedule time off for personal matters 
(doctor/dentist appointments, etc.) outside of your regular hours of work. When it is not possible 
to do so, please see your supervisor/manager. Your department management will try to 
accommodate the request, if possible. 

Attendance and 
Punctuality 

 

If you cannot avoid being late for work, or if you are unable to work as scheduled, you are 
expected to provide at least two hours notice prior to the start of your shift. You must either 
contact the Schedule Office (if you work in a scheduled department), or your department 
management. Should your shift start when the Schedule Office is closed, call your manager or 
supervisor. Please note that you must phone in on the day of the shift you are calling in sick for. 
You cannot call in sick in advance unless you have a doctor’s note and your manager’s 
approval. 

Attendance – 
Severe Weather 

 

When severe weather like blizzards or ice storms occur, you are still expected to report to work, 
unless otherwise instructed. If you are in doubt, contact your department management or 
designate. Should you decide—because of safety or other factors—that you are unable to 
attend work, you should contact the Schedule Office or your department management as soon 
as is practical. Time lost due to weather conditions can be made up, if possible. If not, you can 
use accrued time (e.g., banked time), or you must forego earnings for the day. 

Computer 
Resources 

The Information Technology Office has issued a series of policies regarding computer usage, 
system security, etc. If you require computer access for your job, you will be issued copies of 
these policies before you are given access to the casino’s computer systems. 
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(Continue the question on the next page.)

 

Working at the Casino Handbook - from A to Z 
General Employee Information (cont.) 

Employee 
Parking 

 

Staff parking is available at the back of the casino in the north lot. For more information, just ask 
at the employee entrance security station. 
 
There are a limited number of stalls with electrical outlets. Parking is on a scramble basis at all 
work locations. 
 
For your protection, always lock your car and place any items of value in the trunk or keep them 
out of view. 

First Aid 
 

There are First Aid kits, automatic external defibrillators and trained responders at every work 
location, including the offices. 
 
The First Aid room is located next to the Security check-in at the employee entrance. First Aid 
boxes are also located throughout the casinos. Please become familiar with their locations. 
Should a guest or a fellow employee require assistance, notify someone from the Security 
department immediately. All Security Officers have training in CPR and First Aid, and some 
Security Officers have training in First Responder including the use of a defibrillator. 

Fire Safety 
 

We ensure the safety of all employees by having current Fire Plans in place for all work 
locations and by conducting annual fire drills. During your casino orientation, your Manager will 
pass on important information regarding emergency exits and fire evacuation procedures. 

Food Services 
for Employees 

 

The casino has a staff café that operates extended hours to accommodate various shifts. The 
food is reasonably priced and is prepared by the same Chefs who cook for the restaurants. 
 
All work locations are also equipped with refrigerators and microwave ovens, for those bringing 
food from home. 

Language of the 
Workplace 

 

The casino’s workplace language is English, which should be used when speaking with 
customers and in discussions between employees and casino management. Employees are, 
however, free to speak their language of choice to provide translation services for customers 
and/or to have casual conversations between employees and/or customers which do not impact 
others. 

Media Relations 
 

We have designated staff who are responsible for responding to the media. With respect for the 
privacy of our customers, television camera crews, photographers or other news media are not 
allowed to conduct interviews or electronic recording on casino property without the prior 
consent of the Communications department. If you are approached by news media (print, 
television, or radio), for information regarding the casino, its products or services, please refer 
the reporter to your manager or supervisor, or have the reporter contact the Communications 
department. 
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Working at the Casino Handbook - from A to Z 
General Employee Information (cont.) 

Photo ID Cards Your Photo ID card must be worn at all times while on duty at the casino and must be on your 
person if you work at any other location. Photo ID cards are to be worn on the left-hand side of 
the shirt or jacket lapel. The card must be visible, and the picture not obscured or altered. These 
ID cards are not to be used outside of the casino. 
 
You will also need your ID card to claim valuable employee discounts. Please see page 55 for 
details. 
 
If you should forget your Photo ID card, you will be given a temporary card for the day. If you 
lose or misplace your card, report it immediately to your manager so a replacement card can be 
issued. 

Schedule Office The schedules for most casino departments, and for some departments at other locations, are 
managed by the Schedule Office. Scheduling fills vacancies by assigning shifts to casual 
employees and extra shifts to part-time employees, and sends out final schedules on a weekly 
and daily basis.  
 
If you are in a “Scheduled” department and you are going to be late or absent from work, you 
must contact the Schedule Office:  
 
Schedule Office Hours of Operation 
 Sunday, 10:00 until 18:30 

Surveillance 
 

All employees are subject to videotaped surveillance. The casino uses surveillance to ensure 
compliance with regulations, policies and procedures. Surveillance documentation may also be 
required for specific investigations, police investigations or civil or legal proceedings. 

Uniforms 
 

Many jobs at the casino require uniforms, which are supplied and laundered by the corporation 
and remain the property of the casino. Refer to the General Conduct, Dress and Appearance 
guideline for details. 

Use of Company 
Property 

Casino property is intended to be used solely for casino business. Casino property includes, but 
is not limited to, such things as copiers, computers, office supplies, fax machines, etc. 
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Compare 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

a) Samuels, Katherine Elizabeth should come first  
Sebastian, Michael R. should come first 

b) Samuels, Katherine Elizabeth     
Samuels, Kevin Monahan     
Schwab, Mitzi       
Sebastian, Michael R.      
Sigurdson, Michael R.     
Smith, Peter D.      
Stephens, Alma       
Suzuki, Masayuki       
Swedenborg, Carl       
Szernitz, Jack

c) Find and highlight the headings

1.2 

Heading Synonyms Page 
number

abusive behaviour Harassment or Workplace Violence or 
Bullying

11

Late for work attendance, Punctuality 4

clothing requirements Dress code, appearance 6

racism Diversity  Equity 10

Safe Workplace Health, Safety 15

robbery theft,  13

allergies Peanuts, fragrance–free workplace 12

Sick Leave Leaves of absence 6
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2.1 Scan to find the information.

3.1 

a) Yes, we are. Look under Volunteer Opportunities.

b) Prime Rib dinner. Look under What’s on, Restaurant Specials.

c) You must visit your.net to find the answer.

d) Yes, see the Entry Ballot for the new contest.

4.1

a) d-intensively read 

b) d-intensively read 

c) b-scan

d) a-skim

e) c-extensively read 

Challenge My Skills
a) Appointments is the key word that guides you to the 

information.

The heading Appointments leads you to the information. You 
know you have the right section because it mentions “dentist 
appointments” specifically. You are asked to call your supervisor/
manager and he/she will try to arrange your schedule.

b) At what age can people work in the casino?

Age is the keyword that will take you to the information. Under 
the heading Age, you find the exact information you are looking 
for. You must be 18 to work at a casino. Your friend can apply!

c) First Aid is the key word that will take you to the information.

Security Officers require First Aid so you might have an 
advantage if you apply of that job.



Foundation Section

Building your 
Vocabulary

Building your 
Vocabulary

Word
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Teaching Tip 1 
The exercises in this section teach readers an important skill: focussing on 
context when they encounter new words. This is best taught when it occurs in 
“real reading.” The exercises can be spaced out over several days. They will 
make readers more aware of context but will also build the kind of vocabulary 
often encountered in the gaming environment.

There are no answers provided in this section. Learners are asked to guess the 
meanings from the context of the words. By guessing, they are encouraged 
to explore the context clues more closely and by checking the meaning in the 
thesaurus or dictionary they are building search skills.

Teaching Tip
1
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Part of becoming a good reader is building a larger vocabulary. Written 
English contains many words that are more formal or precise than the 
words we use every day. In the following section you will explore 

different ways of improving your reading vocabulary. 

In this section, you will learn how to:
Use a dictionary or thesaurus to build your vocabulary −
Understand new words based on their context −

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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Finding What You Need in the 
Dictionary

Using a dictionary is one way of improving your vocabulary. The first step to 
good dictionary use is, of course, to have one and to keep it handy. 

What does it mean to “read” the dictionary? 
It means: To explore the ways a word can be used and find out how the modern 
meaning evolved, and to check word families to see variations of the word. 
Visit the Visual Thesaurus website at http://www.visualthesaurus.com to see 
how word meanings can be mapped. 

In this section, we will do some activities and try some different resources. Find 
which systems work best for you.

Skill 1: 

SOMETHING TO CONSIDER

Vocabulary-Building Checklist

These are the things i already do to build my vocabulary:
Keep a dictionary nearby so that i can check the meaning of words  �
i don’t know
Highlight or underline new words so that i can find them again �
Keep a list of new words �
ask friends or co-workers the meaning of words that i don’t  �
understand
use a dictionary to pronounce words correctly �
Make an effort to understand the meaning of words by noting how  �
they are used
read the dictionary or thesaurus to expand my vocabulary �
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Choose a Dictionary that works for you
When you choose a dictionary, check to see if it gives you the information you 
want. What do you want in a dictionary?

I want to know how to pronounce words correctly. �
I want an explanation of their meaning. �
I want to know what kind of word it is: N for noun, adj. for  �
adjective, etc.
I want to know the origin of the word, for example, did it originate  �
in Latin.
I want a list of synonyms, other words that mean the same or  �
almost the same.
I want to see examples of how the word is used in sentences. �

You will see some examples of different dictionary entries. Keep in mind what 
you want in a dictionary and learn to ignore the information that you don’t 
want. 

A thesaurus is different from a dictionary because, rather than an explanation 
of the meaning of the word, it gives you synonyms or words with similar 
meaning.

Another great tool to help you understand what you are reading is the Internet. 
A simple keyword search will provide you with lots of information. Sometimes 
the Internet can even give you too much information.

Which resource is the best for you? As an example of what information you can 
find, look at these results for a search on the word “integrity.” After reviewing 
these, ask yourself:

Which type of dictionary is easy for you to access? −
Which one gives you the information you need? −
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Word Processing Program: Thesaurus 

Dictionary 1: Print English Dictionary (Concise student print   
  dictionary)

 This concise student’s dictionary gives you very little information—
but it is probably enough! 

The “n” tells you that the word is a noun. It can be used as the  −
subject of a verb (Integrity is important when you handle large 
sums of money.) or can be used with a possessive (Her integrity 
is not in question.)
It gives you synonyms of the word integrity. −

Dictionary 2: Online Dictionary

Thesaurus
A Thesaurus gives 
you only synonyms 
(words with a similar 
meaning) and perhaps 
some antonyms 
(words with an 
opposite meaning).

 
Word processing program: Thesaurus 
 

Integrity—honesty, truth, truthfulness, honour, 
veracity, uprightness; Antonym (opposite)—
dishonesty 

 
 
Dictionary 1: Print English Dictionary, Concise student print dictionary 
 

Integrity—n. honesty, sincerity, completeness, 
wholeness, an unimpaired condition 

 
 
Dictionary 2: Online Dictionary 
 

integrity 
NOUN [UNCOUNTABLE]  /ɪn�teɡrəti 
1. the quality of always behaving according to the moral principles that 

you believe in, so that people respect and trust you  
- She had a reputation for honesty and personal integrity. 
 
maintain/preserve your integrity:  
- I trust we as a nation will maintain our integrity and influence. 
 
question/doubt someone’s integrity:  
- Nobody could question the candidate’s integrity. 
 
Synonyms or related words for this meaning of integrity:  
- virtue, goodness, purity, decency, respectability 

 
2.  the quality of behaving according to the rules and standards of your 

job or profession 
 

professional/artistic/political integrity:  
- These guidelines do not compromise the professional integrity 

of teachers. 
 

 
Word processing program: Thesaurus 
 

Integrity—honesty, truth, truthfulness, honour, 
veracity, uprightness; Antonym (opposite)—
dishonesty 

 
 
Dictionary 1: Print English Dictionary, Concise student print dictionary 
 

Integrity—n. honesty, sincerity, completeness, 
wholeness, an unimpaired condition 

 
 
Dictionary 2: Online Dictionary 
 

integrity 
NOUN [UNCOUNTABLE]  /ɪn�teɡrəti 
1. the quality of always behaving according to the moral principles that 

you believe in, so that people respect and trust you  
- She had a reputation for honesty and personal integrity. 
 
maintain/preserve your integrity:  
- I trust we as a nation will maintain our integrity and influence. 
 
question/doubt someone’s integrity:  
- Nobody could question the candidate’s integrity. 
 
Synonyms or related words for this meaning of integrity:  
- virtue, goodness, purity, decency, respectability 

 
2.  the quality of behaving according to the rules and standards of your 

job or profession 
 

professional/artistic/political integrity:  
- These guidelines do not compromise the professional integrity 

of teachers. 
 

 
Word processing program: Thesaurus 
 

Integrity—honesty, truth, truthfulness, honour, 
veracity, uprightness; Antonym (opposite)—
dishonesty 

 
 
Dictionary 1: Print English Dictionary, Concise student print dictionary 
 

Integrity—n. honesty, sincerity, completeness, 
wholeness, an unimpaired condition 

 
 
Dictionary 2: Online Dictionary 
 

integrity 
NOUN [UNCOUNTABLE]  / ɪnˈteɡrəti 
1. the quality of always behaving according to the moral principles that 

you believe in, so that people respect and trust you  
- She had a reputation for honesty and personal integrity. 
 
maintain/preserve your integrity:  
- I trust we as a nation will maintain our integrity and influence. 
 
question/doubt someone’s integrity:  
- Nobody could question the candidate’s integrity. 
 
Synonyms or related words for this meaning of integrity:  
- virtue, goodness, purity, decency, respectability 

 
2.  the quality of behaving according to the rules and standards of your 

job or profession 
 

professional/artistic/political integrity:  
- These guidelines do not compromise the professional integrity 

of teachers. 
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 The entry on the previous page gives you much more information: 
It tells you that the noun is uncountable (you can’t say “two  −
integrities.”)
It gives you the pronunciation of the word (click on the symbol  −
to hear the word.)
It gives two meanings of the word and explains integrity as a  −
quality.
It gives examples of the word used in sentences. −

 This may be more information than you want, but it also gives the 
word in context.

An Online Encyclopedia
 If you want more information on a subject, a website to check is 

Wikipedia. It is like a dictionary and an encyclopedia joined together. 
Here is an example of an entry from Wikipedia. (As a new casino 
employee, you are likely interested in knowing more about the games 
that you hear about. A “wiki” will give you a lot of information 
including links to other sites. Sometimes, the first few lines will tell 
you all you need to know!) 

 

Keno 

Keno is a lottery or bingo gambling game often played at modern casinos 
and is also offered as a game in some state lotteries. A traditional live casino 
keno game uses a circular glass enclosure called a "bubble" containing 80 
balls which determine the balldraw result. Each ball is imprinted with a 
number 1 through 80. During the balldraw, a blower pushes air into the 
bubble and mixes the balls. A "caller" presses a lever opening a tube, where 
the balls lift one at a time into a "V" shaped tube called the "rabbit ears". The 
caller and a "verifier" record each of 20 balls drawn, and the computerized 
keno system calculates all wagers based on the numbers drawn. 
 
Players wager by marking an "S" over the "spot" choices on a blank keno 
ticket form with 82 numbered selection boxes (1 to 80). After all players 
successfully place their wagers, the casino draws 20 balls (numbers) at 
random. Some casinos automatically call the balldraw at preset timed 
intervals regardless of whether or not players are waiting to place a wager. 
 
Each casino sets its own series of pay scale choices called "paytables". The 
player is paid based on how many numbers drawn match the numbers 
selected on the ticket and according to the paytable selected with regard to 
the wager amount[1]. Players will find a wide variation of Keno paytables from 
casino to casino and a large deviation in the house edge set for each of 
those paytables. Additionally, each casino typically offers many different 
paytables and specialty keno bets for customers to choose from, each with 
its own unique house edge. No two casinos' Keno paytables are identical. 
There are several Reno and Las Vegas casinos offering as many as 20 or 30 
different paytables from which the player can choose.  
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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.

1.1 First, guess the meanings of these words. Then look them up in your 
favourite dictionary to see how close you were. Did you learn anything 
new about the word? Did you discover different words that are related 
in meaning?

SOMETHING TO CONSIDER

Why is it important to really understand the meaning of a word? 

Commitment: promise, pledge, vow, obligation, duty responsibility, assurance, 
dedication, loyalty, devotion, allegiance, faithfulness

When you say you have made a commitment to customer service, it means a lot!

 

1.  

Definition 
Clues 

The definition is given directly or indirectly in the text. 
Table Games, which include Poker, Blackjack and 
Roulette, are usually played by small groups of people at 
tables. 

2.  

Example 
Clues 

The examples that are included will clarify the meaning of 
the word. 
Shelly has a very positive attitude. She’s very helpful, 
friendly and respectful towards the clients. 

3. 

Contrast 
Clues 

These are words or phrases that have an opposite 
meaning from the word in question. 
This printer has become obsolete; the newer model has 
more up-to-date features 

4. 

Inference 
Clues 

These are clues that give a meaning that is implied but 
not stated. You need to make connections with your own 
knowledge and experience. 
The Security Officer asked him not to use offensive 
language but he continued to swear and shout abuse. 

 
 

Word Your Guess Dictionary Definition 

Conscientious   

Approachable   

Reckless   

Awkward   

Recognition   
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Find the Clues in the Context 

We are always running into vocabulary words that are new to us. Language 
changes along with the workplace. Who understood the word “texting” ten years 
ago? We learn to use new words by hearing them used in different contexts, like 
these:

Texting allows you to write and receive short messages right from your cell 
phone.

My daughter doesn’t phone her friends, she prefers to  − text them.
I don’t like  − texting because I find it hard to use the Blackberry 
keyboard.
Just a second! I got a  − text message from work.

When we have heard a word used many times in context, we can fully understand 
its meaning and how we can use it.

The context can change the meaning of a word. When we read, the text provides 
context that helps us understand words or expressions that are new to us.

Skill 2: 

1

My son the dealer

“. . . my son the Dealer . . .”
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In this table, you will see examples of 4 Types of Context Clues you might 
encounter in casino memos, manuals or procedures.

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 Sentences may contain examples that give clues to meaning. Use 
the examples in these sentences to help you find the meaning of the 
word.
a) Mina was pleased to show the visitors all the new features of 

the casino including the lounge, the restaurant and the electronic 
gaming area.

 Features means

(Continue the question on the next page.)

 

1.  

Definition 
Clues 

The definition is given directly or indirectly in the text. 
Table Games, which include Poker, Blackjack and 
Roulette, are usually played by small groups of people at 
tables. 

2.  

Example 
Clues 

The examples that are included will clarify the meaning of 
the word. 
Shelly has a very positive attitude. She’s very helpful, 
friendly and respectful towards the clients. 

3. 

Contrast 
Clues 

These are words or phrases that have an opposite 
meaning from the word in question. 
This printer has become obsolete; the newer model has 
more up-to-date features 

4. 

Inference 
Clues 

These are clues that give a meaning that is implied but 
not stated. You need to make connections with your own 
knowledge and experience. 
The Security Officer asked him not to use offensive 
language but he continued to swear and shout abuse. 

 
 

Word Your Guess Dictionary Definition 

Conscientious   

Approachable   

Reckless   

Awkward   

Recognition   
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b) We want to be sure that our internal Customers, our co-workers 
in different departments within the property, get the same quality 
of service as the casino clients.

 Internal means 

Check in your dictionary or thesaurus to see if your understanding of 
the word is accurate.

2.2 Sentences may contain synonyms (words with similar meaning) that 
can give clues. Use the synonyms in these sentences to help you find 
the meaning. 

a) Martin’s manager ignored his complaint so he filed a grievance 
with the union.

 Grievance means

b) Please, do not answer questions if you are approached by the 
press. We have designated staff who are especially trained and 
responsible for responding to the media.

 Media means 

c) Not only are the  Customer Service Reps are worried, the Security 
Officers are anxious too.

 Anxious means 

Check in your dictionary or thesaurus to see if your understanding of 
the word is accurate.
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2.3 Sometimes the opposite meaning of a word will be given in the 
sentence. This can help you guess the meaning of the word. Use the 
antonyms in these sentences to help you find the meaning.

a) At first, the player did not seem irate, in fact, he looked very 
calm. 

 Irate means 

b) The manager says that my emails are too long and don’t get to 
the message quickly enough. He wants me to be more concise.

 Concise means

c) This printer has become obsolete; the newer model has more up-
to-date features.

 Obsolete means

Check in your dictionary or thesaurus to see if your understanding of 
the word is accurate.

2.4 Sentences may contain other clues that help you infer (conclude) the 
meaning of a word. Use clues in these sentences to help you find the 
meaning.

a) She couldn’t get to work because of the blizzard and she was not 
paid. She had to forego her earnings.

 Forego means: 

(Continue the question on the next page.)
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b) We got a lot of client feedback by interviewing and asking clients 
to tell us how they felt about their gaming experience.

 Feedback means:

c) During slow periods, we take time to interact with guests in a 
friendly manner.

 Interact means

Check in your dictionary or thesaurus to see if your understanding of 
the word is accurate.

2.5 In many workplaces, acronyms replace longer terms, using the first 
letter of each word in the term. For example, VLT stands for Video 
Lottery Terminal. The meaning of the acronym is known within the 
context of that workplace. 

Match the terms with the acronyms that follow.

Term
Video Lottery Terminal    ________a) 
Identification Document   ________b) 
Customer Service    ________c) 
Human Resources    ________d) 
Material Safety Data Sheets   ________e) 
Respondez S’il Vous Plait    ________f) 
As Soon As Possible    ________g) 
Frequently Asked Questions   ________h) 
Large Cash Transactions   ________i) 
Cardiopulmonary Resuscitation  ________j) 

Acronyms

VLT
CPR
MSDS
ID
FAQ’s
CS
RSVP
LCT
ASAP
HR

Remember not 
to use acronyms 
when speaking to 
people who do not 
work in the same 
environment as 
you! They may not 
understand.
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Compare 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 Use your dictionary to find the answers.

2.1 Confirm your answers using a dictionary or thesaurus.

2.2 Confirm your answers using a dictionary or thesaurus.

2.3 Confirm your answers using a dictionary or thesaurus.

2.4 Confirm your answers using a dictionary or thesaurus.

2.5 

Video Lottery Terminal  VLTa) 
Identification Document  IDb) 
Customer Service   CSc) 
Human Resources   HRd) 
Material Safety Data Sheets  MSDSe) 
Respondez S’il Vous Plait   RSVPf) 
As Soon As Possible   ASAPg) 
Frequently Asked Questions  FAQsh) 
Large Cash Transactions  LCTi) 
Cardiopulmonary Resuscitation CPRj) 
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Casino employees read from a variety of sources to keep up with changes 
in their departments and in the gaming industry in general. The sources 
include articles in specialized magazines, websites and newsletters. In 

this section we will look at improving your reading comprehension and look 
at strategies to help remember what you read. We will look at the following 
skills:

Focus your reading −
Remember what you read −
Paraphrase in your own words −
Summarize what you read −

One way to focus your reading is to predict what you will find and learn from 
the text. Predicting helps us in several ways. Whether we predict the message 
rightly or wrongly, we will remember it better if the issues are clear in our mind. 
Predicting:

Clarifies why we are reading −
Gives us the key words that will help us skim the text. −
Prepares us to remember better −

We can also predict by asking ourselves questions about the text. What do we 
expect to learn about the topic?

Paraphrasing and summarizing improve our comprehension and memory. If we 
can restate the text in our own words, we know we have understood it well. 
When we restate ideas, we are reviewing them in our own minds.

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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Ask Questions or Make Predictions 
Before you Read

Reading is searching for information. To focus our reading we need to know 
why we are reading. What questions will the text answer for us?

When we see a startling headline in the newspaper beside a photo of a favourite 
hockey player, immediately we ask ourselves, “What happened?” Then we read 
the article to find out. 

In some texts, the headings are already formatted as questions to make us 
curious about the content of the text. Handbooks often have a section called 
FAQ’s (Frequently Asked Questions) that provides answers for what people 
most often want to know.

Skill 1: 

 

Table Games FAQs 
What are the most popular Table Games? 

The most popular table game in our casino is 
Blackjack, and that includes Shoe Blackjack 
and Mini Baccarat. Poker is pretty popular, 
too, and the tourists seem to like Roulette. 

How can I become a Dealer? 
If you are interested in becoming a Dealer, 
keep an eye out for Internal Job Postings and 
Training Opportunities.  Talk to your 
supervisor about it, or you can even contact 
Human Resources to get more information.  
Openings for Dealers come up frequently. 

 
 

 

Casino Comps 
In the context of casinos, comps 
are complimentary items given 
out by casinos to encourage 
players to stay and play. Casinos 
give free coupons, meals and 
even hotel accommodations. 
The number of comps that a 
player is given usually depends 
on what game they are playing, 
how much they are betting and 
how long they have played. 

Most casinos have Hosts who 
are responsible for giving out 
free items and contacting 
players to bring them back to 
the casino. Pit Bosses can also 
award comps at Table Games. 
Most casinos now require a 
player to have a Player's Club or 
similar card, so that their play 
can be tracked and comps can 
be awarded. 

Casinoville! 
Join our BigWin-BigSpender Club* and be eligible for 

entertainment discounts and complementary meals or drinks 
every time you play at one of our Gold-Level Tables! 

*See Casinoville Guest services for more details 
 
 



3 of 12Reading to RemembeR

Raj is going to start training as a Dealer. He sees this paragraph in one of the 
manuals he was given. He knows that a comp is a free gift from the casino but 
some questions go through his mind:

What do they give away?  −
Who can get comps? −
How does the Casino control them? −

He reads to find out and “ticks off” the questions in his mind or underlines 
them in the text. Asking and answering help him to understand and remember 
better.

 

Table Games FAQs 
What are the most popular Table Games? 

The most popular table game in our casino is 
Blackjack, and that includes Shoe Blackjack 
and Mini Baccarat. Poker is pretty popular, 
too, and the tourists seem to like Roulette. 

How can I become a Dealer? 
If you are interested in becoming a Dealer, 
keep an eye out for Internal Job Postings and 
Training Opportunities.  Talk to your 
supervisor about it, or you can even contact 
Human Resources to get more information.  
Openings for Dealers come up frequently. 

 
 

 

Casino Comps 
In the context of casinos, comps 
are complimentary items given 
out by casinos to encourage 
players to stay and play. Casinos 
give free coupons, meals and 
even hotel accommodations. 
The number of comps that a 
player is given usually depends 
on what game they are playing, 
how much they are betting and 
how long they have played. 

Most casinos have Hosts who 
are responsible for giving out 
free items and contacting 
players to bring them back to 
the casino. Pit Bosses can also 
award comps at Table Games. 
Most casinos now require a 
player to have a Player's Club or 
similar card, so that their play 
can be tracked and comps can 
be awarded. 

Casinoville! 
Join our BigWin-BigSpender Club* and be eligible for 

entertainment discounts and complementary meals or drinks 
every time you play at one of our Gold-Level Tables! 

*See Casinoville Guest services for more details 
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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. 

1.1 This paragraph is from the Internet. What questions come to your mind 
when you see the heading “Comp Hustlers”? Write them down.

Now read the following article on comp hustlers. Were your questions 
answered? If they were not answered, could you use the double-
underlined words to find out more from an online dictionary or 
encyclopedia? 

 

Comp Hustlers 

There are players, known as 
comp hustlers who attempt to 
maximize the amount of comps 
that they receive, as well as 
minimize their expected losses 
in gambling to receive those 
comps. Comp hustlers play 
games with a low house 
advantage, such as Blackjack or 
Video Poker. Comp hustlers 
may use tactics such as placing 

large bets when a Pit Boss is 
checking their bet size to rate 
them for comps, and then 
moving to a smaller bet size 
when the boss is not watching. 
They may also take frequent 
breaks from playing, play at full 
tables to be dealt fewer hands 
per hour, and play more slowly. 
Comp hustling is a type of 
advantage gambling. 

 
 
 

Where Does all the Money Go? 

Ever wonder where the money earned through your casino ends up? Casinos 
actually make a huge contribution to the province. Casinos contribute millions 
to community projects like hospitals, sports facilities and programs for youth. 
Amateur athletics and music benefit from their support all across the 
province. Proceeds from Bingo go to a variety of local charities. They partner 
in education, research, prevention and treatment of problem gambling. The 
gaming industry also provides steady jobs for thousands of employees. 

 
 

Improving Communication Across Cultures 

How can we improve communication across cultures? When you work with 
people from cultures other than your own, you may observe behaviour that 
you do not understand. This behaviour may be cultural. Even if you do not 
agree with the behaviour, it is important that you understand it before you 
make a suggestive comment or judge the person. For example, people from 
Asia are taught never to contradict or question the decision of their 
supervisors. In our culture, we are encouraged to ask questions and make 
suggestions at work. Canadian Supervisors like to know what the workers are 
thinking and if they have questions and will feel frustrated if they don’t speak 
up. The new immigrants are actually showing respect to the supervisor by not 
speaking up. Supervisors have to understand this and be aware that it is very 
difficult for people to change their lifelong habits. 
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1.2 Change these imaginary headings into questions and predict the content 
of the text. Draw on your own experience to make predictions about 
what information will be in the text. The first one is done for you.

a) Six Ways to Improve Your Professional Image

Questions: How can I improve my Professional Image?

Predictions: Be well groomed; greet people confidently

b) Dealing with Customer Complaints

Question: 

Predictions: 

c) Security Nightmares

Question:

Predictions:

Capture the Main Idea and Summarize

Another way to consolidate our understanding of what we read is to summarize, 
to write a shortened version of the piece in our own words. To do this we need 
to be able to identify three things: 

1.  The topic or subject of the text. (What is the paragraph about? )

2.  The main idea or argument of the text. (What is the opinion of the 
writer on the subject?)

3. The supporting details. (What does the writer say about the subject to 
support his or her point of view?)

Once we identify these parts of a text, we can create a summary, or shortened 
version of the text. In the next section, we will see some examples of the use of 
summaries.

Skill 2: 
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Where Does all the Money Go?
Your brother asked you this question a week ago so you read up on it in a 
gambling magazine. This is what you read:

Prepare to summarize. Answer these questions in your own words:

a) What is the topic? (Look at the title and the question to be 
answered.)

Who gets the money gained from casinos? −

b) What is the main idea? (What message does the author want you 
to get?)

Casinos contribute a lot to the province. −

c) List three supporting details: (How does the author show that his 
or her idea is valid?)

Casinos contribute to hospitals, youth programs, sports  −
facilities, music 
Casinos support programs for problem gamblers. −
Thousands of people work in casinos. −

When you are satisfied with your answers, you write them up as an email to 
your brother, summarizing the article and answering his question, as follows:

“Do you remember asking me who got the money from the casinos? Casinos 
contribute a lot to the province. They contribute to hospitals, youth programs, 
sports facilities and music. They support programs for problem gamblers. 
Besides, thousands of people work in casinos.”

 

Comp Hustlers 

There are players, known as 
comp hustlers who attempt to 
maximize the amount of comps 
that they receive, as well as 
minimize their expected losses 
in gambling to receive those 
comps. Comp hustlers play 
games with a low house 
advantage, such as Blackjack or 
Video Poker. Comp hustlers 
may use tactics such as placing 

large bets when a Pit Boss is 
checking their bet size to rate 
them for comps, and then 
moving to a smaller bet size 
when the boss is not watching. 
They may also take frequent 
breaks from playing, play at full 
tables to be dealt fewer hands 
per hour, and play more slowly. 
Comp hustling is a type of 
advantage gambling. 

 
 
 

Where Does all the Money Go? 

Ever wonder where the money earned through your casino ends up? Casinos 
actually make a huge contribution to the province. Casinos contribute millions 
to community projects like hospitals, sports facilities and programs for youth. 
Amateur athletics and music benefit from their support all across the 
province. Proceeds from Bingo go to a variety of local charities. They partner 
in education, research, prevention and treatment of problem gambling. The 
gaming industry also provides steady jobs for thousands of employees. 

 
 

Improving Communication Across Cultures 

How can we improve communication across cultures? When you work with 
people from cultures other than your own, you may observe behaviour that 
you do not understand. This behaviour may be cultural. Even if you do not 
agree with the behaviour, it is important that you understand it before you 
make a suggestive comment or judge the person. For example, people from 
Asia are taught never to contradict or question the decision of their 
supervisors. In our culture, we are encouraged to ask questions and make 
suggestions at work. Canadian Supervisors like to know what the workers are 
thinking and if they have questions and will feel frustrated if they don’t speak 
up. The new immigrants are actually showing respect to the supervisor by not 
speaking up. Supervisors have to understand this and be aware that it is very 
difficult for people to change their lifelong habits. 
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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. 

2.1 Read the following paragraph. Then answer the questions that follow. 

a) What is the topic? (Look at the title and think of questions to be 
answered)

b) What is the main idea? (What message does the author want you 
to get?)

(Continue the question on the next page.)

 

Comp Hustlers 

There are players, known as 
comp hustlers who attempt to 
maximize the amount of comps 
that they receive, as well as 
minimize their expected losses 
in gambling to receive those 
comps. Comp hustlers play 
games with a low house 
advantage, such as Blackjack or 
Video Poker. Comp hustlers 
may use tactics such as placing 

large bets when a Pit Boss is 
checking their bet size to rate 
them for comps, and then 
moving to a smaller bet size 
when the boss is not watching. 
They may also take frequent 
breaks from playing, play at full 
tables to be dealt fewer hands 
per hour, and play more slowly. 
Comp hustling is a type of 
advantage gambling. 

 
 
 

Where Does all the Money Go? 

Ever wonder where the money earned through your casino ends up? Casinos 
actually make a huge contribution to the province. Casinos contribute millions 
to community projects like hospitals, sports facilities and programs for youth. 
Amateur athletics and music benefit from their support all across the 
province. Proceeds from Bingo go to a variety of local charities. They partner 
in education, research, prevention and treatment of problem gambling. The 
gaming industry also provides steady jobs for thousands of employees. 

 
 

Improving Communication Across Cultures 

How can we improve communication across cultures? When you work with 
people from cultures other than your own, you may observe behaviour that 
you do not understand. This behaviour may be cultural. Even if you do not 
agree with the behaviour, it is important that you understand it before you 
make a suggestive comment or judge the person. For example, people from 
Asia are taught never to contradict or question the decision of their 
supervisors. In our culture, we are encouraged to ask questions and make 
suggestions at work. Canadian supervisors like to know what the workers are 
thinking and if they have questions and will feel frustrated if they don’t speak 
up. The new immigrants are actually showing respect to the supervisor by not 
speaking up. Supervisors have to understand this and be aware that it is very 
difficult for people to change their lifelong habits. 
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c) Supporting details: (How does the author show that his or her 
idea is valid?)

d) Use your answers to write a summary of the paragraph.

2.2 Read the following paragraph. Then answer the questions that follow. 

a) What is the topic? (Look at the title and think of questions to be 
answered)

(Continue the question on the next page.)

 

The Importance of Customer Service 

Your property’s success and, ultimately, your success come from guests who 
say positive things about your products and services. When guests tell others 
about your great service, they are the best advertising for your casino. 
Guests expect your best service. Less than your best can suggest to guests 
you don’t really care about serving them. This attitude can drive guests away. 
Service is what sets your casino apart from the others. Each time a guest 
receives anything less than your highest level of service, the casino misses 
an opportunity to create a satisfied, loyal guest and the guest has a negative 
experience. 96% of dissatisfied guests never complain about rude or 
discourteous service. 95% of dissatisfied guests who do complain will likely 
come back and buy again if their complaints are handled professionally. 

 
 
 

The Benefits of Collective Bargaining 
Collective bargaining is the negotiation between the representatives of 
organized workers and their employers to determine wages, hours and 
working conditions. Once the collective bargaining process is complete, the 
workers and employer come to an agreement. The result of the negotiations 
is called a collective agreement, a legal agreement. A peaceful, cooperative 
relationship between management, union representatives and workers 
makes problem solving easier and less time-consuming. They agree on the 
definition of full-time and part-time status, harassment and discrimination 
issues and how grievances or complaints are settled. Through collective 
bargaining, workers have a voice in decision-making and are able to secure 
living wages, benefits and job security. The union helps to ensure fairness in 
the workplace and a safe working environment. 
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b) What is the main idea? (What message does the author want you 
to get?)

c) List three supporting details: (How does the author show that his 
or her idea is valid?)

d) Use your answers to write a summary of the paragraph.

2.3 Read the following paragraph. Then answer the questions that follow. 

(Continue the question on the next page.)

 

The Importance of Customer Service 

Your property’s success and, ultimately, your success come from guests who 
say positive things about your products and services. When guests tell others 
about your great service, they are the best advertising for your casino. 
Guests expect your best service. Less than your best can suggest to guests 
you don’t really care about serving them. This attitude can drive guests away. 
Service is what sets your casino apart from the others. Each time a guest 
receives anything less than your highest level of service, the casino misses 
an opportunity to create a satisfied, loyal guest and the guest has a negative 
experience. 96% of dissatisfied guests never complain about rude or 
discourteous service. 95% of dissatisfied guests who do complain will likely 
come back and buy again if their complaints are handled professionally. 

 
 
 

The Benefits of Collective Bargaining 
Collective bargaining is the negotiation between the representatives of 
organized workers and their employers to determine wages, hours and 
working conditions. Once the collective bargaining process is complete, the 
workers and employer come to an agreement. The result of the negotiations 
is called a collective agreement, a legal agreement. A peaceful, cooperative 
relationship between management, union representatives and workers 
makes problem-solving easier and less time-consuming. They agree on the 
definition of full-time and part-time status, harassment and discrimination 
issues and how grievances or complaints are settled. Through collective 
bargaining, workers have a voice in decision-making and are able to secure 
living wages, benefits and job security. The union helps to ensure fairness in 
the workplace and a safe working environment. 
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a) What is the topic? (Look at the title and think of questions to be 
answered)

b) What is the main idea? (What message does the author want you 
to get?)

c) List supporting details: (How does the author show that collective 
bargaining is beneficial?)

d) Use your answers to write a summary of the paragraph.
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Compare 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 Answers will vary

1.2 Your own answers are the best answers but here are some possible 
responses:

a) What are some of the ways I can improve my image?
 Predictions: You wrote out your own six ways.

b) How do you deal with an angry customer?
 Predictions: You remembered some tips from your training.

c) What are the worst things that can happen while you are on 
duty?

 Predictions: You imagined some horrible situations or  
remembered some stories you have heard from Security 
Officers.

2.1 Suggested answers; yours may differ somewhat:

a) The topic: Improving communication across cultures.

b) The main idea: Different behaviour is often due to cultural 
differences.

c) The supporting details are given in an example that describes 
how “good” behaviour in another culture can seem strange to 
Canadians.

d) Your summary will be different but it could look like this:
 We can improve communication across cultures if we understand 

that “strange” behaviour is often due to cultural differences. 
Sometimes good behaviour in one culture can seem strange or 
wrong to Canadians.
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2.2 Suggested answers; yours may differ somewhat:

a) The topic: Why Customer Service is Important

b) The main idea: The success of a business depends on the 
satisfaction of clients.

c) Three supporting details: 

Guests expect only your best. −
Most guests do not complain, but they leave the casino  −
dissatisfied. 
Guests will talk about bad service if they are not  −
satisfied.

d) Your summary will be different but it could look like this:

Guests always expect your best service. They may not  −
complain but if they leave the casino dissatisfied, they 
will probably talk about it to others.

2.3 Suggested answers; yours may differ somewhat:

a) The topic: Benefits of collective bargaining

b) The main idea: It is beneficial for employers and unionized 
workers to negotiate an agreement on the most important issues 
in the workplace.

c) Supporting details: 

A collective agreement gives workers guarantees of job  −
security and living wages and a safe and respectful work 
environment.
Employers benefit because it provides for easier and  −
faster problem solving.

d) Your summary will be different but it could look like this:

 It benefits both employers and unionized workers to negotiate 
an agreement on workplace issues. A collective agreement gives 
workers guarantees of job security and living wages and a safe 
and respectful work environment. Employers benefit because it 
provides for easier and faster problem solving.



Foundation Section

Reading Memos, 
Emails and Bulletins

Reading Memos, 
Emails and Bulletins



Reading MeMos, eMails and Bulletins 1 of 10

Memos and emails have taken the place of the business letter in most 
workplaces. Emails contain information directed to individuals or 
department heads; memos usually contain information intended for a 

large number of employees. Memos are often contained in emails and then the 
message is either distributed to the workers orally or posted as a bulletin where 
all can read it. 

In the casino, it is important to be aware of everything that is happening. This 
means a constant flow of information from one department to another or from 
managers to the front line. 

Most of our reading at work comes to us with a specific purpose. One strategy 
to help you read confidently is to focus on why the message was written:

To give  − Information (Memos about changes in policies and procedures, 
announcements about up-coming courses or new casino promotions.)
To give  − Instruction (Memos often give specific instruction about what 
to do. Some are reminders about existing duties. Instructional manuals, 
health and safety guides, policies and procedures, duty rosters, are 
examples of instructions.) 
To make  − Requests (Emails might ask you to provide information, to 
cover for another employee or to change some of your work routine.)
To  − Remind (For example, to restate something that has already been 
addressed but perhaps forgotten.)
To  − Invite (An invitation to join the casino baseball team or a posters 
about a staff social event, for example.)
To  − Follow Up (These messages refer back to previous contacts. For 
example, they may give an update on a request that someone made, 
comment on progress or thank someone for a job well done.)
To  − Thank, Congratulate or Complain (Sometimes a complaint is 
really a request for better performance.)

Often memos or email contain more than one message.

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

Introduction
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Identifying the Message

In the previous section, you practiced some strategies to clearly understand 
meaning. In this section, we will apply the same skill to reading memos, postings 
and emails. We ask: 

What is the message about? −
Why is this message important? −
How should I respond? −

What is this Memo About?
What is the Topic?
Angelique works in Slots and sees memos posted every day. As she skims the 
text below, she sees the names of certain areas in capital letters (Lucky Spades 
Lounge) and the words renovations, access, closed, restricted.  She sees a 
common theme in the information and knows it involves areas that are being 
restricted because of the renovations.

What is the Purpose?
Once she knows the topic, she immediately wonders, what information can I 
expect to get in this memo?

When and where are the restrictions?1. 
If I work in Slots, how is my department affected?2. 
How am I personally expected to respond?3. 

Skill 1: 
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Angelique then reads the memo, paying close attention to get the details and the 
answers to her questions. You will find the answers to her questions numbered 
and underlined in the following memo.

After reading the memo, numbering, and underlining the important information, 
Angelique knows what is happening, what changes to expect in Slots and exactly 
what she is expected to do.

MEMO
To: 
From: 
Date:

Subject:

This week renovations begin on the Lucky Spades Lounge (1) It will be closed 
and some areas will remain restricted until Sept 1. Access to the Slots area will 
be restricted (2) to the North entrance and the Souvenir Shop entrance.

While the Lucky Spades is closed, we will be happy to serve alcoholic beverages 
in the Super Snack near Table Games and, of course, guests are welcome to use 
the Racetracker Bar on the second level.

Slot attendants will access the Bank by the Souvenir Shop (2) while renovations 
are in progress. 

Slots morning shift, please make sure temporary sandwich board signage is in 
place (3) to direct traffic around the construction area.

We regret the inconvenience to our clients. Please ensure clients are aware of the 
changes (3) and be ready to direct them to these alternatives.(3)

Slots and Bank Staff
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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.  

The following exercises will help you to read faster and to really “nail” the 
message.

1.1 Angelique was able to know the topic immediately by skimming the 
memo for key words. If you skimmed a memo and saw these key 
words, what would you guess the subject of the memo to be?

Float, cash, balance

Collective agreement, 
union representative, 
labour relations
intoxication, drinking, 
alcohol

Pleasant, calm, positive

danger, warning, caution

Blackjack, poker, roulette

1.2 Find the purpose and information about the memo. 
Skim the following memos as quickly as you can. (5 seconds!)  −
Cover the memo and answer the questions. −

(Continue the question on the next page.)

the Woolly Bears Picnic will be taking place in a couple of months. We 
need all the volunteers we can get to make this another successful picnic. 
this is a great cause and it’s good fun, too. We need people to make 
sandwiches and to man the picnic tent.

Please contact Brenda sikes at the above address or give me a call at 
555-2761 if you want to volunteer this year.
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a) What is the memo about?

b) What is the purpose of the memo?

c) How does the writer expect you to respond?

d) What is the memo about?

e) What is the purpose of the memo?

f) How does the writer expect you to respond?

MEMO
To: 
From: 
Date:

Subject:

Please ensure that all Slot staff is aware of the new emergency evacuation 
procedures. While the Lucky Spades Lounge is closed for renovations, all 
Slot Attendants will evacuate through the North Entrance and not through the 
Lounge as they previously did.

Please circulate this memo to all Slot Staff.

Slot Supervisor
Fire Warden

 Nov. 25, 2000
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Get the Message from Email

Emails are memos or short letters that are sent electronically. Most work-
related messages have a similar three-part structure. The organization helps us 
to understand the message quickly. 

The introduction will tell you what to expect in the document. Emails usually 
have a subject line, which gives us the topic. Often the main idea of the piece is 
re-stated in the first paragraph. Once we know the main reason for the message 
or the text, we can begin to predict the information that comes in the following 
paragraphs. 

The body of the message will give more information and details about the topic. 
The body may be as short as one paragraph or it may be several paragraphs, 
each paragraph adding support for the message.

The conclusion will often sum up what is important in the message and 
sometimes will request that you act on the information given.

Introduction: Lets you know what’s coming

Body: The “meat” of the matter and some details

Conclusion: Ties the message together by referring 
back to the Introduction.

Skill 2: 

 

The Importance of Customer Service 

Your property’s success and, ultimately, your success come from guests who 
say positive things about your products and services. When guests tell others 
about your great service, they are the best advertising for your casino. 
Guests expect your best service. Less than your best can suggest to guests 
you don’t really care about serving them. This attitude can drive guests away. 
Service is what sets your casino apart from the others. Each time a guest 
receives anything less than your highest level of service, the casino misses 
an opportunity to create a satisfied, loyal guest and the guest has a negative 
experience. 96% of dissatisfied guests never complain about rude or 
discourteous service. 95% of dissatisfied guests who do complain will likely 
come back and buy again if their complaints are handled professionally. 

 
 
 

The Benefits of Collective Bargaining 
Collective bargaining is the negotiation between the representatives of 
organized workers and their employers to determine wages, hours and 
working conditions. Once the collective bargaining process is complete, the 
workers and employer come to an agreement. The result of the negotiations 
is called a collective agreement, a legal agreement. A peaceful, cooperative 
relationship between management, union representatives and workers 
makes problem solving easier and less time-consuming. They agree on the 
definition of full-time and part-time status, harassment and discrimination 
issues and how grievances or complaints are settled. Through collective 
bargaining, workers have a voice in decision-making and are able to secure 
living wages, benefits and job security. The union helps to ensure fairness in 
the workplace and a safe working environment. 
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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. 

2.1 Mini, at Guest Services, got the email below this morning. She read 
the subject line that introduces the email so she understood what the 
memo was about. She read the bulleted information about the special 
attention the group might require. The conclusion requested that she 
and the rest of the front line staff be alert to the needs of these clients. 
Mimi has experience with different types of guests, so she reads, 
understands and responds to this memo very quickly.

Draw boxes around the introduction, body and conclusion sections of 
the message and label the three parts in the margin.

Send

To

Date

Subject

All Front Line and Security Staff

Tuesday, April 5

Guests from Seniors Home expected today 

Two buses from Welborne Senior Complex will be arriving between 10:30 and 11:00 this 
morning. All front line staff are asked to be alert to the special needs of this group. Four 
attendants will be arriving with the seniors and will provide information about any guests 
who may require help.

Extra Security will be on hand outside the building to assist with walkers and  −
wheelchairs. Ensure that they stay on hand for the arrival of both buses.
Please have as many Casino walkers and wheelchairs as possible on hand.  −
Alert First Aid staff to be on call, especially those with knowledge of equipment  −
such as the defibulator and respirator. 

Please introduce yourselves to the attendants and offer your help. Keep an eye on our 
senior guests and take note of any changes we may need to make in our reception. This is 
the first group visit from the nursing home and we want them to experience all the warmth 
and excitement of our fine gaming atmosphere.

Morley Firth
Guest Services
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2.2 Draw boxes around the introduction, body and conclusion sections of 
the following message and label the three parts in the margin.

Send

To

Date

Subject

All Casino Staff

March 21, 2008

Cell phone Policy

We would like to remind all staff that guests are not allowed to use their cell phones 
in any gaming areas of the casino. They are more than welcome to use their phones 
in the non-gaming areas including the restaurant and lounges, as well as outside the 
front of the casino. 

If you see a guest answering their phone at one of the slot machines or at the Table 
Games, please remind them of this policy. If they do not comply, please contact your 
manager/ supervisor or a Security Officer immediately.

If you have any concerns, please don’t hesitate to contact your manager and/or 
supervisor on duty.

Thank you,

Ann Jones
Casino Manager
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Compare 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

Float, cash, balance Handling floats

Collective agreement, union 
representative, labour relations unions

intoxication, drinking, alcohol serving alcohol responsibly

Pleasant, calm, positive serving customers with sympathy/
empathy

danger, warning, caution Handling dangerous materials

Blackjack, poker, roulette table games

1.2

a) The Woolly Bears Picnic 

b) To recruit volunteers to work at the picnic

c) The writer hopes you will respond by volunteering your time at 
the picnic.

d) New evacuation procedures

e) To advise employees that they must evacuate by the North 
Entrance in case of emergency

f) The writer expects you to distribute this information to all staff 
as effectively as possible to ensure they know about the change 
in evacuation procedures.
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2.1

Introduction
What the message is about: 
a large group of clients who 
may have special needs.

two buses from Welborne senior Complex 
will be arriving between 10:30 and 11:00 this 
morning. all front line staff is asked to be alert to 
the special needs of this group. Four attendants 
will be arriving with the seniors and will provide 
information about any guests who may require 
help.

Body
several suggestions for 
preparing to greet the 
seniors.

extra security will be on hand outside  −
the building to assist with walkers and 
wheelchairs. ensure they stay on hand 
for the arrival of both buses. 
Please have as many Casino walkers  −
and wheelchairs as possible on hand. 
alert First aid staff to be on call,  −
especially those with knowledge of 
equipment such as the defibrillator and 
respirator.

Conclusion
Restates the main idea of the 
message and requests your 
action

Please introduce yourselves to the attendants 
and offer your help. Keep an eye on our senior 
guests and take note of any changes we may 
need to make in our reception. This is the first 
group visit from the nursing home and we want 
them to experience all the warmth and excitement 
of our fine gaming atmosphere.

2.2

Introduction 
in the subject line . . . 

Cell phone and photographs policy   

Body 
Policy details  −

instructions about  −
how to respond

We would like to remind all staff that guests 
are not allowed to use their cell phones in any 
gaming areas off the casino. they are more than 
welcome to use their phones in the non-gaming 
areas including the restaurant and lounges, as 
well as outside the front of the casino. 

if you see a guest answering their phone at 
one of the slot machines or at the table games, 
please remind them of this policy. if they do not 
comply, please contact your Manager/ supervisor 
or a Security Officer immediately.

Conclusion 
offers further information and 
support if needed.

if you have any concerns, please don’t hesitate to 
contact your Manager and/or supervisor on duty.
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Teaching Tip 1
To master the language of manuals, encourage learners to use the strategies 
they practiced in other Reading Skills foundation sections to remember the 
meaning:

Underline the words you do not understand −
Guess the meaning from the context  −
Look up unfamiliar words in a dictionary −
Watch for these words in your reading −
Try using the words in a new situation −

Testing Comprehension of Instructions
Working on their own, learners can show comprehension by: 

Summarizing or illustrating instructions −
Writing a new set of instructions on a similar topic −
Developing FAQs or checklists based on the instructions −

To demonstrate comprehension of the instructions, wherever possible combine 
reading with action. For example in the section on Proper Lifting Techniques, 
prepare the page as a poster and have the reader demonstrate each step. Use 
empty boxes or similar objects to demonstrate. 

Have one learner read and then clarify the instructions, paraphrasing and 
demonstrating as needed. Other learners can participate by following the 
instructions or asking questions.

1

Teaching Tips
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Teaching Tip 2
Review this list of reading strategies from the HRDSC website 
(http://www.rhdcc-hrsdc.gc.ca) and discuss with learners. Have them check off 
the ones they feel they are already applying.

Improve your reading skills with these tips:
Try to understand the meaning of new words based on their context  −
(how they are used within the sentence or paragraph) instead of using a 
dictionary. 
Skim text (read through quickly) to get a general idea of what it is about.  −
When skimming, focus on key words, section headings, introductions 
and conclusions.
Scan text when you are looking for specific information. When scanning,  −
run your eyes over the text quickly looking for words or phrases related 
to the information you are trying to find.
When you finish reading a paragraph, stop and summarize what you  −
have read in your own words.
Turn headings and sub-headings into questions, then scan the text for  −
the answers.
Take breaks often when reading longer texts. This will help you stay  −
focused and ensure that you do not become overwhelmed with too much 
information.
As you read, make notes on important sections or key pieces of  −
information.
While reading a text, write down any questions or thoughts you may  −
have in the margin or on a sticky note so that you can follow up on them 
later.
Read the dictionary or a thesaurus to expand and strengthen your  −
vocabulary.

2
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Every casino employee will likely read at least one manual during their 
employment, even if that manual is the casino’s new employee handbook.  
Employee handbooks and casino policy manuals typically describe 

rules that all employees are expected to follow and provide information that all 
employees need to know. Casino employees often also need to read job-specific 
manuals, handbooks and procedures about things like how to use certain types 
of equipment and procedures for doing certain job tasks.  Manuals, handbooks 
and procedures tend to be larger documents that often have a unique structure 
and organization, and sometimes even their own language.  For this reason, it 
is helpful for casino employees to develop reading strategies that will make 
working with these types of documents easier.

In this section, you will learn how to:
Read instructions −
Navigate manuals and handbooks −

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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Read Instructions

Instructions are written in many forms:

Step-by-step −  instructions are often given in numbered point form 
and accompanied with diagrams or photos. We usually follow these 
instructions by actually doing the steps.
Advice −  can come in many forms and is often given in an effort to 
change work habits or behaviour. We are asked to reflect on our present 
behaviour and think about the benefits of change. Often persuasive 
language is used.
Rules, Regulations, Procedures  − are often written in a rigid format and 
use language that describes what is or what must be. For example: Drop 
boxes are turned in at the end of each shift. Cash must be balanced. 
Discrepancies will be recorded. 

Step-by-step instructions are the easiest to follow. You can often do each step 
as you read and can see the result of your work. They are usually written in 
very clear, plain language. Often the steps are marked by short imperatives and 
single-word warnings.

An imperative is an order:
Open the front of the machine

Remove the paper

Close the door 

Press Start

Do not force

Step-by-step instructions work well for hands-on tasks such as maintenance of 
machines, set-up and closing procedures or cleaning an area.

Skill 1: 

1
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Instructions that deal with “soft skills,” which deal with people and feelings, are 
more complex and involve explanation. Instructions are more often softened or 
worded as information or reminders. 

Imperative    Softened request
Keep the area clear.   Please ensure the area is kept clear.
Tell us about complaints.  Employees are encouraged to bring   
     complaints forward.
Do not use the washrooms.  Please refrain from using the restaurant  
     washrooms.
Make the client comfortable.  Try to make the client comfortable.
Contact the Scheduling Office. Employees should make every effort to  
     contact the Scheduling Office.

Wajida is a Slot Supervisor and she often has to read rules and regulations and 
interpret them for staff. The language in the manual is formal and softened. She 
often rewords the rules in language that is more informal and familiar. 

Formal, written language Informal language: What Wajida says
Refrain from smoking on the property. don’t smoke on the property.
Failure to secure ink cap will result in 
spilling.

Close the cap tightly or the ink will spill.

Casino property is intended to be used 
solely for Casino business.

do not use the Casino’s equipment for 
your own business.

You must forego earnings for the day you 
missed.

You will not be paid for the day you 
missed.

You are encouraged to make every effort. You should try.
Should the office be closed when you start 
your shift . . .

If the office is closed when you start your 
shift . . . 

Verify the settings prior to starting the 
machine.

Make sure the settings are correct before 
you start the machine.

avoid physical contact. don’t touch!
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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.

1.1 Read through the instructions. Then rewrite the instructions in plain, 
informal English. Use your own words for the explanation; don’t look 
back at the poster. If possible, show each step as you explain it, using 
an empty cardboard box to demonstrate.

Safe Lifting

Lifting:

if required, wear safety shoes and gloves. �
Warm up or stretch your muscles before lifting. �
Minimize manual lifting.  �

Use mechanical aids when lifting is difficult.

know the weight of an item that you plan to lift. get help or use  �
mechanical assistance as required for heavy or bulky items.
grip with the whole hand, not just the fingers. The palms of the hand  �
have the greatest gripping area and strength.
lift with your legs, not your back; this is because your legs muscles  �
are larger and better positioned over the hips and knees to support 
this activity. 
do not twist; instead, always position your hips and feet toward the  �
object you are lifting or moving. 
Maintain the natural curves of the neck, upper back and lower back  �
while lifting, moving and even sitting.
keep objects close to your body; this reduces the leverage on your  �
spine.
Plan for clearance to avoid getting pinched hands or fingers. �
do not lift with wet or oily hands. �
do not attempt to jerk an item off a surface to raise it. �
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1.2 Read the following poster. Then paraphrase the formal instructions 
using informal language, using the chart below. The first one has been 
done for you.

Formal Informal
Familiarize yourself . . . get to know . . . Find out

should the stairway be 
blocked . . .

activate the Fire alarm Pull 
station

in no case should you use . . .

See that everyone is notified

 . . . is a criminal offence  . . .

 . . . subject to a fine, 
imprisonment or both.

 

How to Act in Case of Fire 

FAMILIARIZE YOURSELF WITH THE EXIT ROUTES OF THE BUILDING 
 

KNOW YOUR WAY OUT IN CASE OF FIRE—SHOULD THE STAIRWAY BE BLOCKED, USE 
OTHER AVAILABLE EXIT ROUTES 

 
1. If you smell smoke or see fire, that is the time to act. Delay is often fatal. 
2. Activate the Fire Alarm Pull Station to alert everyone in the building 
3. Do not lose your self-control. 
4. Immediately close the door of the room in which the fire is located. 
5. Call the City Fire Paramedic Services—Phone 911 giving the name of the building, number and 

street. Do not hang up until the 911 operator confirms. 
6. In no case should you use the elevators. 
7. See that everyone in the building is notified and evacuate immediately. 
8. Do not allow anyone to return for clothing or other belongings. 

WARNING:  Tampering with the local Fire Alarm System or any firefighting equipment is a 
Criminal Offence subject to a heavy fine, imprisonment or both. 

 



Reading Casino Manuals, Handbooks and PRoCeduRes8 of 16

1.3 Procedures are written in the form of rules and regulations about how 
things are done. They do not always contain imperatives, but they 
inform us about what is done and what we must do. 

The following contains instructions from a Request for Leave form. 

Using the information given in the regulations above, decide whether 
the following statements are True or False. Underline the segment of 
the text that supports your answer.

a) You must apply at least seven days before your leave. 

b) You do not need your department’s approval for DLT or 
ALOA leave.

c) Applications that arrive early will be given preference.

d) If you want to cancel a vacation that has already been 
approved, you must request the cancellation in writing.

e) This request (from “d” above) will probably be denied.

f) You can cancel only a part of a previously approved 
vacation.

______

______

______

______

______

______

 

 Employee Obligations: 
 All requests must be received by the Schedule Liaison 

Officer a minimum of 7 days prior to the Leave. 

 All requests for discretionary leave time (DLT) or full shift 
approved leave of absence’s (ALOA) require the 
appropriate departmental approvals. 

 The approvals are based on a first come, first served basis 
and are governed by the operational requirements of the 
department. 

 Individuals finding it necessary to cancel vacation that has 
been approved by seniority, must put their request in 
writing and forward to the Executive General Manager or 
designate for the vacation to be cancelled, and said 
request will not be unreasonably denied. In this situation, 
the entire block will be cancelled if approved. 

 If there are insufficient banked hours to cover the time off 
as requested, I hereby authorize the MLC Schedule Office 
to deduct the required number of hours from my Overtime 
or Stat banked time to satisfy the request. I also 
understand that if there are still insufficient banked hours, 
the Request for Time Off will not be approved. 
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Navigate Manuals and Handbooks

The casino uses Manuals, Guides, Handbooks Policies and Procedures to train or 
inform new hires, for on-the-job reference and for review. In some departments, 
such as Bank and Table Games, the policies and procedures change frequently 
to meet the needs of the moment. Employees need to be able to navigate the 
procedures documents with ease to keep up-to-date. 

These documents contain a lot of information relevant to some aspect of the 
work you do. Among other things, they contain:

Information −
Instructions, including detailed step-by step procedures −
Diagrams and illustrations −
Advice and recommendations −
Scenarios for discussion and comment −
Tests and quizzes for review −

Most manuals are well-organized to help readers find information quickly and 
easily. However, because they are much larger, you will need to apply your 
skills of scanning and skimming. Your search for information will be guided 
by: 

Tables of contents −
Indexes −
Titles −
Headings −
Illustrations with captions −
Formatting aides like italics, bolded and underlined points −
Sidebars −
Lists and tables −

In this section, you will be applying many of the skills you learned in the previous 
sections: skimming, scanning, building vocabulary and reading for detail.

Skill 2: 

2
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Explore your Manual

When Jack began his training, he received an instructional Manual to help 
him through his training. He took time to check the Table of Contents (TOC) 
carefully. He noticed the following features:

It had colour coding or numbering on the sides of the pages to help  −
search.
It had regular sections for review. −
It offered some special features at the back. For example, information  −
and addresses for further training or certification.
In the Appendix, he saw samples of the forms he would be using on the  −
job.

During training, Jack was able to find the instructor’s references more quickly.
After training, while he got used to the procedures, he was able to refer back to 
different sections of the manual.

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 Scan the following page from a First Aid Manual and then answer the 
questions. 

(Continue the question on the next page.)



11 of 16Reading Casino Manuals, Handbooks and PRoCeduRes

(Continue the question on the next page.)

Survey the scene quickly to identify potential dangers.  

Check to see if the person can breathe, speak or cough forcefully.
•	 If they can breathe, speak or cough forcefully, do not touch them. 

Tell them to try to cough up the object. If they are unable to get the 
object out and the obstruction lasts for more than two minutes, get 
medical help immediately. 

•	 If the person cannot breathe, speak or cough, there maybe a severe 
obstruction. Check by asking, “Are you choking?” 

Stand behind the person to support 
them if they become unconscious. 
Find the correct hand position using 
only your fist. Make sure your 
forearms are not pressing against 
the ribs.

Perform abdominals thrust with the 
intention of removing the object. 
Continue performing abdominal 
thrusts until either the object is 
removed or the person becomes 
unconscious. 

4.

3.

Step 3 - Find the top of the hip 
bones. Place your foot between the 
person’s feet for a steably stance.

Step 3 - Place your 
fist midline, just above 
the other hand.

Step 4 - Hold 
the fist with the 
other hand and 
press   inward 
upward with a 
quick,   forceful 
thrust. This is 
an abdominal 
thrust.

Step 2 - Listen to how well the casualty 
speaks and for other sounds to determine 
if the obstruction is mild or severe.

If choking 
is caused by 
swelling of the 
airway from 
an infection, 
injury or 
allergic reaction, 
abdominal thrusts 
won’t work. Get 
medical help 
quickly.

If
Choking adult conscious 
who may become unconscious
1.
2.

IMPORTANT: This information sheet is for the purpose of this reading activity only. DO NOT USE 
this information as instructions for performing this emergency procedure.

If the airway is cleared, give ongoing 
casualty care for choking. If the 
person becomes unconscious, don’t 
panic. Continue with the first aid 
procedures on the next page.

5.

•	 If they answer no, the problem maybe caused by swelling of 
the airway from an infection, an injury or allergic reaction. 
Abdominal thrusts will not work. Get medical help immediately. 

•	 If yes, then begin abdominal thrusts to try to remove the 
blockage. Go to Step 3. 

  
Choking Activity: Conscious who may become unconscious 

1. If the obstruction is mild, you should / should not (circle your choice) do something to help.  
 
2. Abdominal thrusts should be directed in two directions, _________________  and ________________.  
 
3. When giving abdominal thrusts, you should continue until either: 
 a)  ___________________________________________ 
 
 b)  ___________________________________________ 
 
4. If choking may be a result of swelling of the airway, abdominal thrusts will / will not (circle your choice) 

work. You should get ___________________ as quickly as possible. 
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a) What methods/tools does this manual use to make the instructions 
very clear?

Diagrams �
Scenario �
Repetition �
Step by step instructions �
Dialogue �
FAQ’s �
Pop up warning �
Alphabetical order �
Quiz to test your comprehension and memory �

b) What methods/tools do you find most helpful? Try to find the 
handbooks and manuals that use the instruction strategies that 
work best for you.

2.2 Read the manual section below and answer the questions that follow.

(Continue the question on the next page.)

 

Title: 
 

1 When guests receive rude or discourteous service, they don’t usually 
complain. It is worse however, because if they go away dissatisfied, they will 
probably not return, and even worse they will tell others about their 
complaints. That is why it is important to “recover” these clients and here is 
how you can do that.  

 
2 First of all we need to observe clients who seem discontented and encourage 

them to give their feedback. By staying calm and listening sincerely, we show 
empathy.  Then we show that we understand how the guest feels and, if the 
casino has been at fault we apologize.  We reassure the guest that we will 
personally deal with the problem.  

 
3 We try to find a solution to the problem that works for the casino and for the 

guest. We ask what the guest feels we should do to correct the situation.  
This may involve taking the concern to the supervisor and perhaps offering a 
compensatory gift certificate or refund.  

 
4 We follow up by thanking the guest for bringing the complaint to our 

attention. We reassure the guest that we are recording the complaint so that 
the situation does not arise again. 

 
5 By showing empathy, by listening carefully and by finding a solution that is 

mutually satisfactory, we can bring back a truly satisfied client. 
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a) Which paragraph (by number) contains the introduction? 

b) How does the introduction prepare you to understand the 
message?

c) Which sentence in the introduction sums up the content of the 
whole piece?

d) List five of the separate points or details can you identify in the 
body of the message.

e) Does this message give information, instruction, a request for 
action or all three?

f) How does the conclusion address the issue presented in the 
introduction?

g) Give the piece an appropriate title.
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Compare 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 When demonstrating be sure you:

Explain each step in your own words as you demonstrate it −
Give examples from your own work experience −
Point out possible problems and safety issues −

1.2

Formal Informal
Familiarize yourself . . . get to know. . . Find out

should the stairway be 
blocked . . . 

if the stairway is blocked . . . 

activate the Fire alarm Pull 
station

Pull the fire alarm

in no case should you use . . . never use . . . 

See that everyone is notified Tell everyone

 . . . is a criminal offence . . .  . . . is against the law . . . 

 . . . subject to a fine, 
imprisonment or both.

 . . . you could be put in jail or have to pay 
a fine

1.3

a) True All requests must be received by the Schedule Liaison  
  Officer a minimum of 7 days prior to the Leave.

b) False  All requests for DLT or full shift ALOA’s require the  
  appropriate departmental approvals.

(Continue the answer on the next page.)
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c) True The approvals are based on a first come – first served  
  basis and are governed by the operational requirements  
  of the department.

d) True Individuals finding it necessary to cancel vacation that  
  has been approved by seniority, must put their request  
  in writing and forward to the Executive General   
  Manager or designate for the vacation to be cancelled,

e) False and said request will not be unreasonably denied.

f) False in this situation, the entire block will be cancelled if  
  approved.

2.1
Diagrams

Repetition

Step by step instructions

Dialogue

Pop up warning

Quiz to test your comprehension and memory

2.2
a) Introduction—paragraph 1

b) The introduction presents the issue (the loss of clients when they 
are dissatisfied) and prepares you for the main content (what you 
can do about it.)

c) “It is important to ‘recover’ these clients and here is how you 
can do that.” 

d) The body contains the following advice:

Be calm −
Listen attentively −
Show empathy −
Apologise if you or the casino is at fault −
Look for a mutually satisfying solution −
Thank the guest for speaking up −
Record the incident so that it will not happen again −

(Continue the answer on the next page.)
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e) All three

The piece gives information about the serious issue of  −
client dissatisfaction.
It offers instruction about how to proceed.  −
It ends by requesting the reader to be aware of clients who  −
are not satisfied with their experience.

f) The introduction presents the issue that needs to be resolved.

The conclusion restates and summarizes the solutions that  −
have been presented in the body.

g) Answers will differ but the title might be “The Importance of 
Client Recovery”.
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This section deals with the Reading skills that Bank Employees 
and Cashiers need to know. Employees working in this area often 
communicate through memos and emails. They read, study and refer to 

procedures manuals. They read prospectuses about promos and entertainment. 
These skills are important for people working in the Bank area because they 
must be aware of any changes taking place during the day. They follow very 
strict procedures, which their manuals lay out in great detail. Cashiers are 
in constant contact with the customers and keep abreast of the new casino 
features in order to be able to answer their questions.

In this section you will practice how to: 
Read department logs −
Read emails, memos and postings  −
Scan brochures to inform others −
Follow step-by-step instructions −
Read detailed, plain-language procedural manuals −

If you have trouble with any of these activities, review the Foundation 
Section: Reading.

Introduction
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Task 1: Read a Department Log
Performing this task involves the following types of Reading:

Skimming and scanning −
Reading for detail −

Level 1 ►

1.1 Bank Logs are records, sometimes hand-written, of what has happened 
during a shift. The entries are very brief messages to the rest of the 
staff in the department. Each entry is initialled. Read the following log 
and use it to answer the questions on the following page.

(Continue the question on the next page.)

InitialsDescription Num.

DAY SHIFT SUPERVISOR:
NIGHT SHIFT SUPERVISOR:

Bank Log

Everybody on time today! 

Percy’s Physical Count Vault Sheets did not balance. He was in a hurry so 
I checked it. Found 12 loose loonies that made up the count.

I received a call from Beatrice regarding meal comps #108636 and 
#509349, both of these comps were issued by Peter Funk. Senior Cashier 
Angela C cashed them out.

Not able to find the variance from Cindy Sanz’s float ($170.95) from retail.  
Will ask Shan to have a try this evening.  

Security warning about counterfeit 50s. Alerted all Cashiers to check 
serial numbers.

Bad weather: Customer Services advises that the Seniors’ 
buses did not arrive.

Two complaints from Cage area about the heat. Notified Maintenance and 
Bill Q. will send a technician in the morning. Please follow up.

I printed out all the performance evaluations. Jackson, please sign June’s 
and give it to her. Also one copy to go to her file and one is sent up to HR.

Bill Counter #100724 had 6 jammed bills in an hour.  Called Technical 
Maintenance and they will remove it in the morning and run tests. If they 
don’t show up early please remind them because we need it replaced ASAP.

Unable to locate variance on Cindy Sanz’s float.
Variances calculated for May 14/10 are: 
  - Cindy Sanz (Retail)  $170.95 down on Gift Certificates  

Asked Security to check on individual who changed $100 to 5’s.  Name is 
Jacob Phin, Driver’s Licence number XL-PHIN624974.

Everybody on Benjamin K., Supervisor from Slots, showed me some 
Jackpot tickets from machine X7-24 that were printing out blurry. He 
assured us they were legitimate and signed to have them cashed out. 
Machine has been taken out.

Bob H. / Son T.
Shan T. / Jackson Carmichael

BH

BH

BH

BH

BH

BH

ST

ST

ST

ST

ST

ST

1

2

3

4

5

6

7

8

9

10

11

12
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a) Which actions require follow-up by the morning shift?

b) Which employee lost track of money or equivalent values?

c) How many copies of June’s performance evaluation did the 
supervisors have to process?  

d) The supervisor logged two machine failures.  What machines 
failed and what were the problems?

Read Interdepartmental Emails, Memos 
and Postings

Performing this task involves the following types of Reading:
Skimming and scanning −
Reading for detail −
Reading to remember −
Predicting the content of a message −

Level 1 ►

2.1 Emails contain different kinds of messages. For example, the first 
email follows up on a piece of faulty equipment in the Bank area. 
Then it informs the Senior Bank Cashier about when the replacement 
will be installed.  

(Continue the question on the next page.)

Task 2: 
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Scan each email and identify the purpose of the message. Is the 
purpose: 

Information −
Reminder −
Request for action −
Follow-up −
Update −
Complaint −

Some items have more than one purpose.

In each email, highlight or underline key words that help you 
understand the purpose of the message. The first one is done for you.

Example: 

  This message’s purpose:  Follow-up

a)

 

This message’s purpose:

(Continue the question on the next page.)

To

Date

Send

Subject

Senior Bank Cashier
July 15

We have tested bill counter TX 432 and have found a flaw in 
alignment of the feeder.  We can have a replacement installed by 
tomorrow.

Martin Fines

To

Date

Send

Subject

Countroom Cashiers
July 15

Our friend Randy is back.  Played Texas Hold‘em for just over 15 minutes, 
then he handed me a stack of 100 $5.00. He wanted me to change them for 
$50s or $100s.  He said he didn’t want to carry such a lot of bills.  The time 
was 17:45.  The bills seem to be OK so I completed the transaction for him. 

Does Security know anything about him?

Donna T.
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b)

 This message’s purpose:

c)

 This message’s purpose:

d)

 This message’s purpose:

To

Date

Send

Subject

All Casino Bank Cashiers
July 15

We have been advised that a large number of counterfeit $50s have been 
circulating in restaurants and Casinos in the area.  Please check all $50s on 
the Counterfeit Bill Numbers List and alert Security to any irregularities.

Thank you.  

James S. 
Security Manager

To

Date

Send

Subject

Bank Supervisor
July 15

Bingo Cashier Gloria Jones phoned in sick at the last minute. We have been 
able to call in a casual replacement, Betty Sanz. Betty has just completed 
training and has not worked a full shift as Cashier before.
She’s a bit nervous about it so please give her your support.

Bob  Z

To

Date

Send

Subject

Communications
July 15

Congratulations on the new signage for the Cage!  We love our new look!  
Now we look less like a “cage” and more like part of the fun.
I think everyone understands us better now.

Thanks!

Lee Willis and all the Cage staff.
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2.2 Read to Remember

Read the posting for a job-training opportunity twice. Then, without 
looking back at it, answer the questions that follow:

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

 

Training Opportunity 

 
Casino Math 

 
July 10 

For Senior Cashiers, Bank and Countroom Supervisors 
 
 

Learn the tricks that will improve your calculating skills. 
 

Machine Math 
Mental Math 

Open only to Full-time Bank Staff and Cashiers 

Please e-mail jsagan@pdq.com 
or get your application form from Human Resources 
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2.3 Predict the Content of a Message

Before we read, we automatically make predictions about the 
content. We base our predictions on the format, on the sender and on 
our previous knowledge of the situation. Predicting allows us to read 
faster and remember better

On June 6 you receive an email from the Training Department. You 
have been approved for training!  What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

Betty Sanz
July 10, 2010
Your Training Schedule

Dear Betty,

This letter is to inform you that you have been scheduled for Casino Math on July 10.
 Morning 9:00 to 12:00  Machine Math
 Lunch on your own
 Afternoon: 1:00 to 4:00 Mental Math 

Presenter:   Lin Fong
Location:     Training Room C

If you are unable to attend the class or have any questions please contact us at 
555-5891.

Thank you,

Jean Sagen
Training and Development 
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Read to Inform Others
Performing this task involves the following types of Reading:

Reading for detail −
Following step-by-step instructions −

3.1 Read and Demonstrate Step-by-Step Instructions 

Once you know how to use Bank equipment, you may be asked to 
show others how it works.  

First read the instructions, then prepare a demonstration on how to 
use the bill counter. Use a diagram of the machine or, if possible, 
practice your demonstration on a real training machine. Explain in 
your own words. 

Tip: Prepare a package of monopoly money or coloured paper representing dirty, 
damaged or winkled bills, some with paper clips and staples, to make your 
demonstration clear. 

Use the “Note Processing Poster” to practice reading and 
demonstrating instructions. 

Task 3: 

 
What you do What you say 

Introduce the topic 
Read the first step aloud from the poster. 
Show the notes 
Explain the instructions in your own words 

First you have to prepare the bills for the machine. 
“Avoid wet, severely stained, folded or damaged notes.” 
This bill is torn, this one has something sticky on it. 
So you don’t put these in the machine. 

Read the next step aloud . . .  
Demonstrate wiping the machine well 
Explain: 

“Remove paper clips, staples, etc.” 
Here are two bills with a paper clip on them. 
Check to see that nothing like that gets into the machine. 

 

 
NOTE PROCESSING: 

 AVOID WET, SEVERELY STAINED, FOLDED OR DAMAGED NOTES. 
 REMOVE PAPER CLIPS, STAPLES, ETC. 
 STRAIGHTEN FOLDED OR WRINKLED NOTES. 
 ARRANGE STACK NEATLY. 
 PLACE (DO NOT THROW) NOTES INTO INPUT HOPPER AREA. 

 
Place the first batch of notes in the input hopper. 
If the automatic feature is selected, counting will begin as soon as the notes are placed in the Hopper. 
If the manual feature is selected, counting will begin when he START Key is pressed. 
 

NOTE:  IF CONTINUOUS COUNTING IS DESIRED, REFER TO ITEM #7 IN THE INTRODUCTION 
SECTION FOR A COMPLETE EXPLANATION. 
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Follow Instructions in a Handbook 
Performing this task involves the following types of Reading:

Reading detailed, plain-language procedural manuals −
Reading instruction manuals to repair counter machines −
Paraphrasing to clarify what you read −

Level 1 ►

4.1 Read Procedures to Clarify

Bank employees check procedures regularly to be sure they are up to 
date. Employees who handle money frequently “dust off” (also called 
“washing hands.”) This process, which becomes a habit, shows the 
surveillance cameras a clear view of the employee’s hands. 

Explain dust-off situations using examples from your own 
experience. Then read the procedures to answer questions below. 

(Continue the question on the next page.)

Task 4: 

 

Dust Off Procedure 

1. Dust Off Technique 
 1.1 To dust off, the employee is required to: 

1.1.1 Extend either hand outward from the base of the body, 
palm up. 

1.1.2 Sweep the opposite hand over and outward, palm down, 
lightly brushing the palms together. Display both hands 
palm up in clear view. 

 
2. Dust Off Situations 
 2.1 Employees are required to dust off after all transactions: 

2.1.1 Before and after any situation which creates an 
obstructed view of the hands for any period of time. 

2.1.2 Before stepping away from the workstation/table/lock 
box. 

2.1.3 Before leaving he room for washroom break, rest period 
(break), or lunch break. 

2.1.4 Before and after picking up any item that has been 
dropped. 

2.1.5 After permission has been received to place hands in 
pockets (if applicable). 

2.1.6 Immediately following closing or dropping a float bag and 
after jackpot payment. 
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According to the procedures, are these sentences True or False?

a) Dust off is used so that cameras are not needed.

b) Hands must be shown with palms up.

c) After taking a break, employees must dust off.

d) Employees must get permission to dust off 
before putting their hands in their pockets.

e) If you drop something, you must dust off before 
and after picking it up.

4.2 Bank procedures use very formal language to describe duties. Build 
your Bank vocabulary by matching the formal language on the left 
with the more informal expressions on the right.

Level 2 ►

4.3 Use a manual to trouble-shoot.

Your note or bill reader has stopped and the Error Code display is 
flashing. Find the description of the error code and the solution to 
the problem. Read the manual below to identify the parts of the bill 
counter and then, to do simple maintenance. 

(Continue the question on the next page.)

__________

__________

__________

__________

__________

 
 

What the procedure says in 
Formal Language 

Rewrite the text in  
Plain Language 

Ensure all co-workers are 
accounted for. 

 

Proceed to the designated meeting 
area in the North parking lot. 

 

Upon being informed of a Stage 
Two Alarm, leave the building. 

 

Await further instruction.  
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Use the first diagram to identify the parts of the bill reader.

(Continue the question on the next page.)

COMPONENT IDENTIFICATION
1. Hopper Area
2. Carrying Handle
3. Thickness Adjustment
4. Hopper Guide (2-Adjustable)
5. Display Panel
6. Stacker Area

ERROR CODE DISPLAY

Error Code: E – H
This error will be displayed when:
1. Notes with holes are detected.
2. Notes that are torn are detected.
3. Notes that are folded lengthwise are 
    detected.

Remove the defective note(s) and press 
the START Key to continue operation.

Error Code: E – C
This error will be displayed when:
1. When notes are stuck together (chained)
2. When notes are severely skewed.

Remove the defective note(s).

Adjust the Thickness Control (refer to 
item 5 in the Functions Section for additional 
information).

Press the START Key to continue operation.

Error Code: E – d
This error will be displayed when:
1. The counter detects a “double”
2. When the Density Level selected 
    does not match the density of the 
    notes being processed.
3. Remove the jammed note(s), reset 
    the density, and press the START 
    Key to continue operation.

Error Code: E – o
This error will be displayed when:
1. The setting of the Thickness Adjustment 
    does not match the thickness of the notes 
    being processed.
2. Remove the jammed note(s), adjust the 
    thickness control, and press the START 
    Key to continue operation.

Error in counting
Designated number: 100
Counted number: 101

Error Code: hoP
A note or other object has jammed in the Input 
Hopper Area as shown in FIGURE #16 (above)

Remove the jam and press the STA RT Key to continue operation. 

COMPONENT IDENTIFICATION
1. Hopper Area
2. Carrying Handle
3. Thickness Adjustment
4. Hopper Guide (2-Adjustable)
5. Display Panel
6. Stacker Area

ERROR CODE DISPLAY

Error Code: E – H
This error will be displayed when:
1. Notes with holes are detected.
2. Notes that are torn are detected.
3. Notes that are folded lengthwise are 
    detected.

Remove the defective note(s) and press 
the START Key to continue operation.

Error Code: E – C
This error will be displayed when:
1. When notes are stuck together (chained)
2. When notes are severely skewed.

Remove the defective note(s).

Adjust the Thickness Control (refer to 
item 5 in the Functions Section for additional 
information).

Press the START Key to continue operation.

Error Code: E – d
This error will be displayed when:
1. The counter detects a “double”
2. When the Density Level selected 
    does not match the density of the 
    notes being processed.
3. Remove the jammed note(s), reset 
    the density, and press the START 
    Key to continue operation.

Error Code: E – o
This error will be displayed when:
1. The setting of the Thickness Adjustment 
    does not match the thickness of the notes 
    being processed.
2. Remove the jammed note(s), adjust the 
    thickness control, and press the START 
    Key to continue operation.

Error in counting
Designated number: 100
Counted number: 101

Error Code: hoP
A note or other object has jammed in the Input 
Hopper Area as shown in FIGURE #16 (above)

Remove the jam and press the STA RT Key to continue operation. 
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Answer the following questions:

a) If the Error Code is hoP, what caused the problem?

b) If the Error Code is E-H, what three types of bill might have 
caused the jam?

c) When notes are skewed in the counter, what Error Code 
appears?  

d) Which Error Code indicates that the thickness of the bills has not 
been properly adjusted?

e) What do you have to do when the Error Code is E-d?  
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4.4 Read and Remember Fire Procedures

Read through the following instructions about what to do in case of 
fire. Cover the text and by memory, number the steps in the question 
below. 

In case of fire, in what order should you do the following? Number 
the steps.

 Leave the area immediately.  ѩ

 Notify Surveillance at 8302. ѩ

 If you cannot put out the fire, close the access door to   ѩ
  the area.

 Activate the fire alarm. ѩ

 Give details as to location and type of fire. ѩ

 Proceed to assigned duty station. ѩ

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 
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Level 3 ►

4.5 Use Plain Language to clarify the procedures for your department.

To “Plain Language” a text, we must rewrite it in the kind of English 
we speak every day. Explain in your own words the formal language 
used by filling in the table below:

 
Evacuation Procedures 

1. Bank Shift Manager 
a) Upon hearing a Stage One Alarm, the Bank Shift Manager will stop current action and ensure Cashiers do not 

start new transactions until further notice and display their “Closed” sign. 
b) Upon hearing a Stage Two Alarm, the Bank Shift Manager will ensure that all currency/coin on the table tops are 

placed into lockers or cash drawers and are locked. The keys are to be placed into the Traka box, if safety 
permits. 

c) Upon hearing the evacuation announcement, the Bank Shift Manager will ensure staff leave their work stations 
and assist the Electronic Gaming Department employees with the evacuation of patrons in the Slot Rooms. 

d) Once the Slot Rooms are clear of patrons, the Bank Shift Manager will ensure that all employees leave the Casino 
via the nearest usable exit and report to the Casino Manager at the designated meeting area in the North Valet 
parking lot. The Bank Shift Manager will complete a head count and give it to the designated Security Officer 
collecting the count.  

2. Bank Cashiers 
a) Upon hearing a Stage One Alarm, Cashiers will complete their current transaction and will not start a new 

transaction until further notice and display their “Closed” signs. 
b) Upon hearing a Stage Two Alarm, Cashiers in the Slot Bank and Fill Bank will close the roll top shutters. 
c) Cashiers will place all currency /coin into the cash drawer or cupboard and lock it. 
d) The Cashier in the Fill Bank will ensure that all chips are secured and locked before leaving the area. 
e) Upon hearing the evacuation announcement, Cashiers will place their keys back into the Traka box, if safety 

permits.  
f) Cashiers will assist the Electronic Gaming Department employees with the evacuation of patrons and leave via 

the nearest usable exit, reporting to the Casino Manager of Bank Shift Manager in the North Valet parking lot and 
await further instructions. 

 

 
 

What the procedure says in 
Formal Language 

Rewrite the text in  
Plain Language 

Ensure all co-workers are 
accounted for. 

 

Proceed to the designated meeting 
area in the North parking lot. 

 

Upon being informed of a Stage 
Two Alarm, leave the building. 

 

Await further instruction.  
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4.6 Procedures can be intimidating because of the formal language and 
complex numbering used. They describe the proper steps to be followed 
in every situation, so it is important to be comfortable reading them. 
Read the procedures and use the information to answer the questions 
on the following page. 

(Continue the question on the next page.)

SUBJECT: Cage - End of Shift 
 
SUMMARY: This procedure lists the steps to be followed by a Cashier in order to prepare for the end 

of a shift. 
 
AREAS and/or EMPLOYEES AFFECTED: 
 Cage Department 
 
EMPLOYEES RESPONSIBLE: 
 Cashier 
 Cage Senior Cashier 
 Cage Supervisor 
 
FORMS and RECORDS USED: 
 TotalTrak Setup Receipt (Appendix 05) 
 Cheque-Writer Receipt and Shift Report (Appendix 117) 

Note: Cashiers must never count their cash float during their shift or when placing it in the float bag unless 
instructed to do so by the supervisor. 

1. Empty Machines 
When preparing to cash out at the end of a shift, the Cashier must: 
1.1 Empty the hopper of each coin dispenser by dispensing the coin into bags.  
 See Coin Handling (BNK-GNL-1H1). 
1.2 Check each coin dispenser thoroughly to ensure no coin is left behind. 

 
2. Remove Cash And Chips 

2.1 Open the cash drawer affixed to the underside of the counter, pull out the removable cash drawer 
and set aside, in a secure location. 

2.2 Open the second cash drawer affixed to the underside of the counter, remove any chip trays 
containing chips or tokens and set aside, in a secure location. 

 
3. Counting Locker 

3.1 Count and record the contents of the locker. See Locker Verification (BNKGNL-1A4). 
3.2 Check the coin sorter/counter thoroughly when finished to ensure no coin is left behind. 
3.3 If counting or verifying the contents of a locker at the end of an operational day, ensure the locker is 

locked upon completion of count/verification. 
 
4. Organize Cash & Paperwork 

4.1 Retrieve a float bag and a seal from the supervisor. 
4.2 Sort currency and coupons by denomination, with the bills/coupons facing the same direction and 

secure with elastics. 
4.3 Place FX coin, U.S. coin, coin pieces, damaged coin, damaged chips, other site chips, and all 

tokens in individual clear plastic bags. 
 -  Place in float bag with paper cash, U.S. cash and paperwork 
 -  Site chips are decreased by the Supervisor and senior Cashier 
4.4 Close and secure the float bag with the pre-recorded seal documented on TotalTrak Setup Receipt. 

Note: At the end of shift, return keys to Traka key cabinet. (Keys are never passed from one employee to 
another, keys must be returned to the Traka key cabinet by the employee who removed them.) 
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a) If you need more information about the TotalTrak Setup, where 
can you find it? (Procedure number.)

b) Foreign and US coins are placed in a clear plastic bag. What 
other things must be in that bag?

c) How must currency and coupons be sorted and arranged?

d) Does the Cashier have to decrease the site chips?

e) If the Cashier on the next shift asks you for the keys, should you 
give the keys directly to them?
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Read for Information
Performing this task involves the following types of Reading:

Reading for detail −

Level 2 ►

5.1 Read for Information

Filomena started working as a Cashier at the casino last summer. 
After several weeks she noticed that her right wrist was sore. She 
asks the Health and Safety Representative in her department if it 
might be a problem. The Rep gave her some information about 
Repetitive Strain. Read the information and take notes in preparation 
to discuss the questions that follow.

(Continue the question on the next page.)

Task 5: 

 
 

 
 

Repetitive Strain Injury (RSI) 

Repetitive strain injury is also known as Cumulative Trauma Disorder (CTD) and Musculoskeletal Disorder (MSD). 
Workers in many jobs are at risk for repetitive strain injuries (RSI).  An RSI is an injury or disorder that occurs over time 
as a result of repetitive, forceful or awkward body movements. You should be aware of the risks for developing an RSI 
and take steps to lower those risks. 

Where does RSI occur? 
RSI usually occurs at the 
 Wrist 
 Hand 
 Shoulder 
 Elbow 
 Back 
 Knee 
 Ankle 

 

What are some symptoms of 
an RSI? 
 Pain 
 Swelling, inflammation 
 Numbness or tingling 

sensation 
 Decreased movement of        

a joint 
 Stiffness of body part 
 Symptoms worsen with time 

How does an RSI develop? 
They often develop over time as a result of:  
 Repetition (Repeated motions of a body part) 
 High Force Exertion (Lifting heavy loads) 
 Contact Stress (Repeated contact with the 

sharp edges of tools or work stations) 
 Awkward Posture (Maintaining awkward body 

positions for a long time) 
 Static Posture (Holding parts of the body in 

one position for a long time) 

What are the results of an RSI? 
An RSI can damage muscles, tendons, and nerves of the neck, shoulder, forearm, hands, legs and back. Damage can 
also occur in other parts of the body. An RSI can cause pain, weakness, numbness or difficulty in grasping objects. 
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a) Which body parts are most likely to be affected in cashiers? Why 
are these parts at risk?

b) Have you ever had any of the symptoms of RSI? If so, describe 
the symptoms.

c) In the section “How does an RSI develop,” which situations 
seem most likely to affect people working in the Cage or as 
Cashiers?
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Compare 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) Entries 4, 7, 8, and 9 need follow up.

b) Cindy Sanz  

c) Three: one for June, one for the department files and one for 
HR.

d) A bill counter was jamming, a slot machine was not printing 
properly.

2.1 

a) Purpose: Information request

 Underline or highlight the following:     
 regular patron, Randy, 100 $5.00, to change, bills looked ok,  
 I completed the transaction, Does Security know anything   
 about him?

b) Purpose: Information and Request

 Underline or highlight the following:     
 counterfeit $50’s, circulating, check, Numbers

c) Purpose: Update and Request

 Underline or highlight the following:     
 Gloria, sick, casual replacement, new, 

d) Purpose: Congratulate and Thank

 Underline or highlight the following:     
 Congratulations, new signage, Thanks!
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2.2

a) July 10

b) Casino Math

c) No

d) One day

e) By email or from Human Resources

2.3 Besides the notice that you have been accepted into training you might 
expect details about (1) the time and (2) place of the training.  Perhaps 
you will get more information about (3) the content of the course and 
(4) the name of the presenter.  By predicting the content of the message, 
you are better prepared to understand and remember the content.

3.1 To demonstrate the use of equipment, be sure you include the 
following:

a) identify the parts of the machine

b) show the steps in order

c) point out possible problems

4.1

a) False. The cameras follow the dust-off procedure.

b) True.

c) True.

d) False. They must get permission to put their hands in their 
pockets.

e) True.
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4.2

4.3 

a) A note or object is jammed in the input hopper area.

b) Bills with holes, torn bills or bills folded lengthways

c) E-C

d) E-o

e) Remove the jammed bills, reset the density and press start.

4.4 In Case of Fire:

5 Leave the area immediately.

2 Notify Surveillance at 8308.

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm.

3 Give details as to location and type of fire.

6 Proceed to assigned duty station.

 
Formal Language Informal Language 

1.  visible to surveillance  g.  cameras have a clear view  
2.  counterfeit currency j.  false or fake money  
3.  modifications to procedures i.  changes in the rules  
4.  ensure equipment is operational b.  make sure machines are working  
5.  secure authorization a.  get permission 
6.  have prior related work experience c.  have done this work before  
7.  ensure accuracy of cash received h.  check the amount of money you get  
8.  performing monetary exchange e.  change money 
9.  login to required system(s) d.  open and access a computer program 
10.  redeem all casino gaming products f.  pay out money for chips, certificates, etc. 
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4.5 Answers may differ. Check with your instructor to be sure the meaning 
is the same.

4.6

a) Appendix 05 BNK-GNL-1H1

b) Damaged coins or coin pieces, chips from other sites and all 
tokens.

c) By denomination and all facing the same way, secured with an 
elastic band.

d) No, the supervisor and Sr. Cashier do that.

e) No. You must return the keys to the Traka key cabinet.

5.1
a) Wrists, hands, shoulders, elbows, and back, because these are 

the parts that Cashiers use repeatedly, or must hold in awkward 
positions for a long time.

b) Answers will differ according to experience.

c) Repeated movements and static or awkward postures might 
affect Cashiers.

 

What the procedure says in 
Formal Language 

Rewrite the text in  
Plain Language 

Ensure all co-workers are 
accounted for. 

Make sure you know where all the 
employees are. 

Proceed to the designated meeting 
area in the North parking lot. 

Go to the North parking lot. 

Upon being informed of a Stage 
Two Alarm, leave the building. 

When you hear the Stage Two Alarm, 
get out of the building. 

Await further instruction. Wait until you hear what to do next. 
 
 



Job Family Section Customer Services 
AdministrationCustomer  

Services/
Administration
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This section deals with the Reading skills that employees working in 
Customer Service/Administration need to know. Employees working in 
this area read daily memos or pre-meeting notes from management and 

supervisors to become aware of changes in procedures. Memos may include 
warnings about suspicious behaviour, counterfeit bill numbers, new machines 
or machines moved, and special coupon promotions. Their Reading includes 
such information as casino events and promotions, information about the 
players club and special coupons that are passed along to guests. Supervisors 
read manuals to check procedures.  

These skills are important for people working in Customer Services/
Administration because they follow strict but changeable procedures and need to 
check them often. They also read posted memos on bulletin boards about training 
opportunities, job openings and general announcements. Supervisors read 
emails and memos from managers and supervisors and from other departments 
and then determine what action to take. For example, messages from the social 
committee, notices about interviews and training, and updates about parking 
facilities. Supervisors determine whether to forward the information to staff and 
how to do so appropriately. 

In this section you will practice how to: 
Read and apply lists −
Read memos and get the message −
Read and follow instructions −
Read manuals and interpret information −

If you have trouble with any of these activities, review the Foundation 
Section: Reading.

Introduction
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Read Lists and Forms 
Level 1 ►

1.1 Read a Checklist of Key Responsibilities
Look through this checklist of responsibilities for a Customer Service 
Rep at the Kiosk/Players booth. Check off the activities you have 
already done. You can choose to do either Part One or Part Two.

1.2 Forms are often used to make scheduling or vacation requests. We 
sometimes fill in forms without reading the instructions. This can lead 
to nasty surprises! With this exercise you will understand the detailed 
instructions. Read the Switch Request Form on the next page and 
answer the questions that follow.

(Continue the question on the next page.)

Task 1: 

 
 
Part One:  Customer Service Kiosk / 

Player’s Booth 
Part Two:  Drivers and  
 Valet Attendants 

 Greet and meet guests attending the kiosk. 

 Enter club card applications into database.  

 Provide information regarding membership 
benefits and card use. 

 Make changes to personal information on 
club card memberships. 

 Ensure data entered into the club card 
database is complete and accurate. 

 Resolve customer disputes regarding club 
card membership. 

 Provide casino and tourism information to 
all guests. 

 Maintain a neat and organized work 
environment. 

 Restock kiosk supplies as required. 

 Assist with greeting tours. 

 Distribute promotional coupons and 
vouchers. 

 Reconcile tour-related paperwork, coupons 
and vouchers. 

 Complete post tour evaluations. 

 Respond to dispatch from Valet Captain for parking 
and retrieving vehicles. 

 Inspect vehicle and record any damage on the 
vehicle portion of the valet ticket. 

 Park vehicle in designated area; record stall 
information on the valet ticket  

 Seasonally, clean snow and ice off of guests’ 
vehicles. 

 Hang keys on designated hook in Valet office. 

 Provide excellent customer service. 

 Open doors and greet guests at every opportunity. 

 Ensure work station is neat and presentable. 
 

Shuttle Bus 

 Pick up and drop off guests and staff safely 
from and to their vehicles. 

 Log the number of guests per hour using 
shuttle-bus services. 

 Monitor parking areas for suspicious activity. 

 Tidy bus during down times. 

 Ensure proper maintenance of the bus 
including tracking mileage and fuel purchases. 
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a) When must you make your request for a switch?

b) What does “within the same bi-weekly pay period” mean?

c) Can casuals make scheduling switches?

(Continue the question on the next page.)

SWITCH REQUEST  
 
 

 New Request  Amendment of previous request   Cancel previous request 

 
Date:______________    Site:____________  Department:__________ 
 
Employee Obligations: All requests for a switch must be received by the Schedule Office a 
minimum of 7 days prior to your requested switch. All switches must be within the same Bi-weekly 
pay period.  Casuals are not permitted to make shift switches. All requests for a shift switch are 
subject to the approval of the Schedule Office.  The approvals are governed by the operational 
requirements of the department. 
 
 
A:_______________________  will work for B on ___________________________________ 

Applicant A                                              Date:                                 Shift / Time 
      
 
 
B:_______________________  will work for A on ___________________________________ 

Applicant B                                                  Date:                                 Shift / Time 
 
We the undersigned agree to the above switch, and assume responsibility to ensure that both 
shifts are covered. We request the schedule be changed accordingly.  We understand that no 
overtime will be incurred and we might be short hours for the pay period. 
 
 
NOTE: ONE SWITCH PER FORM. 
 
 

Employee signature: A Date: 
 

 ID#  
 

Employee signature: B Date: 
 

 ID#  
 

 
 

 
 
 

For office use only 
 
Approved _______   Denied  _______  Initials _______  Date __________ 
 
Reason for denial:                
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d) Will your request automatically be made when you fill in this 
form?

e) What do you agree to when you sign the form?

f) Can you collect overtime if your shift is made longer by this 
switch?

Level 2 ►

1.3 Logs are records, sometimes hand-written, of what has happened 
during a shift. Each entry is initialled. Read the Log and answer the 
questions that follow.

(Continue the question on the next page.)

InitialsDescription Num.

DAY SHIFT SUPERVISOR:
NIGHT SHIFT SUPERVISOR:

Customer Service Log

Seniors bus tour did not arrive this morning due to bad weather. Mrs. Vince 
called from Sanford Home to ask if their group could come Wednesday. 
Please clear with Food and Beverage about Senior’s special before giving 
approval and give Mrs.Vince a call. (555-8713)

Brenda. I printed out all the evaluations. Please sign Myra’s and give it to her. 
One copy to go to her file and one is sent up to HR.

I was unable to trace Cindy’s variance of -$170.95. Darcie or Corrine will look 
for it again on Monday morning.

Received a call from Angela (Bank) regarding meal comps #108636 and 
# 509349, both of these comps were issued by Peter Funk. I signed off on the 
comps so Angela can cash them out.  

I printed off the audit report for the Bus Tours. Gave it to Beatrice when 
she came in.

Gloria called from Uniforms before her shift saying she is having problems 
getting her uniform and will be a little bit late. Gloria was on the floor at 9:33. 
Second time this has happened so I called. Uniforms confused her with Gloria 
Bingham from Slots.

Variances calculated for May 14/10 are: 
    -   Cindy Sanz  $150 down on Gift Certificates
    -   Giles Armada  $0.25 down on cash St. (dropped quarter)

Kiosk has been restocked with club cards.

Several complaints from Bingo area about the noisy ceiling fan. Notified 
Maintenance and Bill Q will send a technician in the morning. Please follow up.

Brenda H. / Shawna T.
Shawna T. / Jason C.

BH

BH

BH

BH

BH

ST

ST

ST

1

2

3

4

5

6

7

8

9

ST
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a) Which actions were completed?

b) Which actions will have to be followed up by the morning 
shift? 

c) Which employees lost track of money or equivalent values? 

Read Memos, Postings and Email 

Level 1 ►

2.1 Information is posted on the 
walls and bulletin boards in 
the staff areas every day. 
It’s impossible to read it all 
so we have to know how to 
choose what is important to 
us. 

Look at the postings in your 
staff area and write down 
three that are interesting to 
you and say why they are 
interesting.

Task 2: 
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2.2 Read to Remember
Read the posting twice. Then, without looking back at it, answer the 
questions that follow.

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

 

Training Opportunity 

 
Best Practices in Gaming:  

Better than Best 
 
 

July 10 
 
 

Going for Service Excellence 
 
 

An intensive, day-long workshop that  
focuses on Service Excellence  

 
 Personalized attention to your service area  

 
Open only to Full-time Casino Staff  

(Subject to manager’s approval)  
 
 

Please get your application form from the Training Department  
or Jean at jsagan@pdq.com 
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2.3 Predict the Content of a Message

Before we read, we automatically make predictions about the content. 
We base our predictions on the format, on the sender and on our 
previous knowledge of the situation. Predicting allows us to read faster 
and remember better.

On June 6 you receive an email from the Training Department. You 
have been approved for training!  What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

Kay Long

Your Training Schedule

Dear Kay,

This letter is to inform you that you have been scheduled for Non-Violent Crisis Intervention Training Starting 
July 12 and ending July 18.

Day 1:  Introduction to Crisis prevention, early intervention and nonphysical methods.

Day 2:  Crisis prevention methods including restraint positions, transport techniques and team strategies

Days 3 and 4:  Instructor Certificate Program:  Includes train-the-trainer component. (Practical training 
requirement for certification.)

 Presenter:  Lee Hong
 Location:  Building F Training Gym
 Times:   9:00 to 12:00 and 1:00 to 3:00
 Lunch on your own.

If you are unable to attend the class or have any questions please contact us at 555-5891.
Thank you,

Jean Sagen
Training Development 
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2.4 A Change in Procedures

Read the memo and answer the questions:

a) What was the procedure before the memo?

b) What is the new procedure?

c) When should you change the way you do this?

Level 2 ►
2.5 Skimming your inbox is a way to choose what we read—or at least 

to decide which are the most important messages. Skim through the 
emails on the next page (don’t read everything) and pick out the high-
priority mail. Explain your choices.

(Continue the question on the next page.)

MEMO
To: 
From: 
Date:

Subject:
Effective immediately, please attach your pink copies of gift certificates to 
your paperwork and put them in your bag at cash out. They will no longer 
be taken by the supervisors, but will follow all your paperwork and reports 
to the Cage and then to Finance.

All Retail Cashiers
Darcie Chovinitsky

November 25, 2010

Gift Certificates
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a) Open these first:

b) Open these next:

c) Open these last:

d) Don’t open these at all:

 
Inbox (Messages | Partial view) 

Priority @ From Subject Date  
  J.Ali /Communications    Re: Signage Tues 7/6  

Thank you for your patience while we get the signage changed to direct clients past the Lounge construction.  The signs will be 
up today to help clients find their way … 

  Randy Pauls Attention all Security Staff Tues 7/6  
Please circulate this information to Security to ensure they are aware of the construction crew working in the area.  Construction 
crew members have special ID which allows ... 

  Joe Ripat Re:  Re: Customer Complaint Tues 7/6  
Another complaint about Ms. Bosso. She really doesn’t get the message! Last night the Coat Check Attendant refused to take a 
bag that reeked of urine and Jamison called Security.  What ... 

  Jackson,S  Re: WHMIS Training sign-up Tues 7/6  
Housekeeping, Maintenance, Warehouse staff who have not completed their WHMIS certification are asked to sign up now. Any 
other staff who is interested in certification can ...   

  Marilyn Jiles Re: Why are we changing uniforms again? Tues 7/6  
This is just so stupid! We go through the same old story every year! I was so mad when  I got this e-mail, I think we should all 
just go down to head office and complain about ... 

! 
 Randy Pauls  To the attention of all CSRs Tues 7/6  

Due to the closure of the Lucky Spades, client traffic will be heavier in the Bingo Hall area. Be prepared to assist clients finding 
their way to Super Snack or the Racetracker ... 

  Brenda Sikes    Your Help is Needed! Animals in Danger Tues 7/6  
Did you know that thousands of innocent animals are rounded up every day and forced into inhumane conditions? With your 
support we can save the lives of hundreds of reptiles ... 

! @ 
P Blake    Memo from Head Office for distribution           Tues 7/6  
Please make sure the attached memo in distributed to all front line staff and posted in all service areas. The Lucky Spades 
Lounge will be closed as of July 15 as it will be undergoing extensive ... 

 @ 
Brenda Sikes    Re: Casino Baseball Signup Tues. 6/6  
Baseball season in almost upon us and we are all hoping for the championship this year. You can sign up for the team and for 
the support team of hotdog and ticket salespersons. As last year ... 

  Casino Bank Manager   Re: Request for Training Mon 6/6  
Training department is looking into your Review of procedures for Floats. There have been several small changes to the 
procedures regarding coupons and certificates that are confusing ... 

  Brenda Sikes   Volunteers needed!!! Mon 6/6  
Please join us this summer at the Woolly Bears Summer Games. WE NEED PEOPLE to help with serving lunch to all the 
wonderful people who make these games possible. 

  Vacation Stop  Your perfect vacation is waiting Mon 7/6  
Are you still dreaming about that perfect getaway? Check out our personalized vacation plans that will be tailored to just what 
you and your family have always desired AND ... 
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Level 3 ►

2.6 Read a Job Description and answer the questions that follow.

(Continue the question on the next page.)

 

Job Description 

VALET ATTENDANT 
Complexity of the Work 
- The incumbent is constantly interacting with customers and provides public relations. 
- This position may be the first and last point of contact for customers and may be subject to customer 

complaints, rude and dissatisfied customers. The incumbent must maintain extreme professionalism in these 
situations. 

- The incumbent is required to deal with traffic congestion, weather conditions, and a range of distractions, 
while remaining alert and observant. 

- The incumbent is required to deal with a variety of vehicle options (alarms, power seats, locks, etc.) 
- This position accepts payment for valet services and ensures accuracy in all transactions. 
- The incumbent requires the ability to multi-task in a fast paced environment while ensuring customer service 

delivery and accuracy are maintained. 
- Corporate policies & procedures, departmental policies & procedures, and the Highway Traffic Act all serve as 

points of reference, and must be adhered to. 
 
Physical and Visual Demands 
- Periods of walking, sitting, reaching and bending, with repetitive motion and eye/hand/foot coordination, are 

required. 
- The incumbent must have excellent depth perception, field of vision and the ability to see far and near 

distance to drive vehicles safely. 
- The incumbent requires concentration when operating vehicles, ensuring safety in all actions. 
 
Accountability 
- The incumbent is required to provide excellent customer service at all times. 
- The incumbent is accountable for the safe handling and operation of a motor vehicle, and must exercise 

caution at all times to prevent any incidents involving physical injury or property damage. 
- The incumbent ensures accurate entry of all fees in the point of sale system, accurate transactions (cash, 

Player Points and complimentary vouchers) and deposits in accordance with policy and procedure. 
- The incumbent seeks consultation with the Shift Manager regarding any issues outside the scope of policy 

and procedure. 
- The incumbent must seek authorization from the Shift Manager for Shuttle Bus maintenance, refusing 

vehicles due to safety concerns or any existing vehicle damage. 
 
Supervisory Responsibility Not applicable. 
 
Impact of the Position 
- Poor customer service may create a negative impression of the casino operations to guests and result in loss 

of reputation and revenues. 
- Transaction errors can result in loss of revenue, and create additional work for departments who investigate 

and reconcile errors. 
- Inaccurate transactions (e.g., retrieving the wrong vehicle) can lead to guest complaints, and create a 

negative public image. 
- Motor vehicle accidents with guests’ vehicles, or while driving the shuttle bus, may result in a variety of 

impacts. These may include physical injury, property damage, legal risk/liability to the corporation, loss of 
reputation and revenues, and would affect individual drivers’ licenses as well as driving records. 
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a) What does “incumbent” mean?

b) Why is integrity important in this position?

c) What experience in handling cash does the person need?

d) What physical requirements does the position have?

e) Why must the person have good customer-service skills?

Read Instructions and Information in 
Manuals, Handbooks and Procedures

Performing this task involves the following types of Reading:
Reading and interpreting manuals −
Being aware of formal and informal language −
Paraphrasing and summarizing information −

Level 1 ►

3.1 Read a Section from a Manual and Extract Key Points  

Customer Service Representatives are constantly in contact with the 
public and so it is important that they have good customer service skills. 
The advice on the following page is written in formal language.

(Continue the question on the next page.)

Task 3: 
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Find the following formal expressions in “Exhibit Positive Behaviours” 
and underline or highlight them. Then find a more informal way to say 
each highlighted item. Use your Thesaurus to see several options.

 
 

Exhibit Positive Behaviours 

A key element of being professional is being positive in your attitude, your image, and your work ethic. 
 
As a customer service representative, you can maintain a positive attitude and image by being enthusiastic, friendly and 
optimistic when dealing with clients or co-workers. Try to remain pleasant in stressful situations. Be careful not to gossip 
about your company. 

A positive work ethic is vitally important to your success as a customer service representative. There are a number of 
ways to demonstrate a positive work ethic. 
- Show integrity by being honest in your interactions with others and by maintaining a responsible work ethic when 

unsupervised. 
- Do not complain in front of or to clients or coworkers. 
- Keep personal and professional matters separate.  
- Restrict personal telephone calls and visits with friends at work. 
- Do not engage in personal conversations in front of clients. 
- Maintain confidentiality by keeping client and company information private. 
- Do not steal items or time from your employer. 
- Limit breaks to their specified duration.  
- Notify your workplace at the earliest opportunity if you are unable to work because of illness or injury. 
- Participate in professional development activities, such as certification programs or in-house training sessions. 
- Take direction positively. 
- When asked to perform a task, complete it willingly without giving negative verbal or non-verbal feedback. 
- Use company-owned computer hardware and software, Internet, and telephone for work-related reasons only. 

 

 
Formal language Informal language 

ensure  

positive  

exhibit  

your image  

integrity  

ethics  

unsupervised  

confidential  

specified duration  

notify the office  

restrict your calls  

interactions  

limit your breaks  

non-verbal  
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3.2 Read, Paraphrase and Summarize

When we paraphrase, we want to say the same thing but in a different 
way. We use paraphrasing:

To clarify a complex idea for ourselves −
To clarify ideas for others −
To retell something at a later time −
To shorten or summarize a long text −

Make a short form of “Exhibit Positive Behaviours” (on page 12) that 
will fit on a card that you can carry in your pocket. 

Follow these steps:

1. Read carefully until you are sure you have understood the text.

2. First highlight or take note of the main ideas that you want to 
remember.

3. Compose your new, shortened and simplified version in your 
own words. 

Exhibit Positive Behaviours
My Personal Reminders

_______________________________

_______________________________

_______________________________

_______________________________

_______________________________

_______________________________
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Level 2 ►

3.3 Read and Remember Fire Procedures

Read through the following instructions for what to do in case of fire. 
Then cover the text and do the exercise below without looking. When 
you have numbered the steps, check your answers against the text.

In case of fire, in what order should you do the following? Number 
the steps.

 Leave the area immediately.  ѩ

 Notify Surveillance at 8302. ѩ

 If you cannot put out the fire, close the access door to   ѩ
  the area.

 Activate the fire alarm. ѩ

 Give details as to location and type of fire. ѩ

 Proceed to assigned duty station. ѩ

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 
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Level 3 ►

3.4 Read the Fire Plan—Customer Service

How would we say the following in plain English? Read the following 
Fire Safety Plan instructions. Then, for the lettered questions that 
follow, rewrite each instruction in your own words.

a) Ensure all co-workers are accounted for.

b) Proceed to the designated meeting area in the North parking 
lot.

c) Upon being informed of a Stage Two Alarm, leave the building.

d) Await further instruction.

 

Evacuation Procedures 
1.  Customer Services Representative (Kiosk) 

a) Upon hearing a Stage One Alarm, the Customer Services Representative will complete current action and will await 
the announcement over the Public Announcements (PA) system for instruction.  

b) Upon hearing a Stage Two Alarm and evacuation announcement, the Customer Services Representative will assist in 
the evacuation of patrons via the nearest usable exit. 

c) Once clear of the casino, the Customer Services Representative will meet in the designated area in the North Valet 
parking lot. They will report to the Shift Manager for further instruction. 

2.  Executive Host/ Casino Host 
a) Upon hearing a Stage One Alarm, the Executive Host/ Casino Host will complete his or her current action and will 

answer any patron questions in regards to the Fire Alarm advising that it is being checked out. 
b) Upon hearing a Stage Two Alarm, the Executive Host/ Casino Host will inform patrons that they are hearing an alarm 

and inform them to cash out their credits or hold onto them (the Cashiers will be closing during a Stage Two Alarm). 
c) Upon hearing the evacuation announcement, Executive and Casino Hosts will assist in the evacuation of all patrons 

from the gaming areas via the nearest usable exit. 
d) Once the areas are clear of patrons, the Executive Host/ Casino Host will leave the casino via the nearest usable exit, 

and proceed to the designated meeting area in the North Valet parking lot. Casino Hosts are to report to the Executive 
Host for further instruction. The Executive Host will take a headcount of Hosts and turn over the information to the 
Security Officer collecting the count. 
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Compare 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 Answers will vary. Be prepared to talk about your past experience. 
The items on this list are relevant to Kiosk work or Driving but you 
will find many references to Customer Service in general.

1.2 

a) 7 days in advance

b) Both shifts must be within the same 2-week pay period.

c) No

d) No, it can be refused because of operational requirements 

e) We both agree to take responsibility to cover both shifts

f) No

1.3 

a) 2, 3, 4, 8

b) 1, 5, 6, 7

c)  Cindy Sanz and Giles Armada

2.1 Answers will vary. Keep an eye on the postings in your area and in the 
staff lunch room. Learn to recognize the format of different messages 
so that you won’t miss news about changes, opportunities and social 
events in the casino.
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2.2 
a) July 10

b) Going for Service Excellence

c) No

d) One day 

e) Training Department or by email

2.3 You can predict that the email will give you information about (1) the 
time and (2) place of the training. Probably you will also get more 
information about the (3) content of the course and perhaps (4) the 
names of the presenters. By predicting the content of the message, you 
are better prepared to understand and remember the content.

2.4  

a) The pink copies were given to the supervisors

b) Put the copies in your bag when you cash out

c) Right away, the change is effective immediately

2.5 Is this what you decided?

a) Open first: Urgent mail marked with a !
  Messages that still require action are 

flagged. O

b) Open next: Consider who sent the message. Is this 
person high-ranking? And a reliable 
source of information? Read the subject 
line. Does the message concern your 
department? You personally?

c) Open later: Do your friends and relatives still send 
mail to you at work? They never learn do 
they! 

d) Don’t open at all:  Junk mail
(Continue the answer on the next page.)
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Here is one possible classification of the emails, though your answers 
may differ:

 Open first:
Attention all Security Staff −
To the attention of all CSRs −
Memo from Head Office for distribution −
Re: WHMIS Training sign-up −
Re: Request for Training −

 Open next: 

Re: Signage −
Re: Customer Complaint −

 Open later:
Re: Why are we changing uniforms again? −
Re: Casino Baseball Signup −
Re: Volunteers needed!!! −

 Don’t open at all:

Your Help is Needed! Animals in Danger −
Your perfect vacation is waiting −

2.6 

a) The person who occupies the position

b) The coordinator handles valued products and must ensure that 
the games are played according to procedures

c) The coordinator must set up floats, keep Bingo inventory and 
reconcile counts

d) Must stand and circulate for long periods; must be able to lift 
and carry bundles.

e) They work directly with clients where poor customer service 
would create a negative impression of the casino.
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3.1

3.2 The list might look like this, but because it is a Personal Tips Sheet, 
answers will differ:

 

Formal language Informal language 

ensure make sure 

positive friendly, upbeat, attentive 

exhibit show 

your image how others see you 

integrity honesty, reliability 

ethics a sense of right and wrong 

unsupervised no one is watching  

confidential private, not to be talked about  

specified duration how long something should last 

notify the office call to let the office know 

restrict your calls limit the number of times you phone 

interactions conversations or contacts 

limit your breaks don’t take more breaks than necessary 

non-verbal body language and facial expression 
 

Exhibit Positive Behaviours
My Personal Reminders

Be positive always

Be attentive to guests

Be honest and reliable

Call in sick

Be willing to learn

Limit calls
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3.3 In Case of Fire:

5 Leave the area immediately.

2 Notify Surveillance at 8308.

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm.

3 Give details as to location and type of fire.

6 Proceed to assigned duty station.

3.4 Wording may differ:

a) Make sure you know where all the employees are.

b) Go to the North parking lot.

c) When you hear the Stage Two Alarm, get out of the building.

d) Wait until you hear what to do next.
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This section deals with the Reading skills that employees working in Food 
and Beverage Services need to know. Food and Beverage Service workers 
read schedules and lists of materials. They follow strict procedures when 

handling food and they read about potential hazards and emergency procedures. 
Food and Beverage Services workers may read manuals for kitchen equipment. 
Supervisors read training information to pass on to staff.  Food and Beverage 
Servers come in constant contact with clients and may be asked to interpret 
brochures and coupons. 

Reading skills are also important for people working in Food and Beverage 
Services because they need to be aware of scheduling and duties changes. When 
training new staff, supervisors will need to insure that the new employees are 
familiar with handbooks and manuals. The equipment used in kitchens and bars 
might include coffee makers and cash machines. Cooks and assistants may use 
slicers, stoves, deep fat fryers, etc.  It is their responsibility to follow handbook 
instructions to clean and maintain the equipment appropriately.  

In this section you will practice how to: 
Use lists, labels and forms −
Read and respond to memos and emails −
Provide answers to clients about casino events −
Find information and follow instructions in a handbook or manual −
Read procedures in order to transmit information to others −

If you have any questions about the activities, refer to the Foundation Section: 
Reading.

Introduction
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Reading Lists, Labels and Forms 
Performing this task involves the following types of Reading:

Reading an equipment list  −
Reading duties list   −
Reading product labels  −
Filling out a complex form −

Level 1  ►
1.1 Check Off Duties on a Checklist

Servers on night shifts at the casino have special duties. They sign a 
work order when they go off duty. The work order lists all of the things 
they must remember to do before they leave.

Read the work orders below and check off the duties that are the same 
as your duties at the casino. 

Task 1: 

 

Dining Room Server/Hostess Night Duties 
Date: 

Polish and roll enough cutlery to refill bins  
Make sure all chairs and tables are organized and 
placed neatly  

Empty coffee urn  
Empty coffee pots and rinse out  

Monday:  Empty all salt shakers and wash, then 
leave hanging upside down to dry  

Tuesday:  Empty all pepper shakers and wash, 
then leave hanging upside down to dry  

Wednesday:  Empty all sugar bowls and wash, then 
leave them upside down to dry  

Refill salt shakers  
Refill sugar bowls  
Clear and wipe down all the tables in the lounge  

Signature: 

Supervisor’s Signature: 

 

 

Beverage Server Night Duties 
Date: 

Wipe down bar and counter tops  
Sweep and mop behind bar  
Make sure all surfaces are clean  
Make sure rail is washed out  
Make sure points are done and a rec sheet filled out  
Melt ice in bins and wash out  
Plastic wrap ice bins  
Make sure all dirty glasses are washed  
Clean out garnish tray and put away  
Wash and plastic wrap juice and pop guns  
Clean dish washer  
Restock any glassware  
Change garbage  
Sweep and mop floor  
Put away broom and mop  
Take any plates, cutlery and lids to dish pit  

Make down bottles are put away properly  

Signature: 

Supervisor’s Signature: 
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1.2 Read an Inspection Checklist

Cooks and Kitchen Helpers are very conscious of the Health and Safety 
regulations about food handling. The following inspection checklist 
gives an idea of what they need to watch for.

Do an imaginary tour of your kitchen, at work or at home, and check 
off your safe habits. 

1.3 List the Food and Beverage Service Team 
How well do you know the Food and Beverage Service team? 
Try matching the roles in the left-hand column to the appropriate 
description in the right-hand column. Check your answers at the end 
of the reading section.

(Continue the question on the next page.)

 

Safe Food Handling 
 OK Not OK 

Refrigerator and Freezer 
open tin cans not used for food storage   
leftovers stored in covered containers   
raw foods not stored on top of cooked foods   
ground grown vegetables kept on bottom shelf   
appropriate temperature   

Cupboards 
no open bags of food   
no cleaning products stored next to foods   
proper quantities of food in storage   

Waste Disposal 
tightly fitted lids on garbage cans   
no overflow of garbage from garbage cans   

Cleaning Gear 
neatly stored   
sufficient quantities of cleaning products 
available 

  

all cleaning products stored with lids   
clean wiping cloths   
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Level 2 ►

1.4 Reading WHMIS Labels
WHMIS stands for Workplace Hazardous Materials Information 
System. Whenever you are using cleaning products for the first time, it 
is very important to read the WHMIS label. If the product is dangerous, 
the label will tell you how to use it safely.

Where to Find Information on a WHMIS Label

The WHMIS Label tells you: 

The name of the product (Never use cleaners that have no label!) −
The WHMIS symbol, showing how it can be dangerous   −
What protective equipment to wear, for example, gloves, an apron  −
or mask
What to do in case of contamination −
Where to find more information—in the MSDSs sheets −

(Continue the question on the next page.)

  
Food and Beverage Service Team 

1.  General Manager/Manager  

2.  Assistant Manager/Food and Beverage Manager 

3.  Bar Manager/Bar Supervisor/ Head Bartender 

4.  Bartender  

5.  Bar Porter  

6.  Maitre d'/Dining Room Manager 

7.  Wine Steward/Sommelier  

8.  Host/ess 

9.  Captain/Food and Beverage Server  

10.  Bus person  

11.  Executive Chef/Chef  

12.  Sous Chef  

13.  First Cook  

14.  Second Cook  

15.  Cook's Helper/Dishwasher 

a) Manages the operation of the kitchen.  

b) Oversees the operation of the bar. 

c) Oversees and is responsible for the entire operation. 

d) Is responsible for duties within a section. 

e) Cleans and stocks bar. 

f) Operates the dining room. 

g) Operates behind the bar. 

h) Operates the front desk area. 

i) Cleans wares and does some food preparation. 

j) Oversees the operation of a section. 

k) Manages the menu and the service of wine. 

l) Assumes general manager/manager duties as required. 

m) Handles section maintenance. 

n) Is responsible for duties within the kitchen. 

o) Assumes Chef duties as required. 
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Identify these parts on the label:
What to do in case of contact −
Name of the chemical −
WHMIS symbol −
Why the chemical is dangerous −
How to protect yourself −

The first one is done for you.

1.5 Answer the following questions by finding the information on the 
WHMIS label in Activity 1.4 and reading it aloud. Then explain the 
information in your own words. You can work with a partner to role 
play asking questions and reading the answers from WHMIS labels.
a) What is in the bottle?

b) What should I do if I get Sodium Sulphite in my eyes?

c) How can this cleaner harm me?

d) Do I need to wear something to protect myself?

e) Show me the WHMIS “symbol.”

 

SODIUM SULFITE, ANHYDROUS 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 

Name of the 
chemical 
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Level 3 ►
1.6 Forms are often used to make scheduling or vacation requests. We 

sometimes fill in forms without reading the instructions. This can 
lead to nasty surprises!  Read the switch request form and answer the 
questions on the following page.

(Continue the question on the next page.)

SWITCH REQUEST  
 
 

 New Request  Amendment of previous request   Cancel previous request 

 
Date:______________    Site:____________  Department:__________ 
 
Employee Obligations: All requests for a switch must be received by the Schedule Office a 
minimum of 7 days prior to your requested switch. All switches must be within the same Bi-weekly 
pay period.  Casuals are not permitted to make shift switches. All requests for a shift switch are 
subject to the approval of the Schedule Office.  The approvals are governed by the operational 
requirements of the department. 
 
 
A:_______________________  will work for B on ___________________________________ 

Applicant A                                              Date:                                 Shift / Time 
      
 
 
B:_______________________  will work for A on ___________________________________ 

Applicant B                                                  Date:                                 Shift / Time 
 
We the undersigned agree to the above switch, and assume responsibility to ensure that both 
shifts are covered. We request the schedule be changed accordingly.  We understand that no 
overtime will be incurred and we might be short hours for the pay period. 
 
 
NOTE: ONE SWITCH PER FORM. 
 
 

Employee signature: A Date: 
 

 ID#  
 

Employee signature: B Date: 
 

 ID#  
 

 
 

 
 
 

For office use only 
 
Approved _______   Denied  _______  Initials _______  Date __________ 
 
Reason for denial:                
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a) When must you make your request for a switch?

b) What does “within the same bi-weekly pay period” mean?

c) Can casuals make scheduling switches?

d) Will your request automatically be made when you fill in this 
form?

e) What do you agree to when you sign the form?

f) Can you collect overtime if your shift is made longer by this 
switch?

Read Memos, Logs and Postings
Performing this task involves the following types of Reading: 

Skimming incoming mail and memos −
Reading a log to keep up to date −
Reading for detail −

Level 1 ►
2.1 Read a Meeting Notice and use it to answer the questions that follow.

(Continue the question on the next page.)

Task 2: 
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2.2 Choose What to Read

Information is posted on the walls and bulletin boards in the staff areas 
every day. It’s impossible to read it all so we have to know how to 
choose what is important to us. Check the postings in your staff area.  
How many different types of postings did you find? Highlight the ones 
that interest you most.

 

Meeting Notice 
 

Pre-Shift Meeting 
Bartenders and Food and 
Beverage Servers 
 
June 21, 7:15 a.m. 

 
The renovations are going 
ahead on the Lucky Spades 
Lounge so we can expect 
some changes. 
 
Please attend this meeting to 
get all the information 
 
We welcome your input and 
concerns. 
 
Bob Surry 
Shift Supervisor 

 

a) Who posted this message?

b) What is the news?

c) What day and time is the meeting?

d) What will the meeting be about?

e) What does “input” mean?

f) What does “concerns” mean?
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2.3 Read the Training Opportunity posting twice. Then, without looking 
back at it, answer the questions that follow. 

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

 

Training Opportunity 
 

Customer Service 
 

July 10 
 

Becoming a Good Team Player 
 

An intensive day-long workshop that focuses on the 
Food Services sector.  

 
 

 Participants should have some food and beverage experience.  

Open to all Full-time and Casual Staff 
 (subject to manager’s approval) 

 

Please get your application form from Human Resources 
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2.4 Predict the Content of a Message

Before we read, we automatically make predictions about the content. 
We base our predictions on the format, on the sender and on our 
previous knowledge of the situation. Predicting allows us to read faster 
and remember better.

On June 6 you receive an email from the Training Department. You 
have been approved for training!  What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

Kelly Lang

Your Training Schedule

Dear Kelly,

This letter is to inform you that you have been scheduled for Becoming a Good Team Player 
Training on July 10.

Schedule:
I Morning:  9:00 to 12:00
Creating a Supportive Team Environment
 The Collaborative Workplace
Giving Recognition 

Lunch on your own.
II  Afternoon:  1:00 to 3:00
 Making the Most of Team Differences
Presenter:   Louise Leung
Location:     Training Room C, Building 6

If you are unable to attend the class or have any questions please contact us at 555-5891.

Thank you,

Jean Sagen
Employee Services and Organizational Development 
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Level 2 ►
2.5 Read a Daily Log

Logs are records, sometimes hand-written, of what has happened 
during a shift. Each entry is initialled. Read through the following 
log. 

a) Which 3 items in the log require follow-up?

b) Who writes the log in your department?

c) Do all members of the staff have access to the log?

d) Write a log of your own day with details on a separate piece of 
paper. 

InitialsDescription Num.

DAY SHIFT SUPERVISOR:
NIGHT SHIFT SUPERVISOR:

Food and Beverage Log

All inventories balanced with exception of both brands of Cola. It appears that 
the night cashier miscounted as the difference is the same on each.

I printed off the audit report for the Banquet Room. Please give it to Beatrice 
when she comes in.

I tried with no success to locate Marci’s variance of -$170.95. Hopefully Darcie 
or Corrine can find it on Monday morning.

Seniors bus tour did not arrive this morning due to bad weather. Cook took 
Seniors Special off the lunch menu. Slower morning in snack bar, Debbie 
cleaned bar area.

Debbie called from uniforms before her shift saying she is having problems 
getting her uniform and will be a little bit late. Debbie was on the floor at 9:33.

Variances for May 14/10 are: Marci Kolher   $170.59 down
                                               Vince Vagrant $    0.21 down

Chan had his meeting with HR this evening; he will be attending training next 
month. Scheduling Office has been notified. 

Please sign Sandra’s evaluation and give it to her. One copy to go to her file 
and one is sent up to HR.

I received a call from Angela (Bank) regarding meal comps #108636 and 
#509349, both of these comps were issued by Peter Funk.  I signed off on 
the comps so Angela can cash them out. 

Cashiers desk has been stocked with peppermints.

Bob H. / Shawna T.
Shawna T. / John C.

BH

BH

BH

BH

BH

BH

BH

ST

ST

ST

1

2

3

4

5

6

7

8

9

10



Food and beverage services12 of 27

2.6 Read a Department Email 

Food and Beverage Workers read and interpret memos and emails 
involving general information to all staff or changes to routine. They 
read memos (posted on the bulletin board) about changes in the 
schedule. Read and pay close attention to the email below. Use the 
details from the email to answer the questions that follow.

a) What changes are taking place?

b) How is the department affected?

c) Where will the patrons get drinks during renovation?

d) Will full time staff lose hours of work? And casual staff?

Send

To

Date

Subject

Lucky Spades Food and Beverage Shift 
June 15

Staffing Changes during Lucky Spades renovations

Please inform staff and address any concerns about the period while the Lucky Spades is 
going to be closed for renovations. 

Beverage Servers and Bartenders normally working in Lucky Spades will have some duties 
in Super Snack.  We expect the Racetracker Bar to be busier and two more servers will be 
assigned to that area.  Casual Staff may have fewer hours during that period but permanent 
staff should experience no changes in their hours.

Please meet with staff to advise them of these changes which will be in effect during the 
months of August and September.  Encourage staff to let guests know that Super Snack will 
be serving alcoholic beverages near Table Games and, of course, guests are still welcome 
to use the Racetracker Bar on the second level.  

Kaylen Hanes
Casino Food and Beverage Service Manager
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Find Information and Follow 
Instructions in a Handbook or Manual

Performing this task involves the following types of Reading:
Skimming and scanning  −
Reading instructions −
Reading and summarizing unformatted text −

Level 1 ►
3.1 Read a Table of Contents

Kay is the new Health and Safety representative for Food and Beverages 
Services. At the morning staff meeting he asks employees to tell him 
about their concerns. This is what they bring up:

What pages will Kay read to answer these questions? Note the page 
number, using the Table of Contents on page 14, beside each question 
in the table above. The first one is done for you.

(Continue the question on the next page.)

Task 3: 

  
Concerns Page 

1. Sandra is a new employee. What does she need to know? 3 

2. The floor gets wet and greasy. How can we prevent slips and falls in the kitchen?  

3. Kay himself is a bartender and complains that his wrists are sore. What can he do?  

4. Luigi has cut his hand badly. He wonders if he can wear protective gloves.  

5. It gets very hot in the kitchen. Sandra sometimes feels faint.  

6. Natalie is afraid to go into the walk-in freezer.  
 

 

Key Words Possible information to help Kay  
answer the questions 

1.  New employee Basic tips  
2.  Surfaces Floors Slips 
3.  Strain Ergonomics Repetitive strain injury 
4.  Personal protection Hands Gloves 
5.  Environment Heat Temperature 
6.  Freezers Cold Working areas 
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Level 2 ►

3.2 Read a Section from a Manual and List Key Points

Sandra is a new server and she is very conscious of the regulations that 
govern responsible serving. She has read this advice in her manual. 
Now, to help her remember what she has read, she wants to make a 
list of the signs in point form. Help her complete the list in the spaces 
below.

Sandra’s List:

Change in behaviours1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 

 
 

Signs of Intoxication 

Would you be able to identify when someone is intoxicated?  
There are a number of signs that indicate when a person is reaching a dangerous level of intoxication. It’s 
important to remember that these are only possible signs. Some guests may show some of these behaviours 
even if they have not consumed any alcohol. Often a change in behaviour patterns is a better indicator that a 
person has had too much to drink. 
 
One sign of intoxication is loss of co-ordination. You may notice that guests have trouble picking up change 
when paying you, or they may spill their drink. Some people have trouble walking when intoxicated and may 
stagger and bump into chairs. Customers might slur their words when speaking and be unable to focus their 
eyes properly. Because alcohol acts as a sedative, a person may find it difficult to sit up straight and may slump 
over if intoxicated. Some people even nod off and jerk awake. 
 
Another sign a person may be intoxicated is loss of inhibitions. Watch for changes in a guest’s personality. If he 
or she becomes overly friendly (or, on the other hand, argumentative), starts speaking very quickly, demands a 
lot of attention or even starts swearing at you or others, that guest could be intoxicated. 
 
Other changes in actions or attitude can indicate over-consumption of alcohol. A guest might start drinking 
faster, order doubles or complain that the drinks are weak. Take note if a customer has two cigarettes lit at one 
time or can’t remember what he or she just said to you. An inability to concentrate can indicate intoxication. A 
guest’s sudden offer to pay for strangers’ drinks and over-tipping are also signs of over-consumption. 
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3.3 Read and Interpret Step-by-Step Instructions

Prepare to give step-by-step instructions on how to set up a Banquet 
Room. First read the instructions carefully and practice the words that 
are new to you. Use your own words for the explanation.

If possible, give a presentation about Round Table set up to classmates 
and use folding tables for the presentation.

 

Round Table and Chair Set Up Tips 

- 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; 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 from 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. 
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3.4 Skim Headings and Predict the Content of an MSDS Sheet 

Skim the headings to predict what information will be found in the 
section. Write down what you predict will be in each section. 

Then read the MSDS sheet that follows to compare your answers. 

Be sure to ask others or use a dictionary to check the meanings of any 
words you don’t know.  

(Continue the question on the next page.)

 

Section Heading Your prediction for the content  
in the section 

INGREDIENT INFORMATION EXAMPLE: Tells what chemicals the product contains. 

HEALTH HAZARDS IDENTIFICATION 
(See also Section 11) 

 

FIRST AID MEASURES  

PREVENTIVE RELEASE MEASURES  

HANDLING AND STORAGE  

SPECIAL PROTECTION 
INFORMATION 

 

ECOLOGICAL INFORMATION  

DISPOSAL CONSIDERATIONS  
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 MATERIAL SAFETY DATA SHEET 
                       MSDS # 000000

SECTION II: INGREDIENT INFORMATION
INGREDIENT            WEIGHT%
Ethylene glycol n-hexyl ether (CAS# 112-25-4).     0.1 1.0
Isopropanol (CAS# 67-63 0)....................   1-5

Water (CAS# 7732-18-5)........................   90-95

SECTION III: HEALTH HAZARDS IDENTIFICATION 
ROUTE(S) OF ENTRY ......   Eye contact. Skin contact. Ingestion. Inhalation.
EFFECTS OF ACUTE EXPOSURE:
 EYE .........................  None known.
 SKIN ........................  None known.
 INHALATION .........       None known.
 INGESTION ...........       None known.
MEDICAL CONDITIONS .....    None known.
 GENERALLY RECOGNIZED
 AS BEING AGGRAVATED BY EXPOSURE

SECTION IV: FIRST AID MEASURES 
EYE CONTACT
SKIN CONTACT

INHALATION
INGESTION

SECTION VI: PREVENTIVE RELEASE MEASURES
STEPS TO BE TAKEN IN    Eliminate all ignition sources. Dike large spills. Absorb with
 CASE MATERIAL IS     oil-dri or similar inert material. Sweep or scrape up and 
 RELEASED OR SPILLED containerize.
 

SECTION VII: HANDLING AND STORAGE 
PRECAUTIONARY   KEEP OUT OF REACH OF CHILDREN.
     INFORMATION
OTHER HANDLING AND   Keep container well closed when not in use
     STORAGE CONDITIONS 

SECTION VIII: SPECIAL PROTECTION INFORMATION
RESPIRATORY PROTECTION
VENTILATION 
PROTECTIVE GLOVES
EYE PROTECTION 
OTHER PROTECTIVE 
 MEASURES

SECTION XII: ECOLOGICAL INFORMATION
ENVIRONMENTAL DATA   Not available.

SECTION XIII: DISPOSAL CONSIDERATIONS 
WASTE DISPOSAL    No special method. Observe all applicable Federal/ Provincial/
 INFORMATION        State regulations and Local/ Municipal ordinances regarding disposal of 
         non-hazardous materials.

No special requirements under normal use conditions.
General room ventilation adequate.
No special requirements under normal use conditions.
No special requirements under normal use conditions.
If major exposure is possible to eyes/skin, wear/use appropriate protective 
equipment.

Rinse with plenty of water. If irritation develops, get medical attention.
Wash contaminated area with water and soap. If irritation develops, get medical 
attention.
Remove to fresh air.
Do not administer anything by mouth to an unconscious person. Seek immediate 
medical attention.

EXPOSURE LIMIT/TOXICITY
20 ppm TWA (SUPPLIER RECOMMENDED)
400 ppm OSHA/ACGIH TWA , 500 ppm
OSHA/ACGIH STEL
NOT ESTABLISHED

Windasol Blue
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3.5 Read and Interpret Information for Others. 

You are standing in for the Kitchen Supervisor. During your shift, you 
have to answer some questions about the product Windasol. Read the 
situations, using the MSDS from exercise 3.4 on page 17, find the 
section where the answer is found, and then the answer questions. 
Role-play the questions and answers. For example: 

Question: Abigail cleans the bar mirrors and glass shelving every 
week using Windasol Blue. She wonders if she should use goggles to 
protect her eyes.

You check the MSDS Sheet. Under the heading SPECIAL 
PROTECTION INFORMATION, you read that no special 
protection is required. However, it also says that for “major 
exposure”, protective equipment might be used. If Abigail is 
noticing eye irritation when she cleans the mirrors, you suggest 
she try wearing goggles.

a) A large drum of Windasol has spilled in the kitchen stockroom. 
Peter, A kitchen helper, asks you for advice. What can you tell 
him?

b) Sandra and Shawna were cleaning tables in the lounge. A bottle 
of Windasol fell and the liquid splashed into Sandra’s eyes. 
Shawna immediately took Sandra to a washroom and she washed 
her eyes with water. What should they do now?

c) Peter is rearranging the storage and he wants to know if he can 
store Windasol at ground level next to the radiator.

d) Peter has discovered some containers of Windasol that were 
mistakenly mixed with water. He wants to throw them out. He 
asks you if there are any special requirements about disposing 
of Windasol.
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Level 3 ►

Food and Beverage Service Supervisors read and refer to procedures manuals  
and interpret them for staff.

Procedures are sometimes written in very formal language which makes them, at 
first, hard to understand. However they are very repetitive, and once the language 
for one set of procedures is mastered, others will not seem as difficult.

This reading excerpt comes from a Fire Safety Plan for the department. The 
plan includes instruction for every level of employee and it is important that 
everyone understand it. 

3.6 Read Fire Plan Procedures and answer the questions:

a) What should Food and Beverage Services staff do when they 
hear a Stage One fire alarm?

b) What equipment should be turned off?

(Continue the question on the next page.)

 
 

Evacuation Procedures 
1. Food and Beverage Managers 

a) Upon hearing a Stage One Alarm, the Food and Beverage Manager will ensure all serving staff finish 
their current transaction and do not engage in further sales until further notice. 

b) Upon hearing a Stage Two Alarm, the Food and Beverage Manager or designate for the restaurant and 
or bars will oversee all closing procedures which may be required. They will also ensure that no food or 
beverage is served during the Alarm period. 

c) Upon hearing the evacuation announcement, the Food and Beverage Manager or designate will ensure 
that staff assist in the evacuation of casino restaurants, sports bar, meeting rooms, and lounge. 

d) Once the areas are clear of patrons ensure all staff leave the casino via the nearest usable exit and 
proceed to the designated meeting area in the North Valet parking lot where the Manager or designate will 
conduct a head count and give the results to the designated Security Officer collecting the count. 

2. Kitchen, Cafeteria Staff, Serving Personnel, Bartenders 
a) Upon hearing a Stage One Alarm, all Serving Personnel/Bartenders/Cafeteria and kitchen staff finishes of 

their current transaction/action and does not engage in further sales/duties until further notice. 
b) Upon hearing a Stage Two Alarm, all Serving Personnel/Bartenders/Cafeteria and kitchen staff will 

commence closing procedures as required. Shut off all gas appliances, grills; switch off all electrical 
appliances and other equipment that uses gas/electricity. 

c) Upon hearing the evacuation announcement, all Serving Personnel/Bartenders/Cafeteria and kitchen staff 
will instruct all patrons to leave the casino through the nearest usable exit. 

d) Once their area of operations have been cleared, all Serving Personnel/Bartenders/Cafeteria and kitchen 
staff leave via the nearest usable exit and report to the Food and Beverage Managers at the designated 
meeting area in the North Valet parking lot and await further instructions. 

 



21 of 27Food and beverage services

c) Who should leave the building first, the patrons or the staff?

d) Who is responsible for the Head Count?

e) Should all of the Food and Beverages staff meet at the same 
place after evacuation?

3.7 How would we say it in our own words:

a) Ensure all employees are accounted for.

b) Proceed to the designated meeting area in the North parking 
lot.

c) Upon being informed of a Stage Two Alarm, leave the building.

d) Await further instruction.
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Compare 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 Duties: Answers will vary according to the experience of each learner. 
Be prepared to talk about your past experience. The items on this list 
are all relevant to Food and Beverage workers.

1.2 Answers will vary. Try writing a report on your kitchen noting any 
areas for improvement.

1.3 

 

Food and Beverage Service Team 

1.  General Manager/Manager  

2.  Assistant Manager/Food and Beverage Manager 

3.  Bar Manager/Bar Supervisor/ Head Bartender 

4.  Bartender  

5.  Bar Porter  

6.  Maitre d'/Dining Room Manager 

7.  Wine Steward/Sommelier  

8.  Host/ess 

9.  Captain/Food and Beverage Server  

10.  Bus person  

11.  Executive Chef/Chef  

12.  Sous Chef  

13.  First Cook  

14.  Second Cook  

15.  Cook's Helper/Dishwasher 

c) Oversees and is responsible for the entire operation. 

l) Assumes general manager/manager duties as required. 

b) Oversees the operation of the bar. 

g) Operates behind the bar. 

e) Cleans and stocks bar. 

f) Operates the dining room. 

k) Manages the menu and the service of wine. 

h) Operates the front desk area. 

j) Oversees the operation of a section. 

m) Handles section maintenance. 

a) Manages the operation of the kitchen. 

o) Assumes Chef duties as required. 

d) Is responsible for duties within a section. 

n) Is responsible for duties within the kitchen. 

i) Cleans wares and does some food preparation. 
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1.4 

1.5 WHMIS: Sodium Sulphite

a) Rinse immediately with plenty of water and seek medical advice. 
Wash your eyes with water and see a doctor or nurse.

b) Irritating, may cause an allergic respiratory reaction. It can 
irritate your eyes, skin and lungs.

c) Suitable protective clothing, gloves and eye/face protection. 
Wear gloves and a face shield, goggles or safety glasses.

d)

 
 
 

SODIUM SULFITE, ANHYDROUS 
 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

 
Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 
 
 

What to do in 
case of contact 

How to 
protect 
yourself 

Why chemical 
is dangerous 

WHMIS symbol 

Name of the 
chemical 
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2.1 

 a) Bob Surry, the Shift Superintendent

b) The Lounge is going to be renovated

c) June 21 at 7:15

d) Changes

e) Offering your opinions and help with making decisions

f) Anything that is worrying you, or doesn’t seem right

2.2 Answers will vary. Keep an eye on the postings in your area and in the 
staff lunch room. Learn to recognize the format of different messages 
so that you won’t miss news about changes, opportunities and social 
events in the casino.

2.3 

 a) July 10
b) Becoming a Good Team Player
c) Yes
d) One day
e) Human Resources

2.4 You might have predicted that the email would contain the following:
Information about times and location of training −
Details about the training topics −
Name of Facilitator −

2.5 Items requiring follow-up:

Cash variance has to be found −
Print out of Banquet Room audit to be given to Beatrice −
Sandra’s evaluation completed −

2.6 Re-read the email to get the details and then answer these questions:
Lounge will be renovated. −
Closure will affect staff hours and where they work. −
Racetrackers and Super Snack will serve drinks. −
No, but casual staff may have fewer hours. −
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3.1

3.2 Sandra’s list (any of the following):

Change in behaviour1. 
Spill drinks2. 
Trouble picking up change3. 
Staggering4. 
Bumping into chairs5. 
Trouble focusing eyes6. 
Hard to stay awake7. 
Slumping in chair8. 
Too friendly9. 
Demanding attention10. 
Shouting or swearing11. 
Forgetfulness12. 
Over-tipping13. 

3.3 When demonstrating, be sure you:
Identify the parts of the equipment, for example, leg-locks −
Explain each step in your own words as you demonstrate it −
Show, perhaps measure, distances −
Point out possible problems and safety issues −

Concerns Page 

1. Sandra is a new employee. What does she need to know? 3 

2. The floor gets wet and greasy. How can we prevent slips and falls in the kitchen? 64 

3. Kay himself is a bartender and complains that his wrists are sore. What can he do? 62 

4. Luigi has cut his hand badly. He wonders if he can wear protective gloves. 73 

5. It gets very hot in the kitchen. Sandra sometimes feels faint. 83 

6. Natalie is afraid to go into the walk-in freezer. 69 
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3.4

3.5 

a) Under the heading PREVENTIVE RELEASE MEASURES, 
you see that the material is not considered especially hazardous. 
You advise Peter to avoid any chance of setting the spill on fire, 
and that he use oil-dri or sawdust to soak up the spill, then scrape 
or sweep it up and get it contained in garbage bags.

b) Look under the heading FIRST AID MEASURES.  Reassure the 
Servers that they have done the right thing by washing Sandra’s 
eyes. Tell them it is not dangerous and to continue washing until 
her eyes stop stinging. However, if the irritation continues, she 
should get medical attention. 

c) Based on what you read under the heading HANDLING 
AND STORAGE, you tell Peter that Windasol has no special 
requirements for storage as long as the containers are well 
closed. 

d) You look under the heading DISPOSAL CONSIDERATIONS 
and tell Peter that Windasol is considered non-toxic and can be 
disposed of normally.

 

Section Heading Your prediction for the content  
in the section 

INGREDIENT INFORMATION EXAMPLE: Tells what chemicals the product contains. 

HEALTH HAZARDS IDENTIFICATION 
(See also Section 11) 

Points out anything about the product that could be dangerous to the 
health of the people working with it. 

FIRST AID MEASURES In case employees come in contact with this product, this section tells 
what should be done immediately. Sometimes medical help is advised. 

PREVENTIVE RELEASE MEASURES If this product spills or escapes, this section will tell you how to deal 
with it.   

HANDLING AND STORAGE How should the product be stored? Should it be refrigerated? Kept 
away from heat or light? Stored in a separate building? 

SPECIAL PROTECTION 
INFORMATION 

Recommends protective gear for employees using this product—
gloves, masks, etc. Also make recommendations about ventilation and 
shields.   

ECOLOGICAL INFORMATION Details the effects of this product on the environment 

DISPOSAL CONSIDERATIONS What precautions must be taken when getting rid of this product? Can it 
be treated as normal waste or do special controls apply? 
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3.6 

a) Finish the transaction they have already started, but do not start 
another until they are told to do so.

b) All electrical and gas equipment must be switched off.

c) The patrons.

d) The Food and Beverage Casino Manager. 

e) Yes.  The North Valet Parking lot so that they can be counted.

3.7 Answers may differ. Check with your instructor to be sure the meaning 
is the same.

a) Make sure you know where all the employees are.

b) Go to the North parking lot.

c) When you hear the Stage Two Alarm, get out of the building.

d) Wait until you hear what to do next.



Job Family Section

Housekeeping
 and Grounds

Housekeeping 
and Grounds  



Housekeeping and grounds 1 of 30

This section deals with the Reading skills that Housekeeping and Grounds 
employees need to know. Housekeeping Attendants read schedules and 
lists of materials (see section on Document Use). They also read cleaning 

product labels, including Workplace Hazardous Materials Information Sheets 
(WHMIS) and Material Safety Data Sheets (MSDS) to be aware of potential 
hazardous reactions and emergency procedures. In addition, Housekeeping 
Attendants may read manuals for new light cleaning equipment. Housekeeping 
Supervisors read training information to pass on to staff.  

These skills are important for people working in Housekeeping and Grounds 
because they need to be flexible about scheduling and duties changes.  
Housekeeping Attendants come in contact with clients and may be asked about 
on-going events or how to interpret brochures and coupons. They may handle 
cleaning products that can pose a danger to their health over time and must be 
able to read labels to identify hazards.  The equipment used in Housekeeping 
might include vacuum cleaners and polishers. Groundskeepers may use lawn 
mowers, hedge clippers and sweepers. It is their responsibility to follow 
handbook instructions to clean and maintain the equipment appropriately.  
When training new staff, Housekeeping Supervisors will need to be familiar 
with handbooks and manuals.  

In this section you will practice how to:
Read product labels −
Read memos, emails and bulletins −
Read to inform others −
Read instructions in manuals, handbooks and procedures −
Read manuals in order to transmit information to other staff −

Now it’s your turn. Try these activities to practice the Reading 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: Reading. 

Introduction
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Read Product Labels 
Performing this task involves the following types of Reading:

Scanning for information −
Building your vocabulary −

Level 1  ►

1.1 When preparing to clean the ladies’ washrooms, Housekeeping 
Attendants stock their carts with everything they need during their 
shift. Look at the pictures on page 3 and write the letter for each item 
in the list below. Which items are missing?

 Protective gloves ѩ

 Safety goggles (if needed) ѩ

 Face mask (if needed) ѩ

 Washroom keys (as assigned) ѩ

 Broom and dustpan ѩ

 Mops (2) and bucket ѩ

 Clean rags ѩ

 Garbage bags ѩ

 Spray bottle: glass cleaner ѩ

 Disinfectant ѩ

 Can of all purpose cleanser ѩ

 Toilet brush ѩ

 Wet Floor signs ѩ

All necessary supplies from the hand washing area:

 Hand cream ѩ

 Toilet paper rolls ѩ

 Facial tissues ѩ

(Continue the question on the next page.)

Task 1: 
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Cleaning Products and Equipment 

a) Face mask 

 

b) Mop 

 

c) Broom and dustpan 

 

d) Glass cleaner spray bottle 

 

e) Rubber gloves 

 

f) Garbage bags 

 

g) Keys 

 

h) Wet floor tripod sign 

 

i) Boxes of tissues 

 

j) Rolls of toilet paper 

 

k) Bottle of cleaner 

 

l) Toilet brush 
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1.2 You are a Housekeeping Attendant. You usually work the evening 
shift, but today you have been changed over to mornings.  You asked 
the supervisor for a list of your responsibilities for your new shift.  You 
want to improve your reading, so you write the meaning of any new 
words or expressions to help you remember.

a) What is the first thing you do when you come on duty?

b) Name four places that have to be mopped.

c) What equipment do you have to sign for? 

d) What products do you use for polishing the mirrors?  

 

Morning Crew Duties List 
Sign in and get radio   
Prepare cart and check off items in stockroom  
Check radio with Supervisor on duty  

Mop tiled areas and passageways: 
Main entrance   
Slot areas, including Lucky Lady and Cash Crash  

Clean washrooms in slots areas: 
Mop floors   
Wipe down doors and backsplashes  
Replace toilet paper rolls  
Scrub and disinfect toilets  
Empty waste bins  
Polish mirrors (use Windasol and paper towel)  
Check and refill soap dispensers  

After opening, patrol slots area for: 
Spot cleaning  

Litter and waste collection  
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1.3 Build your Housekeeping vocabulary by answering the following 
questions:

a) Give examples of litter. 

b) Where do you find backsplashes?

c) What can you get from a dispenser? 

d)  Can you explain the difference between wipe down and 
disinfect?

Level 2 ►

Housekeeping Attendants read labels on cleaning products to get instructions 
for proper use. It is important to read attentively and understand each part of 
the message. The label answers questions about what the product is, where the 
product can be used, how the product should be used and what precautions you 
should take with the product.

Look at the label below. Use it to answer the questions that follow.  

(Continue the question on the next page.)

 

Multi-Surface Cleaner with Vinegar 

Multi-Surface Cleaner with Vinegar is a fast and easy 
cleaning solution. Use on Mirrors, Windows, Stainless Steel, 
Appliances, Kitchen Countertops, Sinks/Basins, Porcelain, 
Cabinets and other surfaces. Leaves a streak-free shine with a 
pleasant scent. Unplug electrical appliances before use. Do not 
use on wood or other varnished surfaces. Spot test other 
surfaces before using. 

DIRECTIONS: Spray and wipe with a lint free cloth or dry paper 
towel. Polish quickly with a clean towel. 
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1.4 Build your housekeeping vocabulary by answering the following 
questions.

a) Indicate which surface is found on each furnishing by matching 
the number with the letter.

Furnishing
A dining room table  ____1. 
An electrical appliance  ____2. 
A bathroom sink  ____3. 
A mirror   ____4. 

Surface
steela) 
glassb) 
porcelainc) 
varnishd) 

b) Show the meaning of each word  by matching the number with 
letter.

Lint  ____1. 
Streak  ____2. 
Porcelain ____3. 
Vinegar  ____4. 

A line left on something when you rub ita) 
A hard, smooth material used in bathroomsb) 
A natural, strong-smelling liquid used for both cooking c) 
and cleaning
The fine, dusty particles that collect on clothd) 

1.5 Complete the sentences by filling in the blanks.

A multi-purpose room is a room that can be used for many purposes. 
So . . . 

a) a multi-surface cleaner is a cleaner that can be used on many 
different_________________

Tax-free means there are no taxes to pay. So . . .

b) streak-free means there are no ________________ on the glass.

c) lint-free means there is no ___________ on the cloth. 
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1.6 Take another look at the Multi-Surface Cleaner with Vinegar label on 
page 5.

a) What should you do when cleaning electrical appliances?

b) Should you use the Multi-Surface Cleaner with Vinegar product 
on wood?

c) Streak-free means: 
There are dirty lines or streaks on the surfacea) 
There are dirty spots on the surfaceb) 
The surface has no lines, streaks or spotsc) 

d) To spot test means:

To try the product on a small area before using it all over a) 
the surface
To use plenty of the product on the surfaceb) 
To remove spots from a surfacec) 

e) Lint-free means:

Lint doesn’t cost anythinga) 
These is no lint on the surface after you clean itb) 
A type of clothc) 

1.7 WHMIS labels give important details about material used in cleaning 
supplies. Identify the following parts of the WHMIS label on the 
following page.

What to do in case of contact −
Name of the Material −
WHMIS symbol −
Why the material is dangerous −
How to protect yourself −

The first one is done for you.

(Continue the question on the next page.)
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1.8 Answer the following questions by finding the information on the 
WHMIS label in Activity 1.7 and reading it aloud.  Then explain the 
information in your own words. You can work with a partner to roleplay 
asking questions and reading the answers from WHMIS labels.

a) What is in the bottle?

b) What should I do if I get Sodium Sulphite in my eyes?

c) How can this cleaner harm me?

d) Do I need to wear something to protect myself?

e) Show me the WHMIS “symbol.”

 

SODIUM SULFITE, ANHYDROUS 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 

Name of the 
chemical 
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Read Memos, Emails and Bulletins 
Performing this task involves the following types of Reading:

Scanning for information −
Reading to remember −
Reading memos, emails and bulletins −

Level 1  ►
2.1 New information is posted on the walls and 

bulletin boards in the staff areas every day. 
It is impossible to read it all so we have to 
know how to choose what is important to 
us. 

Find postings in your staff area.  List the 
ones that are interesting to you and say 
why.

2.2 Read the memo below while paying close attention. Use the details 
from the memo to answer the questions that follow.

(Continue the question on the next page.)

Task 2: 

MEMO
To: 
From: 
Date:

Subject:

This week renovations begin on the Lucky Spades Lounge.  The Lounge 
will be closed and the walkway will remain restricted until Sept 1, 2010. 
While the Lucky Spades is closed, Super Snack will be serving alcoholic 
beverages near Table Games and, of course, guests are welcome to use the 
Racetracker Bar on the second level.

Construction crews are to use lthe oading bay entrance.  However, we can 
expect more client traffic going directly into the Super Snack area from the 
North entrance. One extra casual Housekeeping Attendant will be needed 
for peak hours to service this area and the Hotel entrance washrooms.

Make sure temporary sandwich board signage is in place to direct traffic 
around the construction area. Please direct staff to extend regrets to the 
clients for the inconvenience and to make them aware of the changes. 

Ann Jones
Casino Manager

Housekeeping and Grounds
Casino Manager

July 15, 2010

Changes during Renovations
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a) When and where are the changes taking place?

b) How is Housekeeping affected?

c) What help do the attendants need to be able to give to the 
clients?

Level 2 ►

2.3 Skimming (reading quickly to get the gist of the message) and sorting 
email messages is an important task. Your email inbox is full of 
messages at the start of your shift.  Which ones will you open first? 
Your inbox helps you to decide by showing you the first lines of the 
message. 

Skim the email inbox on page 11. Decide which emails are high priority 
and should be opened first by writing the subjects in the following 
groups:

a) Open these first:

b) Open these next:

c) Open these last:

d) Don’t open these at all: 
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Inbox (Messages | Partial view) 

Priority @ From Subject Date  

!  P Blake, Head Office  No Parking Reminder Tues 7/6  

  Please remind all staff about the parking restrictions around the North entrance.  Parking is not permitted near any of the loading 
bays as of today and will remain  

 @ Ming Dao Re: New coupon format Tues 7/6  

  We have had new clients complain that they have trouble reading the new Summer Bonanza coupons.  The coupons are valid 
only for electronic gaming and only for the  

  Peter Holman Mom’s Birthday Tues 7/6  

  Hi Mandy!  Mom’s party is next Sunday and don’t forget it’s a surprise!  That’s why I have to email you at work.  We want you to 
pick up Aunt Liz (and some beer) and be..  

  J.Ali /Communications Re: Signage Tues 7/6  

  Thank you for your patience while we get the signage changed to direct clients past the Lounge construction.  The signs will be 
up today to help clients find their way …  

!  Randy Pauls Attention all Security Staff Tues 7/6  

  Please circulate this information to Security to ensure they are aware of the construction crew working in the area.  Construction 
crew members have special ID  

  Jackson,s Re: WHMIS Training sign-up Tues 7/6  

  Housekeeping, Grounds, Warehouse staff who have not completed their WHMIS certification are asked to sign up now.  This will 
be the last training offered this year.  

  Marilyn Jiles Re: Why are we changing uniforms again? Tues 7/6  

  This is just so stupid!  We go through the same old story every year!  I was so mad when I got this e-mail,  I think we should all 
just go down to head office and complain  

  Randy Pauls To Groundskeepers Tues 7/6  

  Please do not park the Mad Vac beside the loading bays.  Construction crews need easy access to the bays at all times.  When 
not in use the Mad Vac must be returned…  

  Brenda Sikes Your Help is Needed! Animals in Danger  Tues 7/6  

  Did you know that thousands of innocent animals are rounded up every day and forced into inhumane conditions?  We can save 
the lives of hundreds of reptiles …..  

! @ P Blake Memo from Head Office Tues 7/6  

  Please make sure the attached memo in distributed to all front line staff and posted in all service areas.  The Lucky Spades 
Lounge will be closed as of July 15 for renovations  

  Brenda Sikes Re: Casino Baseball Signup Mon 6/6  

  Baseball season in almost upon us and we are all hoping for the championship this year.  You can sign up for the team and for 
the support team of hotdog and ticket ……  

 @ H & G Manager Re: Training Mon 6/6  

  Please get your applications in for Leadership Training.  All experienced Housekeeping staff who are interested in training as 
supervisors must apply before May 15th in order……  

 @ Brenda Sikes  Volunteers needed!!!   Mon 6/6  

  Please join us this summer at the Woolly Bears Summer Games.  We NEED PEOPLE to help with serving lunch to all the 
wonderful people who make these games possible.  

  Vacation Stop  Your perfect vacation is waiting Mon 6/6  

  Are you still dreaming about that perfect getaway?  Check out our personalized vacation plans that will be tailored to just what 
you and your family have always…..  
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Read to Inform Others
Performing this task involves the following types of Reading:

Scanning for information −
Building your vocabulary −
Reading to remember −

Level 2 ►

3.1 Lan’s sister Amy would like to get a job as a Housekeeping Attendant.  
She asked Lan to tell her about the job so Lan picked up a copy of the 
Job Posting for Housekeeping Attendant. She uses it to explain some 
new vocabulary to Amy. 

Take the role of Lan. Read the lines of the job description and explain 
the new vocabulary.

(Continue the question on the next page.)

Task 3: 

 

Job Description 

HOUSEKEEPING ATTENDANT 
Posted: July 21 

Purpose/Objective:  
 The Housekeeping Attendant is responsible for the meticulous cleaning of all public and back of the house 

areas within the casino using industrial cleaning supplies, equipment and methods.  Housekeeping Attendants 
provide customer service as required.       

 
Environmental Working Conditions: 
 Casino environment.  Housekeeping Attendants work in a fast-paced, noisy environment. Completion of job 

duties requires the use of various housekeeping/industrial equipment, and cleaning agents such as sanitizers 
and detergents.  They must follow safe work practices at work.  Housekeeping Attendants require the use of 
personal protective equipment which includes: gloves, eye protection and masks as needed.  In addition, the 
Industrial shift is required to wear protective footwear.  Housekeeping Attendants must be available to work a 
variety of shifts (days, evenings, nights) to accommodate Casino Operations. 

 
Work Pressure and Stress: 
 Housekeeping attendants may experience work pressure and stress due to high volumes of cleaning during 

peak hours, and dealing with dissatisfied guests.    
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Explain the underlined terms in your own words.

Read Instructions in Manuals, 
Handbooks and Procedures

Performing this task involves the following types of Reading:
Reading to remember −
Building your vocabulary −
Reading casino manuals, handbooks and procedures −

Level 1 ►

4.1 Housekeeping Attendants read instructions for use and maintenance of 
light machines such as vacuum cleaners.  When you follow step-by-
step instructions, you often do the steps as you read.  In this activity, 
you will also explain the steps by paraphrasing, or explaining in your 
own words.

(Continue the question on the next page.)

Term Explanation 

Meticulous  

Fast-paced  

Back of house areas  

Sanitizer  

Personal protective 
equipment  

Peak hours  

Dissatisfied guests  

Accommodate  

 

Task 4: 
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Prepare a short presentation on how to use and care for a vacuum 
cleaner.  Read the instructions carefully and practice the words that are 
new to you.  Identify the parts and demonstrate using a real vacuum 
cleaner if possible. Use your own words for the explanation. If possible, 
practice giving a presentation about vacuum cleaner care to others.

Level 2 ►

4.2 Duties are often written in the direct imperative form, such as a 
command or an order:

“Remove any gum from the floor.”

Procedures often use a future form that is not so direct:

“Any gum found on the floor shall be removed.” 

Rewrite the following statements using a direct imperative. Remember 
to find the verb and then rewrite the instructions. The first one has 
been done for you as an example.

(Continue the question on the next page.)

 
Care of the Vacuum Cleaner 

- Check dust bag daily. Demonstrate how to change bag. 
- Check roller-brush daily. Show how to remove and clean if necessary. 
- Wipe down daily after use and store in designated area. 
- Correct position for use. Place the cord behind you and vacuum area working backwards. 
- Never leave vacuum cleaner running standing alone in an upright position. 
- Demonstrate use of attachments. 
- Hold plug firmly to pull from socket, never pull cord. 
- Wrap cord as demonstrated each time you complete an area and store vacuum on cart. 
- Report any unusual sound or apparent damage immediately. 
- Each vacuum cleaner has a card to record any repairs/replacements of parts. 
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4.3 Rewrite these instructions to make them simple and direct. Answers 
may differ slightly.

The word “ensure,” which means to make sure or to check, is often 
used to suggest that you do something. For example: “Ensure that the 
area is dry and no streaks are left” means “Dry the area and remove 
all the streaks.”

 

Formal Instruction Directions 

Example: Any visible marks on the walls 
behind the toilets and partitions will be 
wiped down and dried with a clean rag.  

Wipe down and dry any marks on the walls behind the toilets 
and partitions. 

The old container can now be removed and 
discarded and replaced with the new one. 

 

Entire floor shall be wet mopped.  

Wet Floor signs shall be placed in the area 
that is to be mopped. 

 

Disinfectant will be applied to all clean rags 
used using the spray bottle 

 

Toilet seats will be wiped down on both top 
and bottom. 

 

 

 

Formal Language Direction Instruction 

Ensure that there is no visible 
spillage or debris on the floor.  

Ensure that the bowl is dry and no 
streaks are left.  

Ensure finger marks, graffiti and 
any other visible marks are 
removed. 

 

Ensure that the dispensers are 
equipped with a sufficient amount 
of soap and refill as necessary. 

 

Ensure that the area is free from 
any foul odours.  
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4.4 Use the Pre-operational checklist for the Specialty Sweeper.  To be 
effective this exercise should be done either with clear illustrations 
or with the sweeper itself so that each step can be demonstrated as it 
is read.  Use other machines and their manuals as appropriate. Read 
each of the instructions out loud and practice explaining the sentence 
in your own words.

4.5 Build your vocabulary by matching the words with their meaning:

 

Specialty Sweeper Vehicle Pre-Operation Checklist 

Before operating the Specialty Sweeper, check the general condition and cleanliness of the vehicle. 

1. Check all machine fluid levels: fuel, coolant, hydraulic 
oil, washer fluid and engine oil. 

 

2. Refuel or top up fluid levels as required. 
3. Inspect all hydraulic lines, hoses and fittings for 

tightness.  
4. Use a clean rag to remove any dirt on the fittings. 
5. Check the tires and ensure that they are inflated to 

the specified pressure. 
6. Check the trash container. Empty if full. 
7. Check the dust collector screen and clean if required. 

Empty collector box under the screen. 
8. Clean the Engine Air Intake Filter Container Cover.  
9. Clean the lights and Slow Moving Vehicle (SMV) emblem to ensure that other vehicles can see them. 
10. Check all lights and flashers to ensure they are functioning properly. 
11. Clean all the mirrors on the machine. 
12. Report any problems on the Inspection Checklist. 
13. If you notice anything that may affect the normal operation of the Specialty Sweeper, notify the 

Supervisor immediately. 
 

Words Meaning 
1.  appropriate a. broken or damaged part 
2.  protective gear b. on hand 
3.  operator c. proper or correct 
4.  available d. safety clothing or equipment 
5.  inspected e. checked 
6.  defect f. driver 
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Level 3 ►

 Housekeeping Supervisors read and refer to procedures manuals and 
interpret them for staff. Procedures are sometimes written in very 
formal language which can make them hard to understand at first. 
However, they are very repetitive and once the language for one set of 
procedures is mastered others will not seem as difficult.

 The handling of hazardous materials is a safety issue that must be dealt 
with in all workplaces. Housekeeping Attendants use cleaners that 
can have toxic effects, especially if used over a long period of time. 
Groundskeepers use fertilizers, insecticides and fungicides, which are 
also potentially dangerous if not handled properly. Everyone should 
know how to read a WHMIS label and find information in case of 
doubt or danger.

 Housekeeping and Groundskeepers Supervisors must be able to read 
and interpret MSDS information. Supervisors need to be able to 
explain MSDS information to Attendants and Groundskeepers to help 
them work safely. 

 This MSDS version represents only a small part of the whole sheet. 
Skim the headings of the MSDS for Windasol Blue below and then 
continue to the question that follows.

(Continue the question on the next page.)
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 MATERIAL SAFETY DATA SHEET 
                       MSDS # 000000

SECTION II: INGREDIENT INFORMATION
INGREDIENT            WEIGHT%
Ethylene glycol n-hexyl ether (CAS# 112-25-4).     0.1 1.0
Isopropanol (CAS# 67-63 0)....................   1-5

Water (CAS# 7732-18-5)........................   90-95

SECTION III: HEALTH HAZARDS IDENTIFICATION 
ROUTE(S) OF ENTRY ......   Eye contact. Skin contact. Ingestion. Inhalation.
EFFECTS OF ACUTE EXPOSURE:
 EYE .........................  None known.
 SKIN ........................  None known.
 INHALATION .........       None known.
 INGESTION ...........       None known.
MEDICAL CONDITIONS .....    None known.
 GENERALLY RECOGNIZED
 AS BEING AGGRAVATED BY EXPOSURE

SECTION IV: FIRST AID MEASURES 
EYE CONTACT
SKIN CONTACT

INHALATION
INGESTION

SECTION VI: PREVENTIVE RELEASE MEASURES
STEPS TO BE TAKEN IN    Eliminate all ignition sources. Dike large spills. Absorb with
 CASE MATERIAL IS     oil-dri or similar inert material. Sweep or scrape up and 
 RELEASED OR SPILLED containerize.
 

SECTION VII: HANDLING AND STORAGE 
PRECAUTIONARY   KEEP OUT OF REACH OF CHILDREN.
     INFORMATION
OTHER HANDLING AND   Keep container well closed when not in use
     STORAGE CONDITIONS 

SECTION VIII: SPECIAL PROTECTION INFORMATION
RESPIRATORY PROTECTION
VENTILATION 
PROTECTIVE GLOVES
EYE PROTECTION 
OTHER PROTECTIVE 
 MEASURES

SECTION XII: ECOLOGICAL INFORMATION
ENVIRONMENTAL DATA   Not available.

SECTION XIII: DISPOSAL CONSIDERATIONS 
WASTE DISPOSAL    No special method. Observe all applicable Federal/ Provincial/
 INFORMATION        State regulations and Local/ Municipal ordinances regarding disposal of 
         non-hazardous materials.

No special requirements under normal use conditions.
General room ventilation adequate.
No special requirements under normal use conditions.
No special requirements under normal use conditions.
If major exposure is possible to eyes/skin, wear/use appropriate protective 
equipment.

Rinse with plenty of water. If irritation develops, get medical attention.
Wash contaminated area with water and soap. If irritation develops, get medical 
attention.
Remove to fresh air.
Do not administer anything by mouth to an unconscious person. Seek immediate 
medical attention.

EXPOSURE LIMIT/TOXICITY
20 ppm TWA (SUPPLIER RECOMMENDED)
400 ppm OSHA/ACGIH TWA , 500 ppm
OSHA/ACGIH STEL
NOT ESTABLISHED

Windasol Blue
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4.6 Based on the headings, write in your own words what information you 
predict will be in each section. Then read the full MSDS sheet to check 
your predictions. The first one has been done for you. 

4.7 You are standing in for the Housekeeping Supervisor.  During your 
shift, you have to answer some questions about the product Windasol 
Blue.  Read the situations below and find the MSDS section where 
the answer is found to answer the questions. If possible, roleplay the 
questions and answers with a partner.  

For example: Abigail cleans the mirrors in the Sin Fin Ballroom every 
week using Windasol Blue.  She wonders if she should use goggles to 
protect her eyes.

You check the MSDS Sheet. Under the heading SPECIAL 
PROTECTION INFORMATION, you read that no special 
protection is required.  However, it also states that for “major 
exposure,” protective equipment might be used.  If Abigail is 
noticing eye irritation when she cleans the mirrors, you suggest she 
try wearing goggles.

(Continue the question on the next page.)

 

Section Heading Your prediction for the content  
in the section 

INGREDIENT INFORMATION EXAMPLE: Tells what chemicals the product contains. 

HEALTH HAZARDS IDENTIFICATION 
(See also Section 11) 

 

FIRST AID MEASURES  

PREVENTIVE RELEASE MEASURES  

HANDLING AND STORAGE  

SPECIAL PROTECTION 
INFORMATION 

 

ECOLOGICAL INFORMATION  

DISPOSAL CONSIDERATIONS  
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Find the appropriate information to help you deal with the situation.  
Read the recommendations aloud and then explain to the Attendant 
what they mean in everyday English.

a) A large drum of Windasol has spilled in the stockroom.  Roman, 
the Stockroom Supervisor, radios you for advice. What can you 
tell him?

b) Louisa and Jeanie were cleaning the high windows between two 
parts of the lounge.  A bottle fell, hit the ladder and splashed in 
Jeanie’s eyes.  Louisa took her immediately to a washroom and 
she washed her eyes with water.  What should she do now?

c) Roman is rearranging the stockroom and he wants to know if he 
can store Windasol at ground level next to the radiator.

d) Roman has discovered some containers of Windasol that were 
mistakenly mixed with water.  He wants to throw them out.  He 
asks you if there are any special requirements about disposing of 
Windasol.
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4.8 Read through the following instructions about what to do in case of 
fire.  Cover the text and, by memory, number the steps in the question 
that follows.

In case of fire, in what order should you do the following?  Number 
the steps.

 Leave the area immediately  ѩ

 Notify Surveillance at 8308 ѩ

 If you cannot put out the fire, close the access door to   ѩ
  the area.

 Activate the fire alarm ѩ

 Give details as to location and type of fire ѩ

 Proceed to assigned duty station ѩ

4.9 Next read the procedures for your department to find the answers to 
the questions that follow. Scan the document to find information about 
what to do in case of a fire. 

(Continue the question on the next page.)

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 

 



Housekeeping and grounds 22 of 30

a) What must Housekeeping Attendants do about electrical 
equipment?

b) Who is responsible for doing a head count (ensuring all employees 
are out of the building)?

c) Do all Housekeeping and Grounds employees meet at the same 
designated meeting area?

d) Which Housekeeping and Grounds employees may have to 
assist Security?

 

Evacuation Procedures 
1. Casino Manager House and Grounds 

a) Upon hearing a Stage One Alarm, the Casino Manager House and Grounds will complete current action and prepare in 
case it progresses into a Stage Two Alarm. 

b) Upon hearing a Stage Two Alarm and the evacuation announcement, the Casino Manager House and Grounds will 
ensure the evacuation procedures involving House and Grounds and Housekeeping are carried out. 

c) The Casino Manager House and Grounds will ensure that all employees are accounted for and do a head count at the 
designated meeting area in the North Valet parking lot and hand over to the designated Security Officers collecting the 
head count. 

2. House and Grounds Shift Manager 
a) Upon hearing a Stage One Alarm, the House and Grounds Shift Manager will complete current action and inform the 

Housekeeping attendants to stop using any electrical equipment until further notice. The House and Grounds Shift 
Manager will inform Maintenance Technicians that we are in a Stage One Alarm if they are outdoors. 

b) Upon hearing a Stage Two Alarm and hearing the evacuation announcement, the House and Grounds Shift Manager 
will ensure employees perform their responsibilities. 

c) The House and Grounds Shift Manager will ensure all employees evacuate the casino via the nearest usable exit and 
report to the designated meeting area in the North Valet parking lot. 

3. Maintenance Technicians 
a) Upon being informed of or hearing a Stage One Alarm, the Maintenance Technician will wait for further instruction. 
b) Upon being informed of or hearing a Stage Two Alarm and the evacuation announcement, the Maintenance Technician 

will leave the casino via the nearest usable exit and report to the designated meeting area in the North Valet parking lot. 

4. Housekeeping Attendants 
a) Upon hearing a Stage One Alarm, the Housekeeping Attendant will complete current action and do not use any electrical 

equipment until further notice. 
b) Upon hearing a Stage Two Alarm and hearing the evacuation announcement, the Housekeeping Attendant will leave the 

casino via the nearest usable exit and report to the designated meeting area in the North Valet parking lot. 

NOTE: The Security Department may need the assistance of the Housekeeping staff to assist in an evacuation. In 
this case, Housekeeping will report directly to the Security Shift Manager on shift. 
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Compare 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 Compare your answers with the list below. 

e Protective gloves 
missing  Safety goggles (if needed)
a Face mask (if needed)
g Washroom keys (as assigned)
c Broom and Dustpan
b Mops (2) and bucket 
missing  Clean rags
f Garbage bags
d Spray bottle: Glass cleaner
k Disinfectant 
missing  Can of all purpose cleaner
l Toilet brush
h Wet Floor signs
missing  Hand cream
j Toilet paper rolls
i Facial tissues

1.2 

 a) The first thing you do is sign in and get a radio. 

b) Four places that need to be mopped are: main entrance, Lucky 
Lady and Cash Crash slot areas, and washrooms.

c) You have to sign for a radio.

d) You use Windasol and paper towel to clean the mirrors. 
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1.3 

 a) Litter can include paper wrappings, cigarette butts, newspapers,  
 etc . . .

b) Backsplashes are found on the wall behind sinks and urinals.

c) You get soap and hand sanitizer for a dispenser.

d) To wipe down is to clean from top to bottom using a cloth or 
towel.  To disinfect is to apply a cleaner that kills germs and 
leaves the surface sanitized.

1.4 
 a)

A dining room table  d) varnish (on wood)1. 
An electrical appliance  a) steel2. 
A bathroom sink  c) porcelain3. 
A mirror   b) glass4. 

b)
Lint  d) The fine dusty particles that   1. 
     collect on cloth 
Streak  a) A line left on something when  2. 
     you rub it.
Porcelain b) A hard smooth material used for  3. 
     bathrooms 
Vinegar  c) A natural, strong-smelling liquid  4. 
     used for both cooking and   
     cleaning

1.5 
a) A multi-surface cleaner is a cleaner that can be used on many 

different surfaces

b) Streak-free means there are no streaks on the glass.

c) Lint-free means there is no lint on the cloth. 

1.6 
 a) You should unplug electrical appliances before cleaning

b) No
c) The surface has no lines, streaks or spots.
d) To try the product on a small area before using it all over the 

surface.
e) Lint doesn’t stay on the surface after you clean it.
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1.7 

1.8 

 a) Sodium Sulphate

b) Rinse immediately with plenty of water and seek medical 
advice

c) It can irritate your lungs and eyes and may cause an allergic 
respiratory reaction

d) Suitable protective clothing, gloves and eye/face protection 

e) 

2.1 Answers will differ. Learn to recognize the format of the different 
postings so that you don’t miss important information about changes, 
opportunities and social events in the casino.

 
 
 

SODIUM SULFITE, ANHYDROUS 
 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

 
Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 
 
 

What to do in 
case of contact 

How to 
protect 
yourself 

Why chemical 
is dangerous 

WHMIS symbol 

Name of the 
chemical 
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2.2 
a) From July 15 – Sept. 1. This week the renovations are starting in 

the Lucky Spades Lounge.  Traffic in other areas of the casino 
will also be affected.

b) One casual attendant will be needed to work in the North Entrance 
and the washrooms in that area because they are expecting more 
traffic there.

c) Attendants should help clients understand the changes and find 
their way. 

2.3 Is this what you decided?

a) Open first: Urgent mail marked with a !
  Messages that still require action are 

flagged. O

b) Open next: Consider who sent the message. Is this 
person high-ranking? And a reliable 
source of information? Read the subject 
line. Does the message concern your 
department? You personally?

c) Open later: Do your friends and relatives still send 
mail to you at work? They never learn do 
they! 

d) Don’t open at all:  Junk mail

Here is one possible classification of the emails, though your answers 
may differ:

Open first:
No Parking Reminder −
To Groundskeepers −
Memo from Head Office −
Re: Training −
Re: WHMIS Training sign-up −

Read next:
Re: New Coupon Format −
Attention all Security Staff −
Re: Signage −

(Continue the answer on the next page.)
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Read later:
Mom’s Birthday −
Re: Casino Baseball Signup −
Re: Why are we changing uniforms again −
Volunteers needed!!! −

Don’t open: 
Your Help is Needed! Animals in Danger −
Your Perfect Vacation is Waiting −

3.1 Make sure to read all of the details in the job description. Take note of 
any words that are unfamiliar. Look up those words to make sure you 
understand all of the duties required for the job.  If possible, look up 
and read authentic job descriptions for your job family.

4.1 In your demonstration did you do the following?

a) identify the equipment parts

b) explain the steps as you demonstrate them

c) point out possible problems or safety concerns

Term Explanation 

Meticulous detailed and thorough 
 

Fast-paced moves and changes quickly 
 

Back of house areas the parts of the casino reserved for staff where guests do not enter 
 

Sanitizer product that disinfects, kills bacteria 

Personal protective 
equipment safety clothing such as goggles, boots, and gloves. 

Peak hours the busiest times of day 

Dissatisfied guests clients who are not happy with what the casino offers 

Accommodate to make comfortable, for example to accommodate a guest.  In this context, to 
satisfy the needs of the casino so that it operates smoothly 
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4.2

4.3

 

Formal Instruction Directions 

Example: Any visible marks on the walls 
behind the toilets and partitions will be 
wiped down and dried with a clean rag.  

Wipe down and dry any marks on the walls behind the 
toilets and partitions. 

The old container can now be removed 
and discarded and replaced with the new 
one. 

Remove and discard the old container and replace it with 
the new one.  Or take out the old container and throw it 
away.  Put in a new container 

Entire floor shall be wet mopped. Wet-mop the entire floor (or the whole floor) 

Wet Floor signs shall be placed in the 
area that is to be mopped. 

Place Wet Floor signs in the area that you are mopping. 

Disinfectant will be applied to all clean 
rags used using the spray bottle 

Apply disinfectant to all clean rags using the spray bottle. 

Toilet seats will be wiped down on both 
top and bottom. 

Wipe toilet seats down on both top and bottom. 

  
 

Formal Language Direction Instruction 

Ensure that there is no visible spillage or 
debris on the floor. Clean up any spills or litter that you see on the floor. 

Ensure that the bowl is dry and no streaks 
are left. Dry the bowl and wipe away the streaks. 

Ensure finger marks, graffiti and any other 
visible marks are removed. 

Remove finger marks, graffiti and other marks that you 
can see. 

Ensure that the dispensers are equipped 
with a sufficient amount of soap and refill 
as necessary. 

Check to see that dispensers have enough soap and refill 
them if necessary. 

Ensure that the area is free from any foul 
odours. Get rid of any bad smells in the area. 
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4.4 When demonstrating the care and maintenance of the sweeper, were 
you able to do the following:

Show understanding of the parts of the equipment by pointing  −
them out as you name them?
Show understanding of all the vocabulary by demonstrating  −
what needed to be done?
Use your own words to explain each step? −

4.5 

4.6

Words Meaning 
1.  appropriate c. proper or correct 
2.  protective gear d. safety clothing or equipment 
3.  operator f. driver 
4.  available b. on hand 
5.  inspected e. checked 
6.  defect a. broken or damaged part 

 
 

Section Heading Your prediction for the content  
in the section 

INGREDIENT INFORMATION EXAMPLE: Tells what chemicals the product contains. 

HEALTH HAZARDS IDENTIFICATION 
(See also Section 11) 

Points out anything about the product that could be dangerous to the 
health of the people working with it. 

FIRST AID MEASURES In case employees come in contact with this product, this section tells 
what should be done immediately. Sometimes medical help is advised. 

PREVENTIVE RELEASE MEASURES If this product spills or escapes, this section will tell you how to deal 
with it.   

HANDLING AND STORAGE How should the product be stored? Should it be refrigerated? Kept 
away from heat or light? Stored in a separate building? 

SPECIAL PROTECTION 
INFORMATION 

Recommends protective gear for employees using this product—
gloves, masks, etc. Also make recommendations about ventilation and 
shields.   

ECOLOGICAL INFORMATION Details the effects of this product on the environment 

DISPOSAL CONSIDERATIONS What precautions must be taken when getting rid of this product? Can it 
be treated as normal waste or do special controls apply? 
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4.7 
a) Under the heading PREVENTIVE RELEASE MEASURES, 

you see that the material is not considered especially hazardous. 
You advise Roman to avoid any chance of setting the spill on 
fire, and to use oil-dri or sawdust to soak up the spill, then sweep 
it up and get it contained.

b) Look under the heading FIRST AID MEASURES.  Reassure the 
attendants that they have done the right thing by washing Jeanie’s 
eyes.  Tell them it is not dangerous and to continue washing until 
her eyes stop stinging.  However, if the irritation continues, she 
should get medical attention. 

c) Under the heading HANDLING AND STORAGE you find that 
Windasol has no special requirements for storage as long as the 
containers are well closed. 

d) You look under the heading DISPOSAL CONSIDERATIONS 
and find that Windasol is considered non-toxic and can be 
disposed of normally.

4.8 Fire Procedures—put in order

5 Leave the area immediately 

2 Notify Surveillance at 8308

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm

3 Give details as to location and type of fire

6 Proceed to assigned duty station 

4.9 
a) They must stop using electrical equipment.  (Strategy:  Did you 

go directly to the Housekeeping Attendants Section?)

b) The Casino Manager Housekeeping and Grounds.  (Strategy:  
From your experience, did you assume that it would be the most 
senior person?)

c) Yes, in the North Valet Parking lot.  (Strategy:  Once you found 
the information at the end of one section, did you look only at 
the end of all the other sections?) 

d) Housekeeping Attendants (Strategy: Scan for the word “security.”  
It occurs once in the Casino Manager’s section but that has to 
do with head count. Keep scanning and it appears at the end in a 
footnote.)
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This section deals with the Reading skills needed by employees working 
in Maintenance and Facilities. Maintenance Technicians working in this 
area read manuals and handbooks dealing with the operation of tools 

and equipment. They read email to get work orders or to carry out routine 
requests, such as escorting a contractor. They also read safety information and 
receive personal information about training opportunities or time off. Facilities 
Technicians read manuals for such facilities as computerized systems (APOGEE) 
and fire system procedures. They may also read blueprints and schematics. 
These skills are important for people working in Maintenance and Facilities 
because work orders are routinely received through email. Maintenance and 
Facilities personnel also read manuals to maintain and operate a wide range of 
complex equipment.

In this section you will practice how to: 
Read lists and labels −
Read memos and emails −
Skim and scan to find the information you need −
Follow instructions in handbooks and manuals −
Read for detail −
Paraphrase what you read to clarify instructions for others −

Now it’s your turn. Try these activities to practice the reading 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: Reading. 

 

Introduction
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Reading Lists and Labels
Performing this task involves the following types of Reading:

Reading for detail −
Scanning lists for information −
Reading a WHMIS label −

Level 1  ►

1.1 Read a Duties Checklist

As a Casino Groundskeeper, you have regular duties. Using this list, 
check off the items where you already have experience:

Task 1: 

 

Groundskeepers Duties 
Maintain landscaping by: 

- cutting grass  
- removing weeds  
- watering flowers  
- removing snow/ ice, sanding, salting etc.  

Clean front of house including:  
- parking grounds  
- bus shelter  
- empty garbage  
- clean ashtrays  
- wash windows  

Use the MadVac, sweeping and pressure washing   
Run sprinkler system   
Replace exterior low voltage lighting.  
Respond to radio calls for service.  
Complete daily tasks delegated by Manager and Supervisor.  
Maintain and clean: 

- external fixtures  
- furnishings  
- equipment  

Inspect and maintain all equipment and tools.  
Escort contractors through Casino as required.  
Assist in moving and assembling furniture as required.  
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1.2 Build your Facilities and Maintenance vocabulary

Give examples of the following:

 a) Furniture:

 b) Furnishings:

 c) Equipment:

 d) Tools:

 e) Landscaping:

 f) Contractors:

1.3 Scan a Glossary

A Glossary is similar to a Dictionary except that it only contains words 
that are related to one work area. Look at the Glossary below and 
answer the questions that follow.

(Continue the question on the next page.)
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Glossary 

SUMMARY: This glossary defines the terms and equipment used within the House & Grounds Department. 
 
AREAS and/or EMPLOYEES AFFECTED: House & Grounds Department 
 
EMPLOYEES RESPONSIBLE:  
 Housekeeping Attendants 
 Maintenance Technicians 
 House & Grounds Supervisors / Management 
 
DEFINITIONS: 

Sweep- or Dust-Mopping: The removal of loose, generally dry soil and/or debris from resilient floor 
surfaces, generally using a treated dust cloth or dust mop. 

Wet Mop or Wash: Applying a neutral detergent solution to the floor, agitating it with a mop to clean off marks or encrusted soil, 
removing the solution by mop or wet vacuum, rinsing and drying floor. In washrooms, rinse with a germicidal solution. 

Damp Mop: Applying a clean mop, well wrung out of solution, with the purpose of removing light dust and spillage left after 
sweeping or dust-mopping. 

Machine Scrub: Similar to a wash except a floor machine is used for agitation. 
Spray Buff: The spraying onto a clean, resilient floor of a spray and/or buffing solution, and subsequently using a floor machine 

and an abrasion pad to clean off black marks and scuffing, and to polish the surface. Care must be taken not to spray 
solution on baseboards or furniture. Spray buffing is followed by a dust mopping to remove fine dust generated during the 
former process. 

Strip and Refinish: Consists of the following procedure: 
 I)   All furniture must be moved in order to clean under pedestal. 
 II)   Ammoniated or non-ammoniated stripping compound shall be used as per manufacturer’s label. 
 III)  All wax and build-up shall be removed. 
 IV)   Floor shall be rinsed clean and clear. 
 V)  One coat minimum of sealer shall be applied. 
 VI)  At least two coats of high-quality finish shall be applied which shall be suitable for the area being covered. 

Corridors and entrances, etc., shall receive at least three coats of finish. 
Vacuuming: Vacuuming all carpet surfaces plus using a crevice tool to clean corners, around furniture and along baseboards, etc. 
Sealing a Floor: The application of one coat of a floor sealer (after stripping) right up to the baseboards. 
Finishing a Floor: The application of two or three coats of floor finish. Each coat of floor finish shall be crosshatched (applied 

across in opposite directions) with only the final coat applied up to the baseboards. Baseboards must not be covered with 
finish and must be wiped clean of all splash marks following sealing and finishing application. 

Sharps: A generic term for all types of instruments or materials that have points or sharp edges capable of puncturing or 
cutting the skin. 

Blood-borne Pathogens: Microorganisms that are present in human blood, blood products, tissues or fluids and can cause 
disease in humans. Examples: 

  Human Immunodeficiency Virus I & II (HIV) 
  Hepatitis B Virus (HBV) 
  Hepatitis C Virus (HCV) 
WHMIS: The Workplace Hazardous Materials Information System (WHMIS) is Canadian legislation covering the use of 

hazardous materials in the workplace. This includes assessment, signage, labeling, material safety data sheets and 
worker training. 

Lockout: The placement of a lockout device on an energy-isolating device, in accordance with an established procedure, 
ensuring that the energy isolating device and the equipment being controlled cannot be operated until the lockout 
device is removed. 

Tagout: Means for assuring that machines are not turned on while being serviced. A tag is placed on the power switch to warn 
operators and others not to turn on the machine until the tag is removed by the person performing the service. Tagout is 
considered less reliable than "lockout." See Lockout. 

HUMIDEX Heat Index (HI) is an index that combines air temperature and relative humidity to determine an apparent 
temperature—how hot it actually feels. (The human body normally cools itself by perspiration, or sweating, in which the water 
in the sweat evaporates and carries heat away from the body. However, when the relative humidity is high, the evaporation 
rate of the water is reduced. This means heat is removed from the body at a lower rate, causing it to retain more heat than it 
would in dry conditions.) 

Disinfectant: A chemical or physical process that kills pathogenic organisms (harmful bacteria and/or viruses) in water, air, 
or on surfaces.   

(Continue the question on the next page.)
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a) Is this glossary in alphabetical order? 

b) Which employees would use this glossary? 

c) What does damp mopping remove from a floor?

d) Give one example of “Sharps.”  

e) Which two entries in the glossary refer to this photo? 

1.4 Scan the Table of Contents below for and then answer the questions 
that follow. 

Groundskeepers Safety Guide 
Table of Contents 

Section I: Basic Rules of Safety 
The Law Says ............................................................. 2 
Safety Tips for New Employees ................................. 3 

Section II: Maintaining a High Standard of Safety 
Safety Inspection ........................................................ 7 
Accident Investigation and Reporting ....................... 10 
First Aid .................................................................... 11 

Section III: Landscaping 
Shoveling and Digging .............................................. 18 
Garden Tractors ....................................................... 22 
Riding Lawn Mowers ................................................ 26 
Grass Trimmers and Brush Cutters .......................... 28 
Compact Loaders ..................................................... 30 
Snow Throwers ......................................................... 32 
Pesticides—Personal Protective Equipment ............ 41 
Truck Start-Up—"The Circle Check" ......................... 44 
Waste Management ................................................. 45 

Section IV: Personal Protective Equipment 
PPE Checklist ........................................................... 48 
Safety Glasses ......................................................... 50 
Safety Footwear ....................................................... 52 
Hard Hats ................................................................. 54 
Hearing Protection .................................................... 56 

Section V: Electrical Safety 
Basic Electrical Safety .............................................. 60 
Electric Power Lines ................................................. 62 

Section VI: Guidelines for the Work Environment 
Working in Hot Environments ................................... 84 
Bites and Stings ........................................................ 87 
Working in Cold Environments ................................. 91 
Appendix:  Equipment Checklists ............................. 93 
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a) How are the topics in this TOC organized?

Alphabetical Order �
By subject �
Chronological Order �

b) What information do you expect to find in Section IV?  

c) What information can you find on page 41?  

d) In what section would you expect to find information about safe 
use of Lawn mowers?  

e) Scan the table to find the following topics.  When you find them, 
highlight or underline them.

Safety glasses −
Law −
Electric Power lines −
Cold −

Level 2 ►

1.5 Reading a WHMIS Label
WHMIS stands for Workplace Hazardous Materials Information 
System.  Whenever you are using cleaning products for the first 
time, it is very important to read the WHMIS label.  If the product is 
dangerous, the label will tell you how to use it safely.

The WHMIS Label tells you:
The name of the product (Never use cleaners that have  −
no label!)
The WHMIS symbol showing how it can be dangerous   −
What protective equipment to wear, for example, gloves,  −
an apron or mask
What to do in case of contamination −
Where to find more information—in the MSDS sheets −

For more about WHMIS, see the Document Use Manual. 
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Identify these parts of the label:

What to do in case of contact −
Name of the material −
WHMIS symbol −
Why the material is dangerous −
How to protect yourself −
How the material must be stored −

The first one is done for you. 

METHANOL 
DANGER 
POISON 
FLAMMABLE 
VAPOUR HARMFUL 
MAY CAUSE BLINDNESS IF 
SWALLOWED 

 
 
 
 
 
 
 

 
 

 

MÉTHANOL 
DANGER 
POISON 
INFLAMMABLE 
VAPEURS NOCIVES 
PEUT PROVOQUER LA CÉCITÉ, SI AVALÉ 

 
Keep away from heat, sparks and flame. 
Container must be grounded when being 
emptied. Vapour may travel long distance. 
Avoid contact with eyes and skin. Do not 
inhale vapours or mist. Do not take 
internally. Harmful if absorbed through skin.  
 
FIRST AID: In case of contact, immediately 
flush eyes and skin with plenty of water for 
at least 15 minutes.  
If swallowed, induce vomiting by sticking 
finger down throat, or by giving soapy water 
to drink. Repeat until vomit is clear. If 
affected by vapour, move to fresh air.  
If breathing has stopped, apply artificial 
respiration.  
 
GET MEDICAL ATTENTION 
IMMEDIATELY. 
 
PRECAUTIONS: Wear chemical goggles 
and resistant gloves. Wash thoroughly after 
handling. Use with enough ventilation to 
keep below TLV, Keep container closed. 
Never use pressure to empty container.  
 

 
Garder loin de la chaleur, des étincelles et des 
flammes. Ne pas fumer. Brancher le contenant a une 
prise de terre avant de le vider de son contenu. Les 
vapeurs peuvent s’étendre sur de longues distances. 
Éviter tout contact avec les yeux et la peau. Ne pas 
absorber. Nocif si absorbé par la peau.  
 
PREMIERS SOINS: En cas de contact avec les yeux 
ou la peau, laver à grande eau pendant au moins 15 
minutes.  
Si avalé, provoquer le vomissement en introduisant 
un doigt dans la gorge ou en faisant absorber de 
l’eau savonneuse à la victime. Répétez jusqu'à 
cessation du vomissement.  
Sortir au grand air, si indisposé par les vapeurs. 
Si la respiration est interrompue, recourir à la 
respiration artificielle.  
 
OBTENIR DES SOINS MÉDICAUX IMMÉDIATS. 
 
PRÉCAUTIONS: Porter des lunettes protectrices 
(pour produits chimiques) et des gentes résistants. 
Se laver minutieusement  après usage. Utiliser dans 
un endroit bien aéré, afin de maintenir un niveau de 
vapeurs tolérable. Garder le contenant ferme. Ne 
jamais user de pression en vident le récipient.  

SEE MATERIAL SAFETY DATA SHEET FOR PRODUCT 
VOIR FICHE SIGNALÉTIQUE 

ABC Company 
Anytown, Ontario Telephone: 123-4567 

 

What to do in 
case of contact 
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1.6 Answer these questions by referring to the appropriate part of the label 
and reading it aloud. Then clarify by restating it in your own words.
a) What is in the container?

b) What should I do if I get Methanol in my eyes?

c) How can this chemical harm me?

d) What can I wear to protect myself?

e) How should this chemical be stored?

Practice referring to and reading a WHMIS label to answer questions 
by making your own role-plays.

Reading Memos, Emails and Postings
Performing this task involves the following types of Reading:

Reading to get the message −
Reading to get information about training and job opportunities −

Level 1  ►
2.1 Read a Request

These 3 memos request your action. Highlight the key words.

Memo A

(Continue the question on the next page.)

Task 2: 

MEMO
To: 
From: 
Date:

Subject:

Please remove chain from Back Parking Lot and return signed work order 
to your supervisor immediately.

Facilities and Maintenance
Casino Manager
July 15
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Memo B

Memo C

MEMO
To: 
From: 
Date:

Subject:

Please check the front entrance fountain. It is not flowing properly and has 
just squirted a patron. Could you get back to me about the cause of the 
problem?  (Could be coins)

Sherry K. 

Facilities and Maintenance

Customer Service
July 15

MEMO
To: 
From: 
Date:

Subject:

A reminder not to leave stepladders and tools unattended: Remove all 
equipment from the floor area when taking breaks or when called away. 
This presents a hazard to our guests.

Thank you. 

Facilities and Maintenance
Facilities and Maintenance Manager

July 15
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2.2 Read to Remember 

Read the posting below twice. Then without looking back at it, answer 
the questions that follow.

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) What benefit does this class give you at the end of the training? 

 

Training Opportunity 
 

Forklift Fundamentals 
 

June 16 
 

A Full–Day Introductory Program 
 
 

An intensive six-hour day that includes an introduction to the forklift and the 
differences between truck, cars and forklifts. Balance of the vehicles and 
safety issues. The afternoon session will be entirely hands-on practice. 

 
This course is a requirement for those wishing to take  

Reachtruck Operation or Forklift Maintenance. 
 

Open to Full-time and Casual Warehouse,  
Facilities and Grounds Employees 

(subject to manager’s approval) 
 

Please apply in the Human Resources Office  
or by email to jsagan@pdq.com  
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2.3 Predict the Content of a Message

Before we read, we automatically make predictions about the content. 
We base our predictions on the format, on the sender and on our 
previous knowledge of the situation. Predicting allows us to read faster 
and remember better.

On June 6 you receive an email from the Training Department. You 
have been approved for training!  What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course.

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

 Sun Kim

Your Training Schedule

Dear Sun,

This letter is to inform you that you have been scheduled for Fork Lift Fundamentals 
Intervention Training on June 16.
Morning 10:00 – 1:00:    Location: South Parking Lot 6
Introduction to the Fork Lift:  It isn’t a car or a truck! Safety basics. 
 
Lunch on your own.
Afternoon: 2:00 – 5:00   Location: Casino Warehouse
Care and Maintenance
Loading and unloading: Practice with different types of containers.  

This training allows you to work in some areas of the warehouse. After 100 hours of practice 
you will qualify for certification.

Presenter: Rusty H.

If you are unable to attend the class or have any questions please contact us at 555-5891.

Thank you,

Jean Sagan
Training and Development
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Level 2 ►

2.4 Skimming and Sorting Email Messages
Your email Inbox is full of messages at the start of your shift. Which 
ones will you open first?
Your Inbox helps you to decide by showing you the first lines of the 
message. Skim (read quickly to get the gist of) each message and 
decide whether you will open them or not.

(Continue the question on the next page.)

 
Inbox (Messages | Partial view) 

Priority @ From Subject Date  

! @ 
P Blake, Head Office       No Parking Reminder Tues 7/6  
Please remind all staff about the parking restrictions around the North entrance. Parking is not permitted near any of the loading 
bays while renovations are in progress. 

!  Lan Chan Fountain not Working Tues 7/6  

  We have had clients complain that she was squirted in the eye by the front entrance fountain.  Could we have someone look at that 
right away? 

 

  Peter Holman    Mom’s Birthday     Tues 7/6  
  We’re having a party for Mom next Sunday and don’t forget it’s a surprise! That’s why I have to email you at work. We want you to 

pick up Aunt Liz (and some beer!) and be here ... 
 

  J.Ali /Communications    Re: Signage  Tues 7/6     
Thank you for your patience while we get the signage changed to direct clients away from the loading bays.   

  Randy Pauls/Security      Counterfeit Alert      Tues 7/6  
Please make sure this information reaches all Cashiers.  Counterfeit $50 have been found circulating in Casinos and Restaurants in 
the area.  Security are aware of three men and ... 

  Jackson, S  Re: WHMIS Training sign-up Tues 7/6  
Housekeeping, Maintenance, Warehouse staff who have not completed their WHMIS certification are asked to sign up now.  This 
will be the last training offered this year. 

  Marilyn Jiles   Re: Why are we changing uniforms again? Tues 7/6  
This is just so stupid!  We go through the same old story every year!  I was so mad when I got this email, I think we should all just 
go down to head office and complain about 

  Randy Pauls      To all staff   Tues 7/6  
This is a reminder that F & M technicians will be doing taking air quality testing in all areas of the house starting immediately. 
Please give them your cooperation. 

  Brenda Sikes Your Help is Needed! Animals in Danger  Tues 7/6  
Did you know that thousands of innocent animals are rounded up every day and forced into inhumane conditions? With your 
support we can save the lives of hundreds of reptiles … 

! 
 P Blake Memo from Head Office for distribution Tues 7/6  

Please make sure the attached memo in distributed to all front line staff and posted in all service areas. The Lucky Spades Lounge 
will be closed as of July 15 as it will be undergoing extensive ... 

 @ 
Brenda Sikes Re: Casino Baseball Signup Tues. 6/6  
Baseball season is almost upon us and we are all hoping for the championship this year. You can sign up for the team and for the 
support team of hotdog and ticket salespersons.  As last year ... 

! 
 Facilities and Grounds Manager Re: Request for Trainees Lists Mon 6/6  

Please forward the updated lists of staff who are interested in training as Forklift Operators as we need to schedule some in-service 
hours. We need to clear this with you before the end of ... 

  Brenda Sikes Volunteers needed!!! Mon 6/6  
Please join us this summer at the Woolly Bears Summer Games. We NEED PEOPLE to help with serving lunch to all the wonderful 
people who make these games possible. 

  Vacation Stop  Your perfect vacation is waiting Mon 6/6  
Are you still dreaming about that perfect getaway? Check out our personalized vacation plans that will be tailored to just what you 
and your family have always desired AND … 



13 of 27Maintenance and Facilities

a) Open these first:

b) Open these next:

c) Open these last:

d) Don’t open these at all:

2.5 Read a Job posting

Lon is shy about applying for a job in maintenance so she asks Vitor, an 
experienced Groundskeeper, to tell her all about the job. Vitor shows 
her a Job Posting for the position. He reads from the posting and then 
explains in his own words. 

Play the role of Vitor and clarify the items in the description on the 
next page:  

 When describing your job you may have to: 

Explain the meaning of specialized vocabulary −
Give examples typical work situations from your own  −
experience
Describe the special equipment used −
Clarify the physical demands −
Point out safety issues  −

(Continue the question on the next page.)
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Read Instructions in Manuals, 
Handbooks and Procedures

Performing this task involves the following types of Reading:
Reading to get the message −
Paraphrasing the instructions to clarify and illustrate −

Level 1 ►

3.1 Demonstrate the Safe Use of Stepladders.

Read the following safety tips on using a stepladder. Then do the 
activity that follows.

(Continue the question on the next page.)

 

Job Posting 

MAINTENANCE TECHNICIAN 
Posted: July 21 

Job Purpose/Objectives 
The Maintenance Technician is responsible for maintaining and keeping the outside grounds of the Casino, and 
completing urgent repairs of a minor nature within the Casino. Four to six months of on-the-job training is 
required to learn Casino policies and procedures—all areas of responsibility and expectations of this position. 
Training is also required for all other operational equipment (i.e. Grove, Boom Lift, Scissor Lift, Sweeper etc.) 
and will be provided on the job. 
Education and Training  
- Certificate in WHMIS and Forklift driving is required, but may be acquired on the job. (Re-certification required.) 
- Must have and maintain a valid Class-5 Driver’s License 
 
Experience  
- A minimum of one year prior experience working in grounds keeping or general maintenance is required. 
 
Complexity of the Work 
- May be required to handle multiple demands and prioritizes workload in order to complete tasks in a timely manner   
 

Casino policies and procedures, equipment operating manuals, WHMIS guidelines, Health and 
Safety procedures etc. serve as points of reference. 

 
Physical and Visual Demands 
- Include constant standing, walking, climbing, handling tools and frequently reaching, lifting, carrying, pushing, pulling, 

kneeling, crouching, crawling (tight spaces) and performing repetitive motions with the use of tools and equipment 
- Requires medium to heavy work (lifting/ moving up to 100 lbs.) for lifting garbage, tools, equipment, etc.   
- Excellent vision is required for driving and operating motorized equipment (Truck, Tractor, Sweeper). 

Task 3: 
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Now using either the diagrams or a real stepladder, explain stepladder 
use to a new employee. Read each safety tip aloud and demonstrate the 
meaning. Try to give some examples from your previous maintenance 
experience.

PIncorrect 
Over reaching and 
not maintaining three 
points of contact

Correct
User maintaining 
three points of 
contact

O Incorrect
Steps positioned 
beside the work 
activity

Correct
Steps facing work 
activity

PO

1. Open the stepladder spreaders and shelf fully. Check stability. Ensure that all ladder feet are on a firm, level and 
non-slippery surface. 

2. Place a stepladder at right angles to the work, with either the front or back of the steps facing the work. 
3. Keep the stepladder close to the work.
4. Avoid pushing or pulling stepladders from the side. Repeated sideways movement can make ladders wobbly 

since they are weaker or less stable in those directions. 
5. Face the stepladder when climbing up or down. Keep your body centered between side rails. You have climbed 

too high if your knees are above top of the stepladder or if you cannot maintain a handhold on the ladder. 
6. Maintain a firm grip. Use both hands when climbing. 

Stepladder Safety Tips

Top

Braces

Left Front Rail

Step

Shelf

Right Rear Rail

Spreader
Spreader Lock

Left Rear Rail

Right Front Rail
Braces

What should you avoid when using a stepladder?

Do not overreach. Move a stepladder when •	
needed. 
Do not "shift" or "walk" a stepladder when •	
standing on it. 
Do not stand, climb, or sit on the stepladder •	
top or pail shelf. 
Do not use a stepladder as a brace or as a •	
support for a work platform or plank.
Do not climb a stepladder that is leaning •	
against a wall. 
Do not use stepladders on slippery surfaces. •	
Do not use stepladders on soft ground where •	
one leg may sink farther into the ground than 
others. 
Do not climb the back of a stepladder. •	
Do not use ladders in passageways, •	
doorways, driveways or other locations where 
a person or vehicle can hit it. Set up suitable 
barriers or lock doors shut.
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Level 2  ►

3.2 Follow Instructions on a Form
It is important to read and follow the instructions on forms so that your 
requests go through on time.  Read this form and do the exercise that 
follows.

(Continue the question on the next page.)

 

REQUEST FOR TIME OFF 
 New Request  Amendment of previous request  Cancel previous request 

EMPLOYEE IDENTIFICATION - PLEASE PRINT (clearly) 
Employee # Employee Name – Last/First Name Work Site/Work Division 

9999 Doe/John X MS  CR  VLD  CITO  CS 
 
Group (Status) Work Team Department Position: 
X FT  PT  CAS  Housekeeping and Grounds Housekeeping Attendant 

Dates Requested 
(Scheduled Work Days, Shifts and # of hours requested) 

July 19, 2010  8 
 

July 20, 2010  8 
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

Type of Banked Leave 
 Vacation Banked Overtime Banked Stat DLT ALOA 

Hours Available                               

Hours Requested                               

Employee Obligations: 
 All requests must be received by the Schedule Liaison Officer a minimum of 7 days prior to the Leave. 
 All requests for Discretionary Leave Time (DLT) or full shift Approved Leave of Absence (ALOA) require the 

appropriate departmental approvals. 
 The approvals are based on a first come – first served basis and are governed by the operational requirements of 

the department. 
 Individuals finding it necessary to cancel vacation that has been approved by seniority, must put their request in 

writing and forward to the Executive General Manager or designate for the vacation to be cancelled, and said 
request will not be unreasonably denied. In this situation, the entire block will be cancelled if approved. 

 If there are insufficient banked hours to cover the time off as requested, I hereby authorize the Casino Schedule 
Office to deduct the required number of hours from my Overtime or Stat banked time to satisfy the request. I also 
understand that if there are still insufficient banked hours, the Request for Time Off will not be approved. 

Employee Signature: 
 

Date:       

Addt’l Authorization: 
 

Date:       
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Paraphrase the Instructions

3.3 Role-play an Inspection

By restating or paraphrasing the instructions, you will better understand 
and remember what you read.  

Using a diagram—or better yet a real forklift—go through the 
Lift Operator Inspection Checklist below demonstrating that you   
understand all the steps. While role playing, read the instructions 
in their entirety, show the parts and explain the steps in your own 
words:

(Continue the question on the next page.)

 
 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department  

amendment of previous request  

General Manager or designate   

put their request in writing and 
forward it  

request will not be unreasonably 
denied  

Prior to the leave  

Addt’l Authorization  
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3.4 Read and Remember Fire Procedures

Read through the following instructions describing what to do in case 
of fire. Then cover the text and do the exercise below. When you have 
numbered the steps, check you answers against the text.

(Continue the question on the next page.)

 

Lift Operator Daily Inspection Report and Checklist 
Operator’s Name Shift 

Unit Number Serial Model 
Capacity Weight Lift Height 
This check must be made daily by the Lift Truck Operator at the start of each day 

Item OK Required Action 
Battery Oil 
Check level, add if required   

Electrical Connections 
Check for cuts   

Plugging 
Check for operation   

Tires 
Check for tears/gouges/chunks   

Mast/Carriage/Front End 
Check for damage/adjustments   

Leaks 
Check for leaks on ground   

Truck Damage 
Check for dents/signs of abuse   

Operators Compartment 
Inspect for cleanliness   

Gauges 
Check for operation/lights   

Battery State of Charge 
Check level   

Safety Equipment 
Check all alarms and beacons   

Steering 
Check for binding   

Brakes 
Check park and service brakes   

Seatbelt/Lanyard/Harness 
Must be working properly   

Truck Operation 
Report any unusual noises   

Remarks 

Operator’s Signature Date 
Supervisor’s Signature Date 
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In case of fire, in what order should you do the following?  Number 
the steps.

Leave the area immediately ѩ

Notify Surveillance at 8308 ѩ

If you cannot put out the fire, close the access door to the area. ѩ

Activate the fire alarm ѩ

Give details as to location and type of fire ѩ

Proceed to assigned duty station ѩ

Level 3 ►

Now read the Fire Plan instructions specific to Facilities and Maintenance on 
the following page. Then, for the lettered instructions, rewrite each instruction 
in your own words on a separate piece of paper.

(Continue the question on the next page.)

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 
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3.5 Reading and Clarifying Procedures for Operating a Machine

Procedures require close reading for detail. The wording is often 
complex and formal but the information is very important. If you are 
working alone, use your reading strategies to check on the meaning. 
(Use a dictionary or thesaurus). In groups, have one learner take the 
role of an instructor who reads the points (perhaps three points before 
you switch roles). Others take the role of learners and ask questions 
about the meaning of the instruction.

 

Evacuation Procedures 
1. Facilities Technicians 

a) Upon hearing a Stage One Alarm and if the Facilities Supervisor and/or Casino Manager of Facilities are 
not onsite, the Facilities Technician will ensure that their procedures are completed.  

b) Upon hearing a Stage One Alarm, Facilities Technicians will inform all contractors that there may be an 
emergency and wait for further announcements. If the Supervisor Is not on duty, Facilities Technicians will 
follow the Supervisor procedures.  

c) Upon hearing a Stage Two Alarm and evacuation announcement, the Facilities Technician will check all 
sprinkler valve rooms, electrical rooms, and UPS room for contractors, only if they are not carrying a radio. 

d) Facilitates Technicians will leave the casino via the nearest usable exit and report to the designated 
meeting are in the North Valet parking lot. 

NOTE:  Facilities Technicians need to notify Security before any search for contractors is performed. 
Security performs the final sweep of the building and must know how many people are still in 
the Casino. 

 
NOTE:  All Facilities staff is to have working knowledge of the Fire Panel. Please refer to APPENDIX “I” 

for Fire Panel procedures. For further information on Power Outages, and who to contact to 
refuel the generators; please refer to APPENDIX “C” and the Emergency Response Plan. 

 
 
 

Boom Lift Operation

1. Travel and work surfaces must be stable and structurally sound to safely 
support the lift and all live loads placed on them.

2. Before moving the lift, survey the travel route and check for overhead 
obstructions.

3. Ensure that the wheels and/or outriggers are in firm contact with the ground 
before elevating or repositioning the unit.

4. Every employee using a work platform or a vehicle-mounted device shall use a fall 
restraint system attached to a fixed support on the boom or basket.

5. Stunt driving and horseplay are prohibited.
6. Do not exceed the safe work load for the boom lift.
7. Operators and other staff shall not lean out or overreach past the guardrails when working off 

the lift platform.
8. Always stand firmly on the floor of the platform.
9. Operators/staff must not set up or use ladders, scaffolding or stacked items on the platform 
10. Do not operate a boom lift in extreme weather conditions (thunderstorms, heavy rain/snow, extreme heat/cold, or wind.)
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3.6 Clarify these terms by definition, for example, by showing the piece 
on the photo or by making a drawing. 

a) overhead obstructions: 

b) outriggers: 

c) vehicle-mounted device:  

d) fall restraint system: 

e) overreach: 

f) horseplay:  

g) scaffolding:  
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Compare 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. 

1.2 
a) Furniture:  Tables and chairs, plant stands

b) Furnishings:  fountains, lamp stands, ashtrays

c) Equipment:  Mad vac, ladders, includes tools

d) Tools:  hammers, drills, screwdriver, polisher

e) Landscaping:  trees, flowers, retaining walls, walkways

f) Contractors: landscapers, electricians, plumbers

1.3 
a) No

b) Housekeeping Attendants, Maintenance Technicians, House & 
Grounds Supervisors / Management

c) Fine dust and spillage

d) Needles, scissors, knives are all examples

e) Lockout and Tagout

1.4 
a) By subject 

b) Personal protective equipment

c) Pesticides—Personal Protective Equipment

d) Section III:  Landscaping

e) How quickly were you able to find the words?  Compare your 
speed with expert readers. 
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1.5 

1.6 
 a) Methanol

b) “Flush eyes with plenty of water for at least 15 minutes and get 
medical attention immediately.” That means you have to wash 
your eyes with lots of water and see a nurse or doctor at once.

c) It can irritate your eyes and skin and if you swallow it, it may 
cause blindness.

(Continue the answer on the next page.)

 
 

METHANOL 
DANGER 
POISON 
FLAMMABLE 
VAPOUR HARMFUL 
MAY CAUSE BLINDNESS IF 
SWALLOWED 

 
 
 
 
 
 
 

 
 

 

MÉTHANOL 
DANGER 
POISON 
INFLAMMABLE 
VAPEURS NOCIVES 
PEUT PROVOQUER LA CÉCITÉ, SI AVALÉ 

 
Keep away from heat, sparks and flame. 
Container must be grounded when being 
emptied. Vapour may travel long distance. 
Avoid contact with eyes and skin. Do not 
inhale vapours or mist. Do not take 
internally. Harmful if absorbed through skin.  
 
FIRST AID: In case of contact, immediately 
flush eyes and skin with plenty of water for 
at least 15 minutes.  
If swallowed, induce vomiting by sticking 
finger down throat, or by giving soapy water 
to drink. Repeat until vomit is clear. If 
affected by vapour, move to fresh air.  
If breathing has stopped, apply artificial 
respiration.  
 
GET MEDICAL ATTENTION 
IMMEDIATELY. 
 
PRECAUTIONS: Wear chemical goggles 
and resistant gloves. Wash thoroughly after 
handling. Use with enough ventilation to 
keep below TLV, Keep container closed. 
Never use pressure to empty container.  
 

 
Garder loin de la chaleur, des étincelles et des 
flammes. Ne pas fumer. Brancher le contenant a une 
prise de terre avant de le vider de son contenu. Les 
vapeurs peuvent s’étendre sur de longues distances. 
Éviter tout contact avec les yeux et la peau. Ne pas 
absorber. Nocif si absorbé par la peau.  
 
PREMIERS SOINS: En cas de contact avec les yeux 
ou la peau, laver à grande eau pendant au moins 15 
minutes.  
Si avalé, provoquer le vomissement en introduisant 
un doigt dans la gorge ou en faisant absorber de 
l’eau savonneuse à la victime. Répétez jusqu'à 
cessation du vomissement.  
Sortir au grand air, si indisposé par les vapeurs. 
Si la respiration est interrompue, recourir à la 
respiration artificielle.  
 
OBTENIR DES SOINS MÉDICAUX IMMÉDIATS. 
 
PRÉCAUTIONS: Porter des lunettes protectrices 
(pour produits chimiques) et des gentes résistants. 
Se laver minutieusement  après usage. Utiliser dans 
un endroit bien aéré, afin de maintenir un niveau de 
vapeurs tolérable. Garder le contenant ferme. Ne 
jamais user de pression en vident le récipient.  

SEE MATERIAL SAFETY DATA SHEET FOR PRODUCT 
VOIR FICHE SIGNALÉTIQUE 

ABC Company 
Anytown, Ontario Telephone: 123-4567 

 

Name of the 
chemical 

Why chemical 
is dangerous 

How must  
this material  
be stored 

What to do in 
case of contact 

How you  
can protect 
yourself 

WHMIS 
symbols 
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d) “Use in ventilated area, wear chemical goggles and resistant 
gloves, wash well after handling.” Wear the proper goggles and 
gloves, wash your hands well if you touch the material. 

e) “Keep container closed.” It is flammable. Keep it away from 
heat, flames and sparks. Be sure no vapour escapes from the 
containers.

2.1 Highlighted words 

Memo A
remove chain  −
Back Parking  −

Memo B
check the front entrance fountain −

Memo C
Remove equipment when taking breaks −

2.2 

 a) June 16

b) Forklift Fundamentals

c) Yes

d) A six-hour day

e) You can go on to take further training in Reachtruck Operations 
or Forklift Maintenance 

2.3 You can predict that the reply will give you the information you need 
to attend the course—place and times.  It may also tell you more about 
the content of the course and the name of the facilitator. Predicting 
allows us to read faster, understand and remember better.
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2.4 Is this what you decided?

a) Open first: Urgent mail marked with a !
  Messages that still require action are 

flagged. O

b) Open next: Consider who sent the message. Is this 
person high-ranking? And a reliable 
source of information? Read the subject 
line. Does the message concern your 
department? You personally?

c) Open later: Do your friends and relatives still send 
mail to you at work? They never learn do 
they! 

d) Don’t open at all:  Junk mail

Here is one possible classification of the emails, though your answers 
may differ:

Open first:
No Parking Reminder −
Fountain not Working −
Memo from Head Office for distribution −
Re: Request for Trainees Lists −
Counterfeit Alert −

 Read next: 
Re:Signage −
Re: WHMIS Training sign-up −
To all staff −

 Read last:
Mom’s Birthday −
Re:Why are we changing  uniforms again? −
Re: Casino Baseball Signup −
Volunteers needed!!! −

 Don’t open at all:
Your Help is Needed! Animals in Danger −
Your perfect vacation is waiting −
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2.5 When you clarified the job description, did you: 
explain the meaning of specialized vocabulary? −
give examples typical work situations from your own  −
experience?
describe the special equipment used? −
clarify the physical demands? −
point out safety issues ? −

3.1 When demonstrating be sure you:

identify the parts of the step-ladder −
explain each precaution in your own words as you demonstrate  −
it
give examples of problems and safety issues from your own  −
experience

3.2 

3.3 When role-playing be sure you:

identify the parts of the forklift −
explain each step in your own words as you demonstrate it −
point out possible problems and safety issues −

 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department 

whatever is necessary so that the 
department can continue to run smoothly 

amendment of previous request change what I asked for earlier 

General Manager or designate  General Manager or the person who is 
standing in for him/her 

put their request in writing and 
forward it 

don’t just ask for it, write it (probably in a 
form) and send it in 

request will not be unreasonably 
denied 

will probably be accepted, and if denied, 
reasons will be provided 

Prior to the leave Before you leave 

Addt’l Authorization More (additional) approval, another 
signature 
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3.4 5 Leave the area immediately 

2 Notify Surveillance at 8308

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm

3 Give details as to location and type of fire

6 Proceed to assigned duty station

3.5 Answers will differ. 

3.6 

a) overhead obstructions: Give examples of things that might be 
overhead and obstruct the operation of the boom, for example, 
overhead beams.

b) outriggers: Show how outriggers might be used in a drawing.

c) vehicle-mounted device: Show how the boom lift is mounted on 
a vehicle.

d) fall restraint system: Give examples of systems used to protect 
workers from falling.

e) overreach: Demonstrate how you can lose your balance by 
reaching out beyond the guardrails.

f) horseplay: Think of synonyms for the word horseplay, for 
example, fooling around.

g) scaffolding: Draw a picture to illustrate scaffolding.



Job Family Section
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This section deals with the Reading skills that employees working in 
Retail need to know. Retail cashiers need to read memos and emails 
to stay informed about casino events. They read extensive procedures 

for handling cash. They also read online and offline catalogues to find gift 
items. These skills are important for people working in Retail so that they 
can offer responsible customer and handle cash efficiently while working 
independently.

In this section you will practice how to:
Read memos, logs and postings −
Read policies and procedures related to Retail −
Read casino events calendars, pamphlets to informs clients −

If you have trouble with any of these activities, review the Foundation 
Section: Reading. 

Introduction
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Read Lists and Logs
Performing this task involves the following types of Reading:

Skimming and scanning −
Reading for detail −

Level 1 ►

1.1 Read a list of Retail Duties and answer the questions that follow:

Task 1: 

 

Retail Cashier Duties: 
Accept payment, including:  

- cash   
- debit   
- credit card   
- gift certificates   
- coupons  

Restock items in the store  
Price, tag and bag new stock  
Help supervisor to decide on merchandise  
Respond to questions about Casino events 
and special offers  

Count inventory to verify counts from previous day: 
- cigarettes  
- lottery tickets  
- gift certificates  
- newspapers   

Print off from lottery system for display: 
- lottery results  
- game lists  
- game results  

Place cash and related paperwork in the float 
bag at the end of the shift   

Support diversity  
Other duties as assigned  
  

a) What items are included 
in the inventory?

b) What information is 
printed off to be displayed 
in the gift shop?

c) What information do 
retail cashiers give to 
clients?

d) What different kinds 
of payment do cashiers 
accept?

e) What goes into the float 
bag?
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Level 2 ►

1.2 Read the Retail Shift Log

a) Name three things that still have to be done by the morning 
shift.

b) Which employee had a large variance?

c) What two points are HR dealing with?

InitialsDescription Num.

DAY SHIFT SUPERVISOR:
NIGHT SHIFT SUPERVISOR:

Retail Log

All inventories balanced with exception of both brands of cigarettes. It appears 
that the night cashier miscounted as the difference is the same on each. 

The store has been stocked with chips.

I tried with no success to locate Mari’s variance of -$125.00. Hopefully Darcie 
or Corrine can find it on Monday morning.

Morning Sup: Please contact Uniforms when they come on shift and remind 
them that our start time is one hour later than the rest of Customer Service. 

Debbie called from uniforms before her shift saying she is having problems 
getting her uniform and will be a little bit late. Debbie was on the floor at 9:33.

Variances for May 14/10 are: Mari -    $ 125.00 down
                                               Isabel - $     1.75 down

Bill, please sign Brigitte’s evaluation and give it to her. Keep a copy in her file 
and send one up to HR. 

I received a call from Angela (Bank) in regards to gift certificates $10 
#108636 and $50 # 509349, all of these certs. were issued by Mari Cooper. 
As well, none of them had a date on them. I signed off on the certificates so 
Angela can cash them out.

I printed off the audit report for Francis for today’s poker tournament.

Store has been stocked with chips and nuts.

Joel had his meeting with HR this evening to complain about the fragrance 
issue; a copy of his letter is in his file.

Bill H. / Stacey T.
Stacey T. / John C.

BH

BH

BH

BH

BH

BH

BH

ST

ST

ST

BH

1

2

3

4

5

6

7

8

9

10

11
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Reading Memos, Emails and Postings
Performing this task involves the following types of Reading:

Reading general postings to stay informed about casino events and  −
opportunities
Reading interdepartmental emails  −
Skimming inbox to prioritize reading −

Level 1  ►

2.1 Choose What to Read

Information is posted on the 
walls and bulletin boards in 
the staff areas every day. It’s 
impossible to read it all so we 
have to know how to choose 
what is important to us.

List three postings you see on the bulletin board in your staff area that 
interest you. Explain why they interest you.

2.2 Read to Remember
Dana applied for and got a job in the Casino Gift Shop. Later, she saw 
a training opportunity that is related to retail work and she decided to 
apply for that too. She can’t take the poster off the wall so she tries to 
remember the information on it.

Read the posting on the next page twice. Then answer the questions 
that follow.

(Continue the question on the next page.)

Task 2: 
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a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

 

Training Opportunity 

 
Selling Souvenirs 

 
July 10 

 
Managing a Memory Boutique 

 
An intensive day-long workshop that focuses on 

souvenir retailing 
 

Participants should have some retailing experience. 
 
 

Open only to Full-time Retail Staff 
Subject to manager’s approval 

 
Please e-mail jsagan@pdq.com 

or get your application form from Human Resources 
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2.3 Predict the Content of an Email

Before we read, we automatically make predictions about content. We 
base our predictions on the format, on the sender and on our previous 
knowledge of the situation. Predicting allows us to read faster and 
remember better.

On June 6 you receive an email from the Training Department. You 
have been approved for training! What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

Now read the email and see how well you predicted. 

Send

To

Date

Subject

Kay Long

July 10, 2010

Your Training Schedule

Dear Kay,

This letter is to inform you that you have been scheduled for Souvenir Retaining on July 10.
 9:00 – 10:30 Overview of Souvenir and Gift Retailing in North America
   Some success stories
 11:00 -12:30 Guest Speaker: Marilyn Hawn

Networking and Lunch provided by the Belle Isle Hotel
 2:00 – 3:00 Internet shopping for wholesale sources
   Managing internet accounts
 3:00 – 4:00 Small group discussion in special sectors

	 Presenter:			 Jeanne	Lafleur	and	Marilyn	Hawn
 Location:     Belle Isle Hotel: Forest Room
 Time:   9:00 a.m. to 4:00 p.m.
If you are unable to attend the class or have any questions please contact us at 555-5891.

Thank you,
Jean Sagen
Training and Development
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Level 2 ►

2.4 Skim the Inbox to Prioritise Reading

The inbox in a busy shop is full of mail. Discuss how you would decide 
which mail to open first and which not to open at all.

(Continue the question on the next page.)

 
Inbox (Messages | Partial view) 

Priority @ From Subject Date  

! 
 P Blake/Head Office  No Parking Reminder Tues.7/6  

Please remind all staff about the parking restrictions around the North entrance.  Parking is not permitted near any of the loading 
bays ... 

! 
 Ming Dao Re: New coupon format Tues 7/6  

Some clients complain that they do not understand the instructions on the new coupons.  Customer service reps are asked to be 
aware of how the coupons are being used and … 

  Peter Holman Mom’s Birthday Tues 7/6  
Hi Carla!  We’re having a party for Mom next Sunday and don’t forget it’s a surprise!  That’s why I have to email you at work.  We 
want you to pick up Aunt Liz (and some beer!) and be here ... 

  J.Ali /Communications Re: Signage Tues 7/6  
Thank you for your patience while we get the signage changed to direct clients past the Lounge construction.  The signs will be 
up today to help clients find their way … 

  Joe Ripat  Re:  Re: Customer Complaint Tues 7/6  
A memo was circulated last Friday concerning a client who claims he was robbed by a Casino Attendant.  The accusations have 
been investigated and are unfounded ... 

  Jackson, S Re: WHMIS Training sign-up Tues 7/6  
Housekeeping, Grounds, Warehouse staff who have not completed their WHMIS certification are asked to sign up now.  This will 
be the last training offered this year. 

  Marilyn Jiles Re: Why are we changing uniforms again? Tues 7/6  
This is just so stupid!  We go through the same old story every year!  I was so mad when I got this email,  I think we should all 
just go down to head office and complain about ... 

! 
 Randy Pauls/CS Attention Customer Service Staff Tues 7/6  

We are expecting two busloads of guests from a nursing home this morning.  Several of them are in wheelchairs or use walkers.  
Client traffic will be heavier in the Bingo Hall area.  Please ... 

  Brenda Sikes Your Help is Needed! Animals in Danger Tues 7/6  
Did you know that thousands of innocent animals are rounded up every day and forced into inhumane conditions?  With your 
support we can save the lives of hundreds of reptiles ... 

! @ 
P Blake Memo from Head Office for distribution Tues 7/6  
Please make sure the attached memo in distributed to all front line staff and posted in all service areas.  The Lucky Spades 
Lounge will be closed as of July 15 as it will be undergoing extensive ... 

  Brenda Sikes Re: Casino Baseball Signup Tues. 6/6  
Baseball season in almost upon us and we are all hoping for the championship this year.  You can sign up for the team and for 
the support team of hotdog and ticket salespersons.  As last year ... 

  Table Games Manager Re: Request for Trainees Lists Mon 6/6  
Please forward the updated lists of staff who are interested in training as dealers as we need to schedule some in-service hours.  
We need to clear this with before the end of ... 

  Brenda Sikes Volunteers needed!!! Mon 6/6  
Please join us this summer at the Woolly Bears Summer Games.  We NEED PEOPLE to help with serving lunch to all the 
wonderful people who make these games possible. 

 @ 
Vacation Stop Your perfect vacation is waiting Mon 6 7/6  
Are you still dreaming about that perfect getaway?  Check out our personalized vacation plans that will be tailored to just what 
you and your family have always desired AND … 
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a) Which emails do you open first?

b) Which do you open next?

c) Which can you leave for later?

d) Which might you not open at all?

2.5 Getting the Message from a Memo
Read the memo with close attention to get the details. 

(Continue the question on the next page.)

MEMO
To: 
From: 
Date:

Subject:
This week renovations begin on the Lucky Spades Lounge. The Lounge will be closed and the walkway 
will remain restricted until Sept 1. While the Lucky Spades is closed, Super Snack will be serving alcoholic 
beverages near Table Games and, of course, guests are welcome to use the Racetracker Bar on the second 
level.

We	can	expect	more	client	traffic	going	directly	into	the	Super	Snack	area	from	the	North	entrance	and	the	
Hotel. From this hallway, the Gift shop entrance is blocked form view while renovations are in progress. 
Large	sandwich	boards	have	been	ordered	to	direct	patrons	to	the	Gift	Shop.	A	Security	Officer	will	be	on	
hand to answer questions and direct guests.   

Thank you for your cooperation. Please direct staff to extend regrets to the clients for the inconvenience 
and to make them aware of the temporary changes. 

Keri Founds
Casino Retail Manager

July 15

Casino Retail Manager

The Gift Shop Morning Staff
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a) When and where are the changes taking place?

b) How is the Gift Shop affected? 

c) What are Cashiers requested to do?

d) What should be in the subject line

Read for Detail
Performing this task involves the following types of Reading:

Reading for detail −
Building vocabulary −

Level 1 ►

3.1 Read part of a job posting on the next page and complete the  
vocabulary-building exercise that follows.

(Continue the question on the next page.)

Task 3: 
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Find the words in column one in the job posting on the previous page 
and highlight them. Match the words with their synonyms in the second 
column. Check your answers. Now read the sentences again, this time 
substituting the synonyms for the original words.

 

JOB POSTING 

COMPETITION  #485723039 
Posted: July 21 

 
GIFT STORE CASHIER 

Casual (2 positions) 
Reporting to the Customer Services Supervisor, the Gift Store Cashier is responsible for performing cashier 
functions, exchanging coin and currency as required, maintaining and updating retail inventory, and selling 
merchandise in the Retail Store. The Cashier provides superior customer service. Cashiers will alternate schedules 
between the Gift Store and Ticket Master. 
Primary Qualifications: 
- Six (6) months previous experience in a customer service related industry and cash handling. 
- Must have basic mathematical skills to perform accurate cash transactions and inventory counts. 
- Experience with Ticket Master, lottery and retail sales is considered an asset. 
- The core competencies for this position include customer service, teamwork and cooperation, communication, 

self development and initiative, valuing diversity, integrity and building trust, achieving quality results, 
technical/professional knowledge. These competencies are deemed important for the success of the position 
and organization. 

- Ability to work a variety of shifts based on the requirements of a twenty-four hour (24), seven (7) day a week 
operation. 

- Satisfactory work performance in the preceding twelve (12) months is a requirement. Attendance rate will be a 
factor in the pre-screening process. 

 
Secondary Qualifications: 
- Bilingual (French/English) language skills. 
- Experience with Ticket Master, lottery and retail sales. 

Imp: Quote Competition # on your application. 
Attach a current resume 

Please apply no later than 3:30 p.m. July 28 to 
Human Resources Department, 77 Hillside Ave. 

 
Late applications will not be considered. 

If using mail service, please allow three 3 days for delivery. 
 

 

Highlighted word Synonyms 

a)  Alternate exchange, swap or interchange 

b)  Competency advantage, benefit, a plus 

c)  Screening process capability, skill 

d)  Requirements believed, considered judged 

e)  Deemed necessities, prerequisite, condition 

f)  Asset selection, vetting 
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Read Manuals and Procedures
Level 1 ►
4.1 Understand the Formal Language of Manuals 

Retail Cashiers are constantly in contact with the public, so it is 
important that they have good customer service skills. The advice is 
written in formal language.

Find the following formal expressions in “Exhibit Positive 
Behaviours” and underline or highlight them.

Find a more informal way to say it using the table on the next page. 
Use your Thesaurus to see several options.

(Continue the question on the next page.)

Task 4: 

 
 

Exhibit Positive Behaviours 

A key element of being professional is being positive in your attitude, your image, and your work ethic. 
 
As a customer service representative, you can maintain a positive attitude and image by being enthusiastic, friendly and 
optimistic when dealing with clients or co-workers. Try to remain pleasant in stressful situations. Be careful not to gossip 
about your company. 

A positive work ethic is vitally important to your success as a customer service representative. There are a number of 
ways to demonstrate a positive work ethic. 
- Show integrity by being honest in your interactions with others and by maintaining a responsible work ethic when 

unsupervised. 
- Do not complain in front of or to clients or coworkers. 
- Keep personal and professional matters separate.  
- Restrict personal telephone calls and visits with friends at work. 
- Do not engage in personal conversations in front of clients. 
- Maintain confidentiality by keeping client and company information private. 
- Do not steal items or time from your employer. 
- Limit breaks to their specified duration.  
- Notify your workplace at the earliest opportunity if you are unable to work because of illness or injury. 
- Participate in professional development activities, such as certification programs or in-house training sessions. 
- Take direction positively. 
- When asked to perform a task, complete it willingly without giving negative verbal or non-verbal feedback. 
- Use company-owned computer hardware and software, Internet, and telephone for work-related reasons only. 
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4.2 Read, Paraphrase and Summarize

You want to take short notes from Exhibit Positive Behaviours that 
will fit on a card that you can carry in your pocket. 

Follow these steps:

Read carefully until you are sure you have understood 1. 
the text.
Highlight or take note of the main ideas that you want 2. 
to remember.
Compose a shortened and simplified version in your 3. 
own words. 

(Continue the question on the next page.)

 

Formal language Informal language 

ensure  

positive  

exhibit  

your image  

integrity  

ethics  

unsupervised  

confidential  

specified duration  

notify the office  

restrict your calls  

interactions  

limit your breaks  

non-verbal  
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Level 2 ►
4.3 Read Procedures and Demonstrate to Others

Imagine that you are showing a new employee how to verify bills. 
First read the instructions carefully and practice any words that are 
new to you. Then demonstrate and explain in your own words. 

If possible use real equipment. Use Monopoly money or coloured 
paper with one or two authentic bills. 

Exhibit Positive Behaviours
My Personal Reminders

_______________________________

_______________________________

_______________________________

_______________________________

_______________________________

_______________________________

_______________________________

 

Verifying Bills 

For all incoming bills, the Cashier is required to: 
Verify the authenticity. See, Counterfeit Currency (RET-CAS-2D1).  
 
1. Pass the bills through the counterfeit detector. 
2. Counterfeit pens may also be used. 
3. Ensure that bills have 2 (two) complete serial numbers. 

Note:  In the event that one bill does not have 2 (two) complete serial numbers, notify the guest that they will have to take 
the bill to a chartered bank. Notify the Retail Supervisor if problems arise. 

Paper Currency (Same Denomination) 
1. Place all incoming cash on the left side of the counter. 
2. All product must be placed on the extreme left hand side of the counter. 
3. Bills must be unfolded, straightened out and snapped to ensure there is only one bill. Snapping is accomplished by 

rubbing the thumb and middle finger together in a quick motion with a bill in between. 
5. Lay the first bill on the counter, face up. 
6. Lay each subsequent bill on top partially overlapping the previous bill, forming a vertical column of 5 (five) bills in a 

straight line. 
7. The solid dark number on the top portion of each bill must remain visible. 
8. Start a new column to the right of the previous one. 
9. The second column may overlap the first providing the denomination remains visible. 
10. Repeat the process until all bills are laid on the counter. 
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Compare 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) Cigarettes, lottery tickets, gift certificates, newspapers 

b) Casino events and special offers

c) Lottery results, game lists, game results.

d) Cash, debit or credit card, gift certificates, coupons

e) Cash and related paperwork

1.2 

a) Contact Uniforms.  Try to find variance.  Sign and deliver 
evaluation

b) Mari Cooper 

c) Receiving and filing a copy of Brigette’s evaluation

2.1 Answers will vary.  Keep an eye on the postings in your area and in the 
staff lunch room.  Learn to recognize the format of different messages 
so that you won’t miss news about changes, opportunities and social 
events in the casino.

2.2 

 a) July 10

b) Managing a Memory Boutique

c) No

d) One day

e) Human Resources
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2.3 You can expect details about (1)  the time and (2) place of the training.   
Perhaps you will get more information about (3)  the content of the 
course and (4) the name of the presenter. By predicting the content of 
the message, you are better prepared to understand and remember the 
content.

2.4 Is this what you decided?

a) Open first: Urgent mail marked with a !
  Messages that still require action are 

flagged. O

b) Open next: Consider who sent the message. Is this 
person high-ranking? And a reliable 
source of information? Read the subject 
line. Does the message concern your 
department? You personally?

c) Open later: Do your friends and relatives still send 
mail to you at work? They never learn do 
they! 

d) Don’t open at all:  Junk mail

Here is one possible classification of the emails, though your answers 
may differ:

Open first:
No Parking Reminder −
New coupon format −
Attention Customer Service Staff −
Memo from Head Office for distribution −

Open next: 
Re:Signage −
Re: Customer Complaint −
Re: WHMIS Training sign-up −
Re: Request for Trainees Lists −

Open later:
Mom’s Birthday −
Re:Why are we changing uniforms again? −
Re: Casino Baseball Signup −
Volunteers needed!!! −

Don’t open at all:
Your Help is Needed! Animals in Danger −
Your perfect vacation is waiting −
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2.5 

 a) Starting this week until Sept 1 in the Lucky Spades Lounge

b) New patrons may not see the entrance, so new signage is 
needed.

c) Be aware of the changes and inform the clients.  To extend 
regrets for the inconvenience.

d) Changes during Renovations
3.1

4.1

 

Highlighted word Synonyms 

a)  Alternate exchange, swap or interchange  

b)  Competency capability, skill 

c)  Screening process selection, vetting 

d)  Requirements necessities, prerequisite, condition 

e)  Deemed believed, considered judged 

f)  Asset advantage, benefit, a plus 
 

 
Formal language Informal language 

ensure make sure 
positive friendly, upbeat, attentive 
exhibit show 
your image how others see you 
integrity honesty, reliability 
ethics a sense of right and wrong 
unsupervised no one is watching  
confidential private, not to be talked about  
specified duration how long something should last 
notify the office call to let the office know 
restrict your calls limit the number of times you phone 
interactions conversations or contacts 
limit your breaks don’t take more breaks than necessary 
non-verbal body language and facial expression 
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4.2 Answers will differ. What points do you think you can improve on?  
Your Personal Reminders might contain the following:

be pleasant −
don’t gossip  −
be honest −
be willing to improve −
keep personal life out of workplace −
phone when you can’t make it −
don’t talk about confidential matters −

4.3 When presenting information or demonstrating be sure you: 

identify the parts of the equipment −
show the items you are naming, for example, show the serial  −
numbers on the bills
explain each step in your own words as you demonstrate it −
point out possible problems  −



Job Family Section

Security

Security

?
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This section deals with the Reading skills that Security employees need 
to know. Employees working in this area read memos that are usually 
circulated at sign-in, distribute or act upon information received and 

read letters from Human Resources about job re-classifications or promotions.  
They also read messages from management about suspicious persons, excluded 
guests and changes in daily procedures. 

Surveillance Technicians read memos about procedural changes, crossover 
information from other casinos and special projects.  Investigative Security 
Officers read updated information from the police. These skills are important 
for people working in Security because they must keep up to date at all times 
and be ready to respond to changing security needs.

In this section, you will practice how to: 
Read checklists and tables −
Read memos, emails and bulletins −
Read to paraphrase and simplify −

Now it’s your turn. Try these activities to practice the reading 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: 
Reading. 

Introduction
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Read Checklists and Tables
Performing this task involves the following types of Reading:

Scanning for information −
Building your vocabulary −

Level 1 ►

1.1 Check off the duties that you have already performed as part of 
Security.

Monitor guest entrances �

Monitor employee entrances �

Patrol areas such as parking lots �

Direct traffic �

Check IDs �

Perform visual searches �

Check gaming equipment �

Respond to medical situations �

Respond to emergencies �

Write incident reports  �

Level 2 ►

1.2 Lists are a good place to improve your vocabulary. Read the Health 
and Safety list on the following page and answer the questions that 
follow it.

(Continue the question on the next page.)

Task 1: 
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Are the following sentences True or False?

a) Needlestick injuries are usually related to sewing.

b) The best position for lifting is an awkward position.

c) Sometimes you try too hard and that’s called overexertion.

d) AIDS is an example of a blood-borne disease.

e) Post-traumatic stress happens after the danger is over.

f) An alarm system is part of your Personal Protective Equipment.

g) Everything around us is part of our surroundings.

Security work requires special training. The hazards include:
•  Violent attacks 
•  Exposure to contagious and infectious diseases from people, animals, needles and other sources 
•  Exposure to various chemical or biological hazards 
•  Pain from physical overexertion, and prolonged or awkward body postures 
•  Exposure to extreme temperatures 
•  Noise 
•  Slips, trips and falls 
•  Fatigue from shift work 
•  Psychological shock or trauma 

What are some preventive measures for security officers? 
•  Have extensive safety and skills training
•  Exercise regularly to keep fit and reduce the risk of injury
•  Wash your hands frequently to reduce the chance of infection 
•  Use personal protective equipment
•  Learn safe lifting techniques 
•  Always be aware of your surroundings
•  Take breaks, as appropriate, from awkward positions or repetitive physical tasks
•  Follow a recommended shift work pattern and protect yourself from the hazards associated with shift work
•  Follow or establish safety procedures for working alone
•  Learn about stress and post-traumatic stress

What are some areas to be aware of?
•  Chemical hazards and WHMIS 
•  Blood-borne diseases 
•  The importance of hand washing 
•  Needlestick injuries 
•  Always:
 •  Follow the established safety procedures for your profession
 •  Know how to report a hazard 

    Health and Safety for Security Officers: Sample Course Content
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Read Memos, Emails and Bulletins
Performing this task involves the following types of Reading

Reading memos, emails and bulletins −
Reading to remember −

2.1 Information is posted on the walls 
and bulletin boards of the staff areas 
every day. It’s impossible to read it 
all so we have to know how to choose 
what is important to us. 

Look at the postings in your staff 
area and write down three that are 
interesting to you and explain why 
they are interesting.

Level 1 ►

2.2 You are scanning the headings on the postings in the staff area at the 
casino. By reading only the headings, can you predict the kind of 
information you might find in each posting? Write your answer in the 
table below. One example has been done for you. 

Heading Prediction 
Employment Opportunity This posting probably gives information about jobs that are available at the 

casino, including job title, duties, qualifications, and how to apply. 

WHMIS Training  

Union News  

Baseball Sign-up  

Attention All Casino Staff  

Safe Lifting  

Winter Uniform Fittings 
 

 

Task 2: 
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2.3 Read the posting for a job Training Opportunity posting twice. Then, 
without looking back at it, answer the questions that follow. 

a) On which date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) What recognition will you get at the end of the training?

 

Training Opportunity 

 
Non-Violent Crisis Intervention 

 
 
 

July 12 - 15 
 
 

A Four–Day Certification Program 
 

An intensive four-day that includes a train-the-trainer component.  
 

In order to certify participants to provide Non-Violent Crisis 
Intervention training for Casino Security Staff. 

 
 

Warning:  Will include physical contact and some risk of injury. 
 
 

Open to Full-time and Casual Security Staff 
Subject to Manager’s approval 

 
Please e-mail jsagan@pdq.com 

or get your application form from Human Resources 
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2.4 On June 6, 2010 you receive an email from the Training Department.  
The subject line tells you that you have been accepted for the training 
workshop. What more information do you predict the email will give?  
Consider what information you need or would like to have before 
starting the course. 

Now read the email that follows to see how well you predicted the 
contents.

Send

To

Date

Subject

Kay Long

June 6, 2010

Your Training Schedule

Dear Kay,

This letter is to inform you that you have been scheduled for Non-Violent Crisis Intervention Training Starting 
July 12, 2010 and ending July 18, 2010.

Day 1: Introduction to Crisis prevention, early intervention and nonphysical methods.
Day 2: Crisis prevention methods, including restraint positions, transport techniques and team strategies.
Day 3 and 4: Instructor Certificate Program:  Includes train-the trainer component (practical training 
requirement for certification).

Presenter: Lee Hong
Location:   Building F Training Gym
Times  9:00a.m. to 12:00p.m. and 1:00p.m. to 3:00p.m.
Lunch on your own.

If you are unable to attend the class or have any questions please contact us at 555-5891.

Thank you,
Jean Sagen
Employee Services and Organizational Development 
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Level 2 ►

2.5 Read the memo below with close attention. Use the details from the 
memo to answer the questions that follow.

a) What is the whole message about?

b) What should appear in the subject line to make it more 
specific?

c) What is the purpose of the memo?

d) What is requested?

MEMO
To: 
From: 
Date:

Subject:

Please advise all Security Officers of the presence of contractors from the 
Priceless Building Corp who will be setting up in the area of the Lucky 
Spades Lounge.

Two Security Officers will be needed to escort the contractor and construction 
workers into the warehouse to set up receiving procedures for materials.  
Please have them meet the contractor at the Security Staff entrance at 8:30 
a.m.  The contractors will get their Type 2 passes at that time and will 
proceed with their escort to the Warehouse.  Please radio the Warehouse 
Supervisor when they have their passes and are ready to proceed.

The construction crew will use the staff entrance and loading bays and 
will not circulate through the main area of the casino.  Please have officers 
advise their supervisor if they see construction employees on the floor 
unescorted.

Thank you,
Jason James

Sheldon Wong 
Jason James, Morning Supervisor 

July 25, 2010

Contractor Escort
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Read to Paraphrase and Simplify 
Performing this task involves the following types of Reading:

Reading to remember −
Reading casino manuals, handbooks and procedures −

Level 2 ►

3.1 Ken has just started as a Security Officer and he has a lot of questions 
for his co-workers.  He is going to take the non-violent training soon, 
but he asks Jason, an experienced Security Officer, to explain and 
demonstrate some of the techniques that are in the manual.

Play the role of Jason: Role-play giving step-by-step instructions. First 
carefully read the instructions below and practice the words that are 
new to you. Then use your own words to explain the steps.

TEAM CONTROL TECHNIQUE
The team control technique is used to manage individuals who have 
become dangerous to themselves or others. This technique requires 
three people or more. Two staff members hold the individual as 
the extra staff member constantly assess the safety of the people 
involved. If necessary, the third person assists in the intervention. 

Steps for Subduing the Dangerous Individual

Step 1: Face the same direction as the dangerous person. Adjust your 
body position as necessary so you maintain close body contact 
with the individual. 

Step 2: Position you inside leg in front of the person. (Fig. A) 

Step 3: Bring the person’s arms across your body and your team 
member’s. Secure the person’s arms against your hip. (Fig. B) 

Step 4: Place your hands in a C-shape over the person’s shoulders to 
direct the person’s upper body forward. (Fig. C) 

Figure A

Figure B  Figure C

Task 3: 
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Level 3 ►

3.2 Security Supervisors read and refer to procedures manuals (Security 
and General) and interpret them for staff. Read the following procedure 
and use it to answer the questions below.

a) Is a Driver’s Licence considered an item of value?

b) Which two documents can be found as an Appendix to the 
procedures?

c) Who gets the yellow copy of the Lost and Found report?

(Continue the question on the next page.)

 

Items of Value Turned Over to Security 
Item of Value:  Identification, bank cards, credit cards, jewelry, watches, cell phone or anything 

with monetary value over $20.00  
 
Money:  Bills, coins, casino-sanctioned gaming chips, TITO tickets, casino prize cheques, 

credit notes and gift certificates.  
1. Notify Surveillance. 
2. Check with Coat Check Services to see if the item was previously logged as lost in the Coat Check Services Lost and 

Found Tracking Sheet (Appendix 403). 
3. Gather all information needed for the Lost and Found Report (Appendix 406). 
4. Enter the information in the Lost and Found Log. 
5. Give a copy of the completed yellow Lost and Found Report to Coat Check Services. 
6. Have the item and the report placed in a clear, sealable bag. 
7. Security will keep items of value until the end of the month and then they are destroyed. They will keep money over $20 

for 8 months, after which it is donated to charity. 
8. Secure the item in the Security Lost and Found Safe or bring money to the Bank. 
9. If the found item of value during non-operational hours is money, the money will be locked in the Security Lost and 

Found Safe until operational hours. 
10. A Lost and Found Report will be started with the date and time, description, location found, and found by completed. 

When operational hours begin, Security will follow “Section 4. Found Money Turned Over to Security.” 

Should the finder inquire if they can lay claim to found item, inform him or her that if it is not recovered by the owner after a 
period of 6 months, he or she can claim the item. Exceptions are bank/credit cards, medication, cell phones and 
identification.  

Employees and contractors’ employees cannot claim any item. 
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d) Where are all lost and found items, except money, kept until the 
owner claims them?

e) What is meant by non-operational hours?

f) Can the person who finds any item of value claim it after eight 
months?

3.3 Procedures are sometimes written in very formal language which 
can make them hard to understand at first.  However, they are very 
repetitive, and once the language for one set of procedures is mastered, 
others will not seem as difficult. 

This reading excerpt comes from a Fire Safety Plan. The plan includes 
instructions for every level of employee and it is important that every 
employee understand it. Read the section of the manual and use it to 
answer the questions that follow. 

(Continue the question on the next page.)

 

Evacuation Procedures 
1. Security Officers (Stage Two Alarm and Evacuation Duties) 

a) If the Security Officer sourcing the alarm comes upon an uncontrollable fire they will contact, via radio; the Security 
Casino Manager/Shift Manager to place the Fire Panel into a Stage Two Alarm. The Security Officer will provide as 
much detail of the situation to the Security Casino Manager/Shift Manager so they can relay the details to the Casino 
Operations Manager. 

b) The Security Officer will ensure the area containing the fire or problem is sealed off by closing the appropriate doors and 
ensuring the area is clear of all persons. 

c) Upon hearing the evacuation announcement, the Security Casino Manager/Shift Manager will have one Security Officer 
attend the Coat Check to prevent patrons from collecting their personal belongings. 

d) The Security Manager/Supervisor will have one Security Officer attend the North Valet parking lot to perform a head 
count of all staff (checklist is in the main Fire Panel). Once the head count is complete, via radio; contact the Security 
Casino Manager/Shift Manager that everyone is accounted for, or the amount that are unaccounted for. 

e) All other Security Officers will assist in the evacuation of patrons, ensuring elderly or handicapped persons receive 
assistance in the evacuation of the casino. 

f) Once outside, the Security Officers will ensure no one tries to reenter the Casino by monitoring all of the exits.  

2. Security Officers (Stage One Alarm during the Pull) 
a) The Pull Security Officer will immediately stop the Pull and await further instructions from the Security Shift Manager or 

designate. 
b) If the alarm is deemed to be false, then the Pull can continue, provided the Security Shift Manager and the Surveillance 

Supervisor agree to the continuance. 
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a) What should Security Officers do if they come upon an 
uncontrollable fire?

b) What should a Security Officer do if he/she is escorting the pull 
cart at the moment of the alarm?

c) Should the Security Officers help patrons get their belongings 
from the Coat Check?

d) Once all officers are outside the building and the head count is 
complete, what duties do Security Officers still have?

 

Evacuation Procedures 
3. Security Officers (Stage Two Alarm during the Pull) 

a) The Pull Security Officer and Pull Crew will place the pull carts in the following areas: 
i. If on the Main Floor, place the pull cart on the Marble Floor Area. 
ii.  If on the Basement Floor, pull carts are to be placed into the Count Room if possible. If not possible, the cart will 

be placed opposite the Count Room Door in the corridor. 
iii. Both the Pull Security Officers and the Count Room Pull Crew will await further instructions from the Security Shift 

Manager or designate. 

NOTE: The areas noted to leave the cart are areas that Surveillance has sufficient camera coverage of the area. 

b) Refer to "Security Officer (Stage Two Alarm and evacuation duties)" on page 38, for evacuation responsibilities. 

NOTE: If you are to evacuate during the pull, the Security Officer with keys will place them back into the Traka 
box, if safety permits. Otherwise, take the keys with you and give them to the Security Shift Manager. 
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3.4 Formal language can be overly complex. To “Plain Language” a text, 
we must rewrite it in the kind of English we speak every day. Explain 
the formal language in your own words by filling in the table below:

 

What it says in Formal Language What it means in Plain Language 

Ensure all employees are accounted for.  

Upon hearing the evacuation 
announcement, leave the building. 

 

Proceed to the designated meeting point.  

Await further instruction.  
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Compare 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 Answers will vary. Be prepared to talk about your past experience.  
The items on this list are all relevant to security work.

1.2 

a) False

b) False

c) True

d) True

e) True

f) False

g) True

2.1 Answers will vary. Learn to recognize the format of the different 
postings so that you don’t miss important information about changes, 
opportunities and social events in the casino.

 

 

Heading Prediction 

Employment Opportunity This posting probably gives information about jobs that are available at the casino, including job 
title, duties, qualifications, and how to apply. 

WHMIS Training This will indicate opportunities to take training on how to use and handle dangerous materials. 

Union News This is a newsletter put out by your union representatives and will contain information about 
labour relations and other current workplace issues. 

Baseball Sign-up Here’s a chance to join the staff baseball team. 

Attention All Casino Staff This memo will contain information that is relevant to everyone who works in the casino. 

Safe Lifting This contains Health and Safety information for employees who lift and carry materials.   

Winter Uniform Fittings Every year there are Spring and Fall changes in the uniforms.  Read this to find out if you need 
to get a new fitting. 

 
 



Security 14 of 15

2.2 Answers will be worded differently.

2.3 

a) July 12 to 15

b) Non-Violent Crisis Intervention

c) Yes

d) four (4) days

e) You will be a certified trainer

2.4 You can predict that the email will give you more details about the 
course such as the times and location of the training. It may also give 
you details of the program throughout the four days and perhaps the 
names of the facilitators. Predicting, like reviewing, helps you to 
understand and remember better.

2.5 

a) Construction crew escorts

b) The topic: Construction crew escorts or contractor

c) To alert Security to the presence of crews and to request escorts. 
Get passes ready.

d) Two Security Officers to meet contractor at the Staff entrance to 
escort them to Warehouse and ongoing monitoring of crew.

3.1 First read the instructions, then prepare a demonstration on how to 
use these techniques.  Use the diagram or, if possible, practice your 
demonstration with a partner.  Explain the techniques in your own 
words. 
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3.2 

a) Yes.  A Driver’s License is a piece of ID. 

b) Coat Check Services Lost and Found Tracking Sheet (Appendix 
403) and Lost and Found Report (Appendix 406).

c) Coat Check Services

d) In the Lost and Found safe.

e) Hours when the casino is not open to the public

f) No, some items cannot be claimed by the finder.  These include 
bank/credit cards, medication, cell phones, and identification.

3.3 

a) Contact Security Shift Manager or Security Casino Manager  
 giving what details are possible.

b) The Pull security Officer will immediately stop the pull and 
await further instructions.  He or she should call Securities 
Casino Manager giving what details are possible.

c) No, they should prevent them from trying to get their coats.

d) They must ensure nobody tries to go back into the building

3.4 Answers may differ. Check with your instructor to be sure the meaning 
is the same. 

 

What it says in Formal Language What it means in Plain Language 

Ensure all employees are accounted for. Make sure you know where all the employees are. 

Upon hearing the evacuation 
announcement, leave the building. 

Leave the building as soon as the announcement 
is heard. 

Proceed to the designated meeting point. Go to the meeting point. 

Await further instruction. Wait until you hear what to do next. 
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This section deals with the Reading skills that Slots/Electronic Gaming/
Bingo employees need to know. Employees working in this area read 
daily memos or pre-meeting notes from management and supervisors 

to become aware of changes in procedures. Memos may include warnings 
about suspicious behaviour, counterfeit bill numbers, new or moved machines, 
and special coupon promotions. They also read posted memos on bulletin 
boards about training opportunities, job openings and general announcements. 
Employees read casino entertainment and special events information, as well as 
slot and bingo progressive jackpot amounts to pass along to guests. Supervisors 
read manuals to check procedures.  

These skills are important for people working in Slots/Electronic Gaming/Bingo 
because they follow strict but changeable procedures and need to check them 
often.  Slot Floor Supervisors must read emails and memos from managers and 
supervisors from other departments in order to determine what action to take. 
For example, messages from the social committee, notices about interviews 
and training and updates about parking facilities. Slot Floor Supervisors must 
be able to determine whether to forward the information to staff and how to do 
so appropriately. 

In this section, you will practice how to: 
Read checklists and logs −
Read memos, emails and bulletins −
Read and interpret for others −
Read manuals and handbooks to get information and instruction −
Read for information −

Now it’s your turn. Try these activities to practice the Reading 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: Reading. 

Introduction
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Read Lists and Logs
Performing this task involves the following types of Reading:

Scanning for information −
Reading for detail −

Level 1 ►

1.1 How many of the activities on this Gaming Checklist have you done 
in the past?

Managed a float �
Used a 2-way radio �
Kept a machine log �
Maintained area security �
Helped a client in a medical emergency �
Used a coin dispenser �
Made change for large denominations �
Worn a money pouch or apron �
Cleared off or dusted off hands �
Recorded a jackpot request form �

1.2 Read about your duties and complete the table that follows. 
Here is a list of headings describing the steps you take every morning 
when you start your shift. They are standard opening procedures 
followed at most casinos.  

Sign in for your shift. −
Follow casino policies and procedures. −
Review pre-shift information and get updates about your  −
zone.
Determine your zone assignment and shift breaks. −

Write the heading that goes with the detailed paragraph about starting 
your shift below.

Task 1: 

 

Heading Paragraph 

 Pick up your keys and radio and follow security procedures, such as initialing 
the sign-in sheet. Do a radio check. 

 
Talk to the worker from the previous shift.  Check the clipboard for updates, 
read memos and posted notices, and talk to your supervisor about any 
changes. Check on current events in your zone, such as information on 
guests to monitor or machines not working well. 

 
Review the posted schedule—note other employees’ assignments at the 
same time so you are aware who will be available to you during your shift. 
Check the times of your breaks. 

 
Be familiar with procedures involving access to the gaming floor and logging in 
for shifts. When picking up your float, be sure to check the amount and 
denominations received and sign for it. 
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Level 2 ►

1.3 When filling out forms we often don’t read the instructions carefully. 
This can lead to unpleasant surprises. Read the following form in all 
its details and complete the table that follows. 

(Continue the question on the next page.)

 

REQUEST FOR TIME OFF 
 New Request  Amendment of previous request  Cancel previous request 

EMPLOYEE IDENTIFICATION - PLEASE PRINT (clearly) 
Employee # Employee Name – Last/First Name Work Site/Work Division 

9999 Doe/John X MS  CR  VLD  CITO  CS 
 
Group (Status) Work Team Department Position: 
X FT  PT  CAS  Electronic Gaming Slot Attendant 

Dates Requested 
(Scheduled Work Days, Shifts and # of hours requested) 

July 19, 2010  8 
 

July 20, 2010  8 
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

Type of Banked Leave 
 Vacation Banked Overtime Banked Stat DLT ALOA 

Hours Available                               

Hours Requested                               

Employee Obligations: 
 All requests must be received by the Schedule Liaison Officer a minimum of 7 days prior to the Leave. 
 All requests for Discretionary Leave Time (DLT) or full shift Approved Leave of Absence (ALOA) require the 

appropriate departmental approvals. 
 The approvals are based on a first come – first served basis and are governed by the operational requirements of 

the department. 
 Individuals finding it necessary to cancel vacation that has been approved by seniority, must put their request in 

writing and forward to the Executive General Manager or designate for the vacation to be cancelled, and said 
request will not be unreasonably denied. In this situation, the entire block will be cancelled if approved. 

 If there are insufficient banked hours to cover the time off as requested, I hereby authorize the Casino Schedule 
Office to deduct the required number of hours from my Overtime or Stat banked time to satisfy the request. I also 
understand that if there are still insufficient banked hours, the Request for Time Off will not be approved. 

Employee Signature: 
 

Date:       

Addt’l Authorization: 
 

Date:       
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1.4 Logs are records—sometimes hand-written—of what has happened 
during a shift. Each entry is initialled. Read the following log and use 
it to answer the questions below. 

(Continue the question on the next page.)

 
 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department  

amendment of previous request  

General Manager or designate   

put their request in writing and 
forward it  

request will not be unreasonably 
denied  

Prior to the leave  

Addt’l Authorization  

 

InitialsDescription Num.

DAY SHIFT SUPERVISOR:
NIGHT SHIFT SUPERVISOR:

Slots Log

Seniors bus tour did not arrive this morning due to bad weather. 

Memo circulated about counterfeit 50s.  Please remind morning attendants 
to check numbers on 50s against the new list.

I was not able to trace Cory’s variance of -$17.00.

I received a call from Angela (Bank) regarding comps #108636 and #509349. 
Both of these comps were issued by Jason C.  Jason, please clarify with 
Bank when you start your shift.

Received copies of monthly calendar of events and distributed to carts.  

Gloria called from uniforms before her shift saying she is having problems 
getting her uniform and will be a little bit late. Gloria was on the floor at 9:33.  
Please call Uniforms Sup in the morning to clarify.  They are confusing her 
with Gloria Banhurst from Bank.

Several complaints from Moonlight area about the stuffy atmosphere. Notified 
Maintenance and they are aware of the problem.  Contractor will be here first 
thing in the morning.

-   Raquel Reins  $0.25 down on cash St. (dropped quarter rolled under 
    machine) OK.

Variances calculated for May 14/10 are: 
 -  Cory Macadanga $17.00 variance due to Gift Certificates not included in 
     float bag. OK.

Bob H. / Shokat T
Shawna T. / Jason C.

BH

BH

BH

BH

BH

ST

ST

ST

1

2

3

4

5

6

7

8

9 ST



5 of 27SlotS/ElEctronic GaminG/BinGo

a) Which entries require follow-up by the morning Supervisor?

b) Why did Gloria have a problem with her uniform?

c) Which attendants lost track of money or other values during the 
day?  

d) Were the discrepancies found?  

e) What complaints did the supervisor receive?  

Read Memos, Emails and Bulletins
Performing this task involves the following types of Reading: 

Scanning for information −
Reading to remember −
Reading memos, emails and bulletins −

Level 1  ►

2.1 New information is posted on the walls 
and bulletin boards in the staff areas 
every day. It is impossible to read it all 
so we have to know how to choose what 
is important to us. Look at the bulletin 
board in your staff area and make a list 
of the different kinds of postings. Choose 
the ones that interest you the most and 
write the headings here:

Task 2: 
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2.2 You are scanning the headings on the postings in the staff area at the 
casino. By reading only the headings, can you predict the kind of 
information you might find in each posting? Look at the headings given 
below and write your predictions in the table below. One example has 
been done for you.

2.3 Memos and emails contain different kinds of messages. For example, 
the first memo shown below gives information about renovations in 
the Slots area. Then it requests that Slot Attendants inform guests of 
the changes. 

Scan each memo or email that follow and identify the purpose of the 
message. Is the purpose: 

Information −
Reminder −
Request for action −
Follow-up −
Update −
Comment, compliment or complaint −

Some items may have more than one purpose. As you read, highlight 
or underline key words that help you understand the purpose and 
meaning of the message. The first one is done for you.

(Continue the question on the next page.)

 

Heading Prediction 

Employment Opportunity This posting probably gives information about jobs that are 
available at the casino, including job title, duties, qualifications, 
and how to apply. 

WHMIS Training  

Union News  

Baseball Sign-up  

Attention All Casino Staff  

Safe Lifting  

Winter Uniform Fittings  
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Example of a Memo:

 This message’s purpose: information and request for action 
a)

 This message’s purpose: 

(Continue the question on the next page.)

MEMO
To: 
From: 
Date:

Subject:

The bank of machines along the south wall of the Moonglow Room has 
been removed.  This is to allow patrons to circulate more easily during the 
renovations and will probably be in effect until mid-September.  

Staff are urged to be attentive to clients who are confused by the changes 
and direct them to where they are going.  Extend the casino’s apologies for 
the inconvenience.  

J.J.Tolen
Slots Manager

To all Slot Attendants

Send

To

Date

Subject

We have been advised that a large number of counterfeit $20s have been circulating in 
restaurants and Casinos in the area.  Please check all $20s on the Counterfeit Bill Numbers 
List and alert Security to any irregularities.

The List of Counterfeit Bill Serial Numbers

Thank you.  
James S. 
Security Manager

$10 $20 $50 $100
UNITED STATES

CB61279345A 558732087A XT23000904A A24025817J
B93902664B B40761121F
B93902690B
H20368231A
IB74058446C
G163664455F

IL42890951E
J58732009A
J58732032A
J58732058A



SlotS/ElEctronic GaminG/BinGo8 of 27

b)

 This message’s purpose: 

c) 

 This message’s purpose: 

MEMO
To: 
From: 
Date:

Subject:

Thank you for the excellent service provided during the recent visit our 
group made to the casino. Your care and attention provided our seniors 
with a wonderful time. The Customer Service Representatives and the Slots 
Attendants were very helpful and thoughtful in taking extra time to explain 
all of the casino features and make the visit exciting and stress free.  Thank 
you for a job well done!

Congratulations to all!  We’re proud of you! 

Cheryl Black
Customer Service

To all Slot Attendants
Golden Gates Nursing Home

Customer Service

Send

To

Date

Subject

Slots Shift Supervisors

May 15

Machine Logs

We have been running across several incomplete or erroneous machine logs.  Machine logs have 
to be kept according to procedures.  Please refresh the memories of Slot Attendants on these 
procedures.

A reminder that your Machine Logs must reflect the following:
Slot machine transactions that have taken place: −

  bill jams
  hopper fills 
  jackpot payouts 
  malfunctions 
  losses of power 

Date and time of transaction −
Your employee number or name  −
Slot machine number and the action taken −

Relay the relevant information to other departments as required.  Finally, be sure to store the log 
as required by Casino policy. 
Thank you,
Shift Supervisor
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2.4 Read the Training Opportunity posting twice. Then, without looking 
back at it, answer the questions that follow. 

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

 

Training Opportunity 

 
Leadership Initiative 

 
July 10 - 14 

 
 
 

An Introduction to Leadership for Supervisors 
 
 

An intensive four-day workshop that focuses on 
how to become an effective supervisor 

 
 

Open to Supervisors, Designated Supervisors and Senior Staff 
(subject to manager’s approval) 

 
 
 

Please e-mail jsagan@pdq.com 
or get your application form from Human Resources 
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2.5 On June 6 you receive an email from the Training Department regarding 
your application to the Leadership Initiative workshop. You have been 
approved!  What more information do you predict the email will give?  
Think about what information you will need or would like to have 
before starting the course. 

Now read the email to see how accurate your predictions were. 

Send

To

Date

Subject

Nicola Ratuschny

June 6, 2010
Your Training Schedule

Dear Nicola,

This letter is to inform you that you have been scheduled for the Introduction to Leadership for 
Supervisors Training, starting July 10, 2010 and ending July 14, 2010.

Times:   9:00a.m. to 12:00p.m. and 1:00p.m. to 3:00p.m.
 Day 1:   The Collaborative Workplace
 Day 2:   Coaching
 
 Day 3: Giving Feedback
 Day 4. Managing Diversity

Presenter:  Matilde Falcone
Location:  Training Room A  Building 23
Lunch on your own.

If you are unable to attend the class or have any questions please contact us at 555-5891.
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Read and Interpret for Others
Performing this task involves the following types of Reading:

Scanning for information −
Reading for detail −
Reading to remember −

Level 2 ►

3.1 After you are trained in the use of a two-way radio you may be asked 
to show others how to use it.  

First read the instructions carefully and practice the words that are 
new to you.  Prepare a presentation explaining each step in your own 
words and demonstrate the steps.  If possible practice with classmates.
If you are working on your own, prepare a presentation on using a 
radio. If possible, use a real two-way radio to demonstrate.

Task 3: 

Two-way radios are an integral part of most casino communication systems. Proper use of two-way radios is an 
efficient means of communicating with other staff—messages are immediate and can be communicated over 
distances within the facility and its property.

As a casino employee, you will probably be required to use a two-way radio. Your first step should be to ensure that 
your radio is fully charged and in good operating condition. Before you start using the radio, it is important to 
know your facility’s radio codes, such as whether code numbers or first names are used to contact individuals.

When you are using the radio, speak clearly. Identify yourself by name or code and state your location.

Be aware that your conversations can be heard by others—either on the 
radio frequency or by individuals standing in proximity to the users. Use common 
sense and courtesy in your radio communications:
- Be polite and use proper language.
- Keep conversations brief and to the point.
- Be aware of other transmissions. Wait your turn and don’t interrupt another 

person’s conversation.
- Maintain confidentiality by using codes or first names only. Avoid relaying 

any personal information.

After you have spoken, release the call button to receive a response. You 
may need to adjust the radio volume and squelch (which allows only a certain 
strength of signal to be played) as necessary. 

At the end of your shift, be sure to return the radio to the charger and notify 
your supervisor if the radio needs repair.

Tips for Using a Two-way Radio
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Level 3 ►

 Read the job description below and answer the questions that follow.

3.2 Look back over the job description you just read and highlight the 
answers to the questions below. Then explain the answer to each 
question in your own words.

a) Can I wear my hair long and keep my beard?

(Continue the question on the next page.)

 
 

Job Description 

SLOT ATTENDANT 
Posted: July 21 

Complexity of the Work 
- May have to handle guest complaints and may forward complaints to Supervisor. 
- Must maintain up-to-date knowledge about all of the machines available in order to assist guests. 
- Must handle different cash and cash-equivalent transactions of different dollar amounts and must maintain a 

balanced float. 
- Must be organized and pay attention to details.  
- Must maintain a professional image at all times. 
- Must follow Casino policies and procedures. 
 
Physical and Visual Demands 
- Constant walking and standing since all of the shift is out on the gaming floor. 
- Must have the physical capability of bending and lifting. 
- Must concentrate: 
 - Active listening to patrons. 
 - Concentration for verifying figures and ensuring accuracy of transactions. 
 
Accountability 
- Must carry out accurate cash transactions in a timely manner. 
- Is responsible for large float and exchanging currency as required. 
- All guest transactions and cash volumes handled must be kept confidential. 
- Approval or authorization is required from the Supervisor or Shift Manager prior to decisions being made. 
- The incumbent is accountable for following all department and Casino general policies and procedures. 
 
Work Pressure and Stress 
- May feel stressed by high volume of service requests from players in a fast-paced environment. 
- May have to deal with emotional guests and guests experiencing medical emergencies on the gaming floor. 
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b) Do I have to know all about the machines?

c) Do I have to keep records of everything?

d) Is it hard work?  Are you tired at the end of the day?

e) Do I have to talk with the clients?

f) Can I make decisions about whether patrons win or lose?

3.3 Find and read the full job posting for a Slot Attendant in the casino 
where you work. Write six questions of your own that you think 
someone might have about the job. Highlight the answers in the job 
posting and write them in your own words. 
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Read Manuals and Handbooks to Get 
Information and Instruction

Performing this task involves the following types of Reading:
Reading for detail −
Reading to remember −
Reading casino manuals, handbooks and procedures −

Level 1 ►
4.1 Read aloud and demonstrate the simplified Steps of a Cash Transaction 

outlined below.

Level 2 ►
4.2 Now read aloud and demonstrate the correct steps for cash transaction 

from a list of procedures.

Task 4: 

 
 

Steps of a Cash Transaction 

1. Take cash from the guest. 
2. Say the amount out loud. 
3. Keep the guest’s cash separate. 
4. Calculate the amount to be returned. 
5. Take that amount from your float. 
6. Place it in the guest’s hand. 
7. Be sure that the guest agrees about the money given. 
8. Put away the cash you got from the guest. 

 

 

Procedure for Completing a Cash Transaction 

1. Receive cash from the guest. 
2. Verify the amount received by vocalizing the amount received and the amount to be given back. 
3. Keep the amount received separate from the other cash until the guest accepts the change given. 
4. Calculate the required amount to be returned using basic addition, subtraction, multiplication and division.  
5. Count and remove the appropriate amount of money from the float. 
6. Count the cash back to the guest, placing the cash into the guest’s hand. 
7. Ensure the guest acknowledges the amount returned. Watch for verbal and/or non-verbal cues.  
8. Store the cash received once the transaction is completed to the guest’s satisfaction.  
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4.3 Read through the following instructions about what to do in case of fire. 
Cover the text and do the exercise below. When you have numbered 
the steps, check your answers against the text.

In case of fire, in what order should you do the following? Number 
the steps.

Leave the area immediately  ѩ
Notify Surveillance at 8308 ѩ
If you cannot put out the fire, close the access door to the area. ѩ
Activate the fire alarm ѩ
Give details as to location and type of fire ѩ
Proceed to assigned duty station ѩ

Level 3 ►

4.4 Now read about the fire procedures you may need to follow in your 
department.

(Continue the question on the next page.)

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 
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How would we say it in our own words? To “Plain Language” a text, we 
must rewrite it in the kind of English we speak every day. Rewrite each of the 
following phrases from the fire procedures in your own words. Answers may 
differ. Check with your instructor to be sure the meaning is the same. 

a) Ensure all employees are accounted for.

b) Close all appropriate doors and ensure the area is clear of all 
persons.

(Continue the question on the next page.)

 

Evacuation Procedures 

1. Electronic Gaming Shift Manager 
a) Upon hearing a Stage One Alarm, the Shift Manager will ensure that employees finish their current 

transaction and do not continue until further notice. The Shift Manager will also ensure that Attendants 
have locked up their fanny packs in the booth and that the booth is secured.  

b) Upon hearing a Stage Two Alarm, the Shift Manager will his or her closing duties and will ensure 
emergency shutdown procedures commence immediately. 

c) The Shift Manager will also ensure the cupboard doors; along with Volunteer Coordinator cash registers 
and product drawers are locked. The Shift Manager will ensure that the cart in the Crystal Room is locked 
and placed in the designated area as assigned for closing. 

d) Upon hearing the evacuation announcement, the Shift Manager will ensure that employees leave their 
area. Once all patrons are evacuated, the Shift Manager will ensure that all employees exit the Casino via 
the nearest usable exit, and report to the designated meeting area in the North Valet parking lot. 

2. Electronic Gaming Supervisor 
a) Upon hearing the Stage One Alarm, the Supervisor will discontinue the game until the alarm has been 

resolved.  
b) Upon hearing the Stage One Alarm, if the Supervisor is not on stage he or she will ensure the volunteers 

stop their duties and meet at the bingo wicket area, as well as ensure that all volunteers are accounted for. 
c) Upon hearing the Stage Two Alarm, the Supervisor will stop calling the game in progress and inform the 

patrons that the game will resume once the Alarm situation is resolved. 
d) Upon hearing the evacuation announcement, the Supervisor will reiterate the evacuation announcement to 

the patrons and will then assist the rest of the Electronic Gaming staff to evacuate the Bingo area. 

3. Electronic Gaming Attendants 
a) Upon hearing a Stage One Alarm, Gaming Attendants will finish off their current transaction and not 

proceed with another transaction until further notice. Gaming Attendants will also lock up their fanny packs 
in the booths. If safe to do so, they will place their keys back into the Traka Box, or if it is not safe, they will 
hand over the keys to the Shift Manager. 

b) Upon hearing a Stage Two Alarm, Gaming Attendants will answer any questions from patrons in regards 
to the alarms. 

c) Upon hearing the evacuation announcement, Gaming Attendants will assist with the evacuation of all 
patrons from the Slot areas via the nearest usable exit. 

d) Once the areas are clear of patrons, Gaming Attendants will leave the Casino via the nearest usable exit 
and proceed to the designated meeting area in the North Valet parking lot. 

NOTE: When evacuating patrons please ensure they cash out their machine and take their ticket 
with them. Remember, the Bank will be closed and will not be cashing in tickets into the 
paper money. 
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c) Upon hearing the evacuation announcement, leave the building.

d) Proceed to the designated meeting point and await further 
instruction.

Read for Information
Performing this task involves the following types of Reading:

Scanning for information −
Reading for detail −
Reading to remember −

Level 2 ►
5.1  Read the article about Repetitive Strain Injury and answer the questions 

that follow to practice reading for detail. Discuss the questions with 
your classmates or co-workers. Use the article to answer the following 
questions:

a) Which body parts are most likely to be affected in Slot Attendants?  
Which movements are repetitive?

(Continue the question on the next page.)

 
 

 
 

Repetitive Strain Injury (RSI) 

Repetitive strain injury is also known as Cumulative Trauma Disorder (CTD) and Musculoskeletal Disorder (MSD). 
Workers in many jobs are at risk for repetitive strain injuries (RSI).  An RSI is an injury or disorder that occurs over time 
as a result of repetitive, forceful or awkward body movements. You should be aware of the risks for developing an RSI 
and take steps to lower those risks. 

Where does RSI occur? 
RSI usually occurs at the 
 Wrist 
 Hand 
 Shoulder 
 Elbow 
 Back 
 Knee 
 Ankle 

 

What are some symptoms of 
an RSI? 
 Pain 
 Swelling, inflammation 
 Numbness or tingling 

sensation 
 Decreased movement of        

a joint 
 Stiffness of body part 
 Symptoms worsen with time 

How does an RSI develop? 
They often develop over time as a result of:  
 Repetition (Repeated motions of a body part) 
 High Force Exertion (Lifting heavy loads) 
 Contact Stress (Repeated contact with the 

sharp edges of tools or work stations) 
 Awkward Posture (Maintaining awkward body 

positions for a long time) 
 Static Posture (Holding parts of the body in 

one position for a long time) 

What are the results of an RSI? 
An RSI can damage muscles, tendons, and nerves of the neck, shoulder, forearm, hands, legs and back. Damage can 
also occur in other parts of the body. An RSI can cause pain, weakness, numbness or difficulty in grasping objects. 
 
 

Task 5: 
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b) Have you ever had any of the symptoms of RSI?  Describe the 
symptoms.

c) In the section “How does an RSI Develop” which situations 
seem most likely to affect Slot Attendants?

5.2 Read the following article on Demonstrating Interpersonal Skills.  
Some of the more difficult words have been underlined. For the 
exercise that follows, find the meanings of these words by using the 
strategies you have learned.  Most of the clues are in the text.

(Continue the question on the next page.)

 
Demonstrating Interpersonal Skills 

Good interpersonal skills are critical to being a successful casino Slot Attendant. When you demonstrate interpersonal skills, 
you help to create an exceptional customer service experience for casino guests. As a result, you will increase guests’ 
confidence and comfort level in the facility—and heighten their desire to make a return visit. 
 
How can a casino Slot Attendant demonstrate interpersonal skills? One of the best ways is to be willing to help or serve 
guests. Offering assistance without being asked, bringing coins to guests, helping to clean up a spilled drink—these are 
examples of thoughtful customer service. Remember that you only get one opportunity to make a first impression—do your 
best to make sure it’s a positive one. 
 
Be attentive to customer service needs, by being aware of the activities in the casino and in your zone. Some examples 
include: 

- checking machines that may need to be filled after guests with high credit totals cash out 
- helping players with full buckets get to the cashier 
- responding to tower lights that indicate service is needed at machines 

 
Be approachable by smiling and acknowledging guests. Body language that is open and non-threatening will signal to casino 
guests that you are there to help them. Stand and walk in a confident, relaxed manner, making eye contact with guests. Avoid 
crossing your arms—you might give guests the message that you are unapproachable.  
 
Be courteous to guests and co-workers. For example, explain things as if it is the first time you have been asked often-
repeated questions, such as, “Where are the washrooms?” or “What time do you close?” Don’t become impatient or 
exasperated. Instead, take a deep breath, smile and answer politely. Guests may also say things like, “I haven’t won here in 
years? Why not?” or “These machines are terrible. I’m always losing money.” These kinds of questions need to be handled 
delicately because an inappropriate answer could upset a guest. Forward these kinds of questions to a Supervisor or Shift 
Manager. 
 
Be sure to assist seniors and physically challenged guests. For example, you might ask a guest in a wheelchair if assistance is 
needed. But don’t assume it is! Many wheelchair guests are extremely capable and don’t want to receive special treatment. 
 
Be respectful of guests, co-workers and supervisors. Remember the golden rule—treat others as you wish to be treated. 
Being punctual for shifts and when returning from breaks, or helping a co-worker without being asked, demonstrates a 
respectful, thoughtful attitude that enhances any workplace. Avoiding familiar terms such as “sweetie”, “honey” or “dear" 
shows respect for casino guests—even if they address you with those words. 
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a) Heighten: look for a synonym in the context

b) Attentive: look for a synonym in the context

c) Acknowledge: look in the thesaurus and choose two synonyms 
that fit the context

d) Thoughtful: look for examples in the context

e) Unapproachable: opposite of approachable, look for examples

f) Physically challenged: look for context clues

g) Delicately: look for context clues

h) Exasperated: look at the synonym in the text

i) Enhance: check the dictionary

j) Familiar terms: look at the examples given in the text

5.3 Reread the article “Demonstrating Interpersonal Skills.”  Summarize 
the article by preparing a point-form tip sheet to remind you of the 
most important points.

Interpersonal Skills Tip Sheet
_______________________________

_______________________________

_______________________________

_______________________________

_______________________________
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5.4 Electronic Gaming employees check regularly to be sure they are up 
to date with changes in procedures. Read the procedure for ticket jams 
below. Demonstrate each practice as you read it and explain it in your 
own words. 

 

Ticket Printer 
Purpose:  This procedure lists the steps to be followed by the Slot 

Attendant when an Electronic Gaming Machine (EGM) has a 
ticket printer jam. 

Forms/Records:  Slot Machine Entry Record (SMER) (Appendix 28) Void Ticket 
(Appendix 271) 

1. Ticket Printer Jams  
 1.1 When an EGM has a ticket printer jam:  

- The screen will display a text message indicating the error.  
- A ticket will not be produced. 

 1.2 The Slot Attendant will:  
1.2.1 Open the EGM door. Refer to Advantage Staff Card procedure 

(SLT-SLA-2B2).  
1.2.2 Pull the sliding printer tray forward.  
1.2.3 Push up/down the blue platen lever, depending on the model.  
1.2.4 Remove the jammed ticket by pulling it backwards, away from the 

printer head.  
 1.3 If the jammed ticket will not come out, the Slot Attendant must never touch 

the printer head screw because there is a danger of destroying the alignment. 
The Slot Attendant will notify the:  
- Gaming Technician (At CRC, the Slot Supervisor is contacted to notify 

the Gaming Technician)  
 1.4 If the jammed ticket does comes out, the Slot Attendant will:  

1.4.1 Hold onto the jammed ticket until they are finished.  
1.4.2 Insert the free end of the paper from the tray stack into the printer.  
1.4.3 If applicable, return the blue platen lever to its original position.  

 1.5 Depending on the EGM model and at what point the ticket jam/tilt occurred, 
the printer will immediately print or print once the main EGM door is closed. 
One of the following will be printed:  
- A blank ticket  
- Void ticket (Appendix 271)  
- A new ticket 
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Compare 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 Answers will vary according to the experience of the learner.

1.2 

 

 

Heading Paragraph 

Sign in for your shift.  Pick up your keys and radio and follow security procedures, such as initialing 
the sign-in sheet. Do a radio check. 

Review pre-shift 
information. 

Talk to the worker from the previous shift.  Check the clipboard for updates, 
read memos and posted notices, and talk to your supervisor about any 
changes. Check on current events in your zone, such as information on 
guests to monitor or machines not working well. 

Determine your zone 
assignment and shift 
breaks. 

Review the posted schedule—note other employees’ assignments at the 
same time so you are aware who will be available to you during your shift. 
Check the times of your breaks. 

Follow casino policies and 
procedures. 

Be familiar with procedures involving access to the gaming floor and logging in 
for shifts. When picking up your float, be sure to check the amount and 
denominations received and sign for it. 
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1.3 Your answers will be similar to the following.

1.4 

a) 2, 4, 6

b) Her name was confused with another similar name in another 
department.

c) Cory Macadanga and Raquel Reins.

d) Yes

e) Stuffy air quality

2.1 Answers will vary.  Keep an eye on the postings in your area and in the 
staff lunch room.  Learn to recognize the format of different messages 
so that you won’t miss news about changes, opportunities and social 
events in the casino.

 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department 

whatever is necessary so that the 
department can continue to run smoothly 

amendment of previous request change what I asked for earlier 

General Manager or designate  General Manager or the person who is 
standing in for him/her 

put their request in writing and 
forward it 

don’t just ask for it, write it (probably in a 
form) and send it in 

request will not be unreasonably 
denied 

will probably be accepted, and if denied, 
reasons will be provided 

Prior to the leave Before you leave 

Addt’l Authorization More (additional) approval, another 
signature 
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2.2 Predict content of posting

2.3 

a) Highlight/underline the following words:
of counterfeit $20s −
check all $20 −
Numbers −

This message’s purpose:  information and request for action

b) Highlight/underline the following words:
Golden Gates Nursing Home  −
Thank you −
excellent service −

This message’s purpose: a compliment (or follow-up)

(Continue the answer on the next page.)

 

Heading Prediction 

Employment Opportunity This posting probably gives information about jobs that are 
available at the casino, including job title, duties, qualifications, 
and how to apply. 

WHMIS Training This will indicate opportunities to take training on how to use and 
handle dangerous materials. 

Union News This is a newsletter put out by your union representatives and 
will contain information about labour relations and other current 
workplace issues. 

Baseball Sign-up Here’s a chance to join the staff baseball team. 

Attention All Casino Staff This memo will contain information that is relevant to everyone 
who works in the casino. 

Safe Lifting This contains Health and Safety information for employees who 
lift and carry materials.   

Winter Uniform Fittings Every year there are Spring and Fall changes in the uniforms.  
Read this to find out if you need to get a new fitting. 
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c) Highlight/underline the following words:
Machine Logs  −
incomplete or erroneous −
kept according to procedures.   −
machine transactions −
Note events such as  −

bill jams −
hopper fills  −
jackpot payouts  −
malfunctions  −
losses of power  −

date and time −
employee number −
slot machine number and the action taken. −
Relay the relevant information to other departments −
store the log −

This message’s purpose: a complaint and several reminders

2.4 

a) July 10 to 14

b) Introduction to Leadership for Supervisors

c) No

d) Five days

e) Human Resources or by email jsagan@pdq/training.com

2.5 You can predict that the reply will give you the information you need 
to attend the course — (1)  place and (2) times.  It may also tell you 
more about the (3) content of the course and, perhaps, the (4) name of 
the facilitator. 

Remember that predicting helps you to focus your reading.  You will 
read and understand more quickly and remember the details better.

3.1 When demonstrating be sure you:

identify the parts of the radio −
explain each step in your own words as you demonstrate it −
point out possible problems and safety issues −
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3.2 a) Must maintain a professional image at all times.

b) Must maintain up-to-date knowledge about all of the machines 
available.

c) Is responsible for large float.

d) Constant walking and standing. Must have the physical 
capability of bending and lifting.

e) Actively listen to patrons. May have to handle guest 
complaints.

f) Approval or authorization is required from the supervisor or 
Shift Manager prior to decisions being made.

3.3 Asking questions, like predicting, helps focus your reading.

4.1 When demonstrating be sure you:
explain each step in your own words as you demonstrate it −
concerns point out possible problems and concerns −

4.2 Note how the wording and details differ from the simplified version 
(4.1) in the procedures. 

4.3 5 Leave the area immediately 

2 Notify Surveillance at 8308

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm

3 Give details as to location and type of fire

6 Proceed to assigned duty station
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4.4 Answers may differ.  Check with your instructor to be sure the meaning 
is the same.

a) Make sure you know where all the employees are.

b) Go to the North parking lot.

c) When you hear the Stage Two Alarm, get out of the building.

d) Wait until you hear what to do next.

5.1 a) back and wrist

b) answers will differ.

c) Repetition—repeated motions related to handling cash

High Force Exertion—lifting heavy loads −
Static Posture—holding the body in standing position for  −
a long time

5.2 Building your Customer Service Vocabulary

a) increase
b) aware
c) recognize, accept
d) offering assistance without being asked, bringing coins to 

guests, helping to clean up a spilled drink—these are examples 
of thoughtful customer service.

e) Approachable behaviour is described as using body language 
that is open and non-threatening will signal to casino guests 
that you are there to help them. Stand and walk in a confident, 
relaxed manner, making eye contact with guests.

f) The clue is wheelchair. This refers to people who have a handicap 
or disability that makes it hard for them to walk, see, hear or use 
their hands.

g) You want to avoid upsetting the client so how do you handle the 
situation?  Delicately.

h) impatient
i) to improve, to increase or make better
j) Pet names sometimes used with family or close friends.  Examples 

include: sweetie, honey, or dear.
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5.3 Your Interpersonal Skills Tip Sheet  might look something like this:

5.4 Supervisors are responsible for training new hiresin proper procedures.  
Read the procedures carefully.  Imagine that you are teaching someone 
else and explain the steps in your own words.

Interpersonal Skills Tip Sheet

Be attentive to needs of guests

offer help

Be approachable

Be polite and patient

Be attentive to physically challenged

Be respectful
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This section deals with the Reading skills that employees working in 
Table Games need to know. Employees working in this area need to 
keep themselves informed with email and memos. They follow the 

procedures manuals carefully. Table Games Dealers, Box Persons, Pit Managers, 
Poker Managers, Table Games Inspectors, supervisors and Trainers message 
frequently among themselves. They refer often to games manuals relating to 
the games and are attentive to changes in these procedures. These Reading 
skills are important for people working in Table Games because they must 
be aware of everything going on around them. Procedures are very strict but 
subject to change, so they must be checked constantly. 

In this section you will practice how to: 
Navigate a manual −
Read memos and emails to get the message −
Read postings and bulletins to stay informed −
Read procedures  −

If you have trouble with any of these activities, review the Foundation 
Section: Reading. 

Introduction
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Reading Forms, Lists and Tables 
Performing this task involves the following types of Reading

Scanning lists for key words −
Following instructions to fill forms accurately −

Level 1 ►
1.1 Scan the Table of Contents below and answer the questions that 

following:

(Continue the question on the next page.)

Task 1: 

Casino Game Procedures: Shoe Blackjack Table of Contents
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a) How is this Table of Contents arranged?
In alphabetical order? �
By procedure number? �
By topic? �

b) What do you expect to find in the glossary at the end of the 
manual?

c) What information do you find under the heading Tray 
Management?

d) In which section can you read about Dealer Error?

e) What other value items are included with Money?

Level 2 ►

1.2 When filling out forms we often don’t read the instructions carefully. 
This can lead to unpleasant surprises. Use the form on the following 
page. Read this form in all its details.

Read the context −
Draw on what you already know −
Ask somebody −
Check your dictionary or thesaurus  −

Use your reading strategies to get the meaning of these formal 
phrases.

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

 

REQUEST FOR TIME OFF 
 New Request  Amendment of previous request  Cancel previous request 

EMPLOYEE IDENTIFICATION - PLEASE PRINT (clearly) 
Employee # Employee Name – Last/First Name Work Site/Work Division 

9999 Doe/John X MS  CR  VLD  CITO  CS 
 
Group (Status) Work Team Department Position: 
X FT  PT  CAS  Electronic Gaming Slot Attendant 

Dates Requested 
(Scheduled Work Days, Shifts and # of hours requested) 

July 19, 2010  8 
 

July 20, 2010  8 
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

   
 

   
Date Shift Time # of hrs  Date Shift Time # of hrs 

Type of Banked Leave 
 Vacation Banked Overtime Banked Stat DLT ALOA 

Hours Available                               

Hours Requested                               

Employee Obligations: 
 All requests must be received by the Schedule Liaison Officer a minimum of 7 days prior to the Leave. 
 All requests for Discretionary Leave Time (DLT) or full shift Approved Leave of Absence (ALOA) require the 

appropriate departmental approvals. 
 The approvals are based on a first come – first served basis and are governed by the operational requirements of 

the department. 
 Individuals finding it necessary to cancel vacation that has been approved by seniority, must put their request in 

writing and forward to the Executive General Manager or designate for the vacation to be cancelled, and said 
request will not be unreasonably denied. In this situation, the entire block will be cancelled if approved. 

 If there are insufficient banked hours to cover the time off as requested, I hereby authorize the Casino Schedule 
Office to deduct the required number of hours from my Overtime or Stat banked time to satisfy the request. I also 
understand that if there are still insufficient banked hours, the Request for Time Off will not be approved. 

Employee Signature: 
 

Date:       

Addt’l Authorization: 
 

Date:       
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Explain the formal language in your own words by filling in the table 
below:

Memos, Emails and Letters
Performing this task involves the following types of Reading

Predicting −
Reading for detail −

Level 1  ►

2.1 Every piece of writing has a purpose. Read each of the emails on the 
following pages and identify its purpose. Is it meant to:

Provide information? −
Remind? −
Request action? −
Follow up? −
Complain or congratulate? −
Ask a question? −

(Continue the question on the next page.)

Task 2: 

 
 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department  

amendment of previous request  

General Manager or designate   

put their request in writing and 
forward it  

request will not be unreasonably 
denied  

Prior to the leave  

Addt’l Authorization  
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Email A

The purpose of this email is:

Email B

The purpose of this email is:

Email C

The purpose of this email is:

(Continue the question on the next page.)

To

Date

Send

Subject

Table Games Manager
July 15
fan repair

The fan above the roulette wheel has been fixed. The noise was caused 
by a $10 chip lodged in the cover and rattling against it.

Bill G.

To

Date

Send

Subject

Table Games Manager
July 15
SCT

Our fiver friend is back. Played Texas Hold‘em for just over 15 minutes, 
then he handed me a stack of one hundred $5.00 bills. He wanted me 
to change them for $50s or $100s. He said he didn’t want to carry 
such a lot of bills. The time was 17:45. I completed the transaction for 
him and he went to the bar. Has Security checked on this guy?

Donna T.

To

Date

Send

Subject

Table Games Manager
July 15

Complaint from a patron on the cards tonight.  Reads like this, 
“The dealer on table 7 doesn’t know how to handle the Burn card 
properly.”  
Want to check that?

Sharon



7 of 16TABLE GAMES  

Email D

The purpose of this email is:

2.2 Read to Remember
Read the posting twice. Then without looking back at it, answer the 
questions that follow:

a) On what date does the training start?

b) What is the exact name of the course?

(Continue the question on the next page.)

To

Date

Send

Subject

Table Games Supervisor
July 15
Dusting off

Please remind Dealers to follow dust off procedures. They are to 
dust off every time they step away from their station, even for a short 
time.  

Table Games Manager

 

Training Opportunity 

 
Roulette 

 
 

July 2 to July 29 

Roulette from the Beginning 
 
 

Participants should have some table 
games experience. 

 

Open to Casual and Full-time Staff 
(Subject to manager’s approval) 

Please get your application form from Human Resources. 
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c) Is the training open to Casual staff?

d) How long does the training last?

e) Where can you get an application?

2.3 Predict the Contents of an Email

On June 6 you receive an email from the Training Department. You 
have been approved! What more information do you predict the email 
will give? Consider what information you need or would like to have 
before starting the course:

Now read the email and see how well you predicted. 

Send

To

Date

Subject

Kay Long

July 10, 2010

Your Training Schedule

Dear Kay,

This letter is to inform you that you have been scheduled for Roulette Training on 
July 10.
 Morning:    9:00 to 12:00     Training Room F
    Roulette Number sequence
    Roulette table layout 

 Afternoon 1:00 to 3:00 Table Games Area (Decker’s Lounge)
    Inside and Outside bets
    Mathematical Model and House Edge
    Policies and Procedures

 Presenter: Benjamin Lee

If you are unable to attend the class or have ay questions please contact us at  
555-5891.

Thank you,
Jean Sagen
Training Services 
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Read Instruction Manuals 
Performing this task involves the following types of Reading:

Skimming and scanning −
Reading for detail −
Paraphrasing for clarification −

Level 1  ►

3.1 Read Procedures 

Table Games employees check procedures regularly to be sure they 
are up to date. Clarify the procedures by demonstrating or giving 
examples.

Task 3: 

 

Dust Off Procedure 

1. Dust Off Technique 
 1.1 To dust off, the employee is required to: 

1.1.1 Extend either hand outward from the base of the body, 
palm up. 

1.1.2 Sweep the opposite hand over and outward, palm down, 
lightly brushing the palms together. Display both hands 
palm up in clear view. 

 
2. Dust Off Situations 
 2.1 Employees are required to dust off after all transactions: 

2.1.1 Before and after any situation which creates an 
obstructed view of the hands for any period of time. 

2.1.2 Before stepping away from the workstation/table/lock 
box. 

2.1.3 Before leaving he room for washroom break, rest period 
(break), or lunch break. 

2.1.4 Before and after picking up any item that has been 
dropped. 

2.1.5 After permission has been received to place hands in 
pockets (if applicable). 

2.1.6 Immediately following closing or dropping a float bag and 
after jackpot payment. 
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Level 2 ►

3.2 Read the rules of the game and answer the questions that follow:

a) Who rolls the dice in Craps?

b) What is the maximum number of players allowed at a Craps 
table?

c) What is accepted as “money”?

d) Does the Shooter stay the same throughout the game? 

 

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 come up or 
don'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. 
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Level 3 ►

3.3 Read Fire Plan Procedures
Read this section of the Fire Plan procedures for your department. 
According to this plan, what specific actions should you take in case 
of an alarm? Respond to the True/False questions that follow to test 
your understanding.

In Case of Fire: True or False?

a) Dealers must stop the game at once when 
they hear the Stage One Fire Alarm.

(Continue the question on the next page.)

 
Evacuation Procedures 

1. Inspectors 
a) Upon hearing a Stage One Alarm, Inspectors will ensure that the Dealers 

complete their current hand and/or transaction, and do not continue play 
until further notice. Roulette Inspector will quickly make an entry above 
$1.00 value, and the colour of same. The Dealers will place the lids on the 
chip trays. Inspectors will begin clearly marking the bag (with the table) the 
cards will go in if/when it progresses to Stage Two. 

b) Upon hearing a Stage Two Alarm, Inspectors will lock all chips trays, and 
ensure that the decks of cards which were in play are placed in the clearly 
marked bag (ready at Stage One) with the table number on them locked in 
the designated pit stand.  

c) Upon hearing the evacuation announcement, Inspectors will assist in 
evacuating the patrons by leaving the casino via the nearest usable exit.  

d) Once the area is cleared of all patrons, Inspectors will ensure that they and 
the Dealers leave the casino via the nearest usable exit. Inspectors will then 
proceed to the designated meeting area in the North Valet parking lot.  

2. Dealers 
a) Upon hearing a Stage One Alarm, the Dealers will finish off their current 

hand and/or transaction and will not start another hand/spin until further 
notice. Dealers will place the lid on chip tray. Roulette Dealers will inform the 
Inspector above $1.00 value and the colour of same. 

b) Upon hearing a Stage Two Alarm, Dealers will collect the playing cards 
from the shoe and the shuffler and wait for the Inspector to collect the cards 
and lock the chip tray lid. 

c) Upon hearing the evacuation announcement, Dealers will direct patrons to 
leave the casino via the nearest usable exit. 

d) Once the area is clear of patrons, Dealers will leave via the nearest usable 
exit and proceed to the designated meeting area in the North Valet parking 
lot. 

 
 NOTE: Please notify patrons to take their chips with them as the Bank will 

  be closed and will not cash out chips.  

 

__________
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b) The chip tray should be covered.    

c) The Dealers should collect all the cards 
when they hear the Stage Two Fire Alarm.  

d) The Dealers should lock the chip tray lids.  

e) Dealers must know where the nearest usable 
exit is located.  

f) Dealers should take the patron’s chips with 
them.  

Read for your Own Information
Performing this task involves the following types of Reading:

Skimming and scanning −
Reading for detail −

Level 2 ►

Read the article about Repetitive Strain Injury and answer the questions that 
follow to practice reading for your own information. 

__________

__________

__________

__________

__________

Task 4: 
 
 

 
 

Repetitive Strain Injury (RSI) 

Repetitive strain injury is also known as Cumulative Trauma Disorder (CTD) and Musculoskeletal Disorder (MSD). 
Workers in many jobs are at risk for repetitive strain injuries (RSI).  An RSI is an injury or disorder that occurs over time 
as a result of repetitive, forceful or awkward body movements. You should be aware of the risks for developing an RSI 
and take steps to lower those risks. 

Where does RSI occur? 
RSI usually occurs at the 
 Wrist 
 Hand 
 Shoulder 
 Elbow 
 Back 
 Knee 
 Ankle 

 

What are some symptoms of 
an RSI? 
 Pain 
 Swelling, inflammation 
 Numbness or tingling 

sensation 
 Decreased movement of        

a joint 
 Stiffness of body part 
 Symptoms worsen with time 

How does an RSI develop? 
They often develop over time as a result of:  
 Repetition (Repeated motions of a body part) 
 High Force Exertion (Lifting heavy loads) 
 Contact Stress (Repeated contact with the 

sharp edges of tools or work stations) 
 Awkward Posture (Maintaining awkward body 

positions for a long time) 
 Static Posture (Holding parts of the body in 

one position for a long time) 

What are the results of an RSI? 
An RSI can damage muscles, tendons, and nerves of the neck, shoulder, forearm, hands, legs and back. Damage can 
also occur in other parts of the body. An RSI can cause pain, weakness, numbness or difficulty in grasping objects. 
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4.1 Use the article to answer the following questions:

a) Which body parts are most likely to be affected in dealers? Why 
are these parts at risk?

b) Have you ever had any of the symptoms of RSI? Describe the 
symptoms.

c) In the section “How does and RSI Develop?” Which situations 
seem most likely to affect dealers?



TABLE GAMES 14 of 16

Compare 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) By topic

b) A list of words and definitions.

c) How to manage the tray, process a fill and a credit.

d) Section H: Game Protection

e) Chips, Coupons and Cheques

1.2 
 

What the form says in Formal 
Language What it means in Plain Language 

operational requirements of the 
department 

whatever is necessary so that the 
department can continue to run smoothly 

amendment of previous request change what I asked for earlier 

General Manager or designate  General Manager or the person who is 
standing in for him/her 

put their request in writing and 
forward it 

don’t just ask for it, write it (probably in a 
form) and send it in 

request will not be unreasonably 
denied 

will probably be accepted, and if denied, 
reasons will be provided 

Prior to the leave Before you leave 

Addt’l Authorization More (additional) approval, another 
signature 
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2.1 Email A: Follow up

Email B: Provide Information/Ask a question

Email C: Remind

Email D: Provide Information

2.2 

a) July 2

b) Roulette

c) Yes

d) 27 days

e) Human Resources

2.3 You can predict that the email will give you information about (1) the 
time and (2) place of the training.  Probably you will also get more 
information about the (3) content of the course and perhaps the (4) 
names of the presenters.  By predicting the content of the message, 
you are better prepared to understand and remember the content.

3.1 Did your demonstrations include the following steps? Extend either 
hand outward from the base of the body, palm up. Sweep the opposite 
hand over and outward, palm down, lightly brushing the palms together. 
Display both hands palm up in clear view.

3.2 

a) The players take turns

b) Twenty four

c) Regular casino chips

d) No. The Shooter changes with each roll.
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3.3 

a) False: They must finish the game or transaction they are doing 
 at the moment and then stop play.

b) True.

c) True: Dealers collect playing cards from the shoe AND the 
shuffler.

d) False: The inspector does that.

e) True: Dealers must direct clients to the exits.

f) False: Patrons must take their own chips with them.

4.1 

a) Back and wrist

b) Answers will vary

c) Repetition—holding cards or operating a card shoe; Static 
Posture—holding parts of the body in one position for a long 
time, for example sitting or standing.
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This section deals with the Reading skills that employees working in 
Uniforms need to know. Employees working in this area read product 
labels. They read memos and emails, both related to their work and 

to stay in touch with casino activities in general. They also read instructions 
in handbooks and manuals. These skills are important for people working in 
Uniforms because they handle products that are potentially hazardous. They use 
machines that work at high temperatures or have moving parts and they must 
know correct handling procedures. Their work involves constant contact with 
Human Resources regarding new hires and employees leaving the casino.

In this section you will practice how to: 
Read cleaning product labels −
Read memos, postings and emails −
Read machine manuals  −
Read Health and Safety information −

If you have trouble with any of these activities, review the Foundation 
Section: Reading. 

 

Introduction
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Read Lists, Labels and Forms
Performing this task involves the following types of Reading

Reading a duties check list −
Reading a Stain Removal product labels −
Reading a WHMIS label −

Level 1  ►

1.1 Read a Duties Check List

How many of the following duties have you done in the past? Check 
them off the list.

Measure and fit employee uniforms �
Iron uniforms using a commercial steam iron �
Wash uniforms in commercial washer and dryer �
 Fold uniforms �
Sort and stock uniforms to inventory �
Use a computer to access “GIMS” (Garment  �
Inventory Management Software)
Apply and remove barcode labels using a heat seal  �
machine
Push/pull laundry hamper of approx. 150 lbs �
Operate office equipment, such as telephones, copiers,  �
fax machine, etc.
Make minor repairs to garments �
Scan bar codes of uniforms checked in for cleaning �
Scans uniforms received from the laundry �
Work varied shifts, including weekends and holidays �
Assist with all functions during peak periods �

1.2 Read a Cleaning Product Label

This stain remover comes in a small plastic bottle with two tips, a 
scrubber tip at one end and a fine point at the other. Read the Directions 
For Use for the stain remover on the next page and answer the questions 
that follow.

(Continue the question on the next page.)

Task 1: 
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a) What are the three steps to treating stains on white laundry?

b) Is this product only used for clothing? What else can it be used 
for?

c) Is this product guaranteed to remove all kinds of stains? 

Explain the following in your own words:

 d) Do not treat the garment while  
  wearing

 e)  Avoid prolonged contact

 f) Rinse promptly

 
DIRECTIONS FOR USE: 

- Unscrew cap on chosen tip. (Do not have both caps open at the same time.) 
- Gently squeeze bottle to apply.   
- Recap the tip immediately after use.   

Laundry: treat stain on white area on garment.   
- Rub into stain.   
- Wash immediately with an all white load.   
- Do not treat garment while wearing.   
- Not recommended for coloured parts of garment. 

Household surfaces: apply to stain.  
- Rub.   
- Rinse or wipe clean.   
- Do not use on silver.   
- Avoid prolonged contact on plastic laminate countertops and metal surfaces. 
- Rinse promptly after use.   
- Some stains such as rust, permanent inks and dyes may be impossible to remove. 
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1.3 Read Precautions on a Label

Bleach is a common laundry product but it must be handled with care. 
Read these precautions and answer the questions below.

a) What kind of products must never be mixed with bleach?

Find the sentences in the text that mean:

b) Do not leave this product where children might pick it up.

c) Will make your skin and eyes red and sore if you touch it.

d) If someone drinks bleach, get medical attention right away.

e) Do not try to make the person bring up (vomit).

 

CAUTION! 
IRRITANT: Will irritate eyes and skin on contact. 
DANGEROUS FUMES FORM WHEN MIXED WITH OTHER 
PRODUCTS. Do not mix with toilet bowl cleaners, rust 
removers, acids or other products containing ammonia. Do not 
get in eyes, on skin or breathe in fumes. KEEP OUT OF 
REACH OF CHILDREN. 
First Aid: Contains Sodium hypochlorite, sodium petroleum 
sulfonate. If swallowed, call poison control centre or medical 
doctor immediately. Do not induce vomiting. If in eyes, rinse 
with water for 15 minutes. If on skin, rinse well with water. 
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Level 2 ►
1.4 Read a WHMIS label

Identify these parts of the label (the first one is done for you):

What to do in case of contamination −
Name of the Material −
WHMIS symbol −
Why the material is dangerous −
How to protect yourself −

1.5 Answer these questions by looking at the right part of the label and 
reading it aloud. Clarify in your own words.

a) What is in the bottle?

b) What should I do if I get Sodium Sulphite in my eyes?

(Continue the question on the next page.)

 

SODIUM SULFITE, ANHYDROUS 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 

Name of the 
chemical 



Uniforms 6 of 26

c) How can this cleaner harm me?

d) Do I need to wear something to protect myself?

e) Show me the WHMIS “symbol.”

f) Now role-play asking questions and reading the answers from 
WHMIS labels.

Read Emails, Memos and Postings 
Performing this task involves the following types of Reading:

Choosing which postings to read −
Reading a training opportunity posting −
Reading emails to get the message −
Skimming and sorting email messages  −

Level 1  ►

2.1 Information is posted on the walls and 
bulletin boards in the staff areas every 
day. It’s impossible to read it all so we 
have to know what is important to us. 

Review the postings on your own bulletins boards and list the three 
that interest you most:

Task 2: 



7 of 26Uniforms

2.2 Read to Remember 

Read the posting twice. Then without looking back at it, answer the 
questions that follow:

a) On what date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) Are there any prerequisites?

e) Where can you get an application?

 

Training Opportunity 

 
Uniforms 

 
July 10 

 
 

Keeping Uniform Records 
 
 
 

An intensive day-long workshop that focuses on 
using business machines and software in the 

Uniforms environment. 
 
 

Open to Full-time and Casual Uniforms Staff 
Some Computer Skills needed 

 
 

Please e-mail jsagan@pdq.com 
or get your application form from Human Resources 
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2.3 Predict the Content

Before we read, we automatically make predictions about the content. 
We base our predictions on the format, on the sender and on our 
previous knowledge of the situation. Predicting allows us to read faster 
and remember better.

On June 6 you receive an email from the Training Department. You 
have been approved for training!  What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

Kay Long

Your Training Schedule

Dear Kay,

This letter is to inform you that you have been scheduled for Keeping Uniform Records 
Training Starting July 12 and ending July 18.

Morning:  Training Computer Room C
 9:00-12:00: Introduction to “GIMS” (Garment Inventory Management Software)

Lunch on your own

Afternoon:  Uniforms Department
 1:00 to 3:30: Supervised hands-on practicum in the Uniforms Department

Presenters:   Beatrice Hains and Fong Chan

If you are unable to attend the class or have ay questions please contact us at 555-5891.

J Sagan, 
Training Co-ordinator
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2.4 Read Emails to Get the Message
What is the purpose of each of these messages?:

To inform? −
To remind? −
To requestt action? −
To follow up? −
To complain,, thank or congratulate? −

Indicate the purpose of each email (some messages have more than 
one purpose). Highlight the key words in each. 

Email A

The purpose of this message is:

Email B

The purpose of this message is:

(Continue the question on the next page.)

To

Date

Send

Subject

All Uniforms Staff

May 20, 2000

Maintenance Request

The Carousel you mention (# 17 U) is due for replacement. We have repaired it several 
times and the sections keep coming apart in new places. For this reason, we were not able 
to guarantee our last repairs.

We are sending a technician immediately after lunch to see if we can get your Carousel 
working again but, once again, we cannot guarantee that it will not cause you trouble again 
soon. 

Bill Goodman.

To

Date

Send

Subject

All Uniforms Staff

May 21, 2000

To All Uniforms Staff,

A great big Thank You to all of you for the great job you did on adjustments to our Carnival 
Days Outfits.  We recognize the extra effort you all made to have these costumes done on 
time and looking their best.  The fits are all perfect and we’ve had so many compliments 
on how we look in them.

We really appreciate your work!

Donna Tassio
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Email C

The purpose of this message is:

Email D

The purpose of this message is:

To

Date

Send

Subject

 Uniforms Supervisor
July 15

We need 3 rush fittings for our servers in the Super Snack. These servers will be standing 
in to serve alcoholic beverages while the Lucky Spades Lounge is closed and need the 
Carnival Days costumes as assigned to the servers in other areas.  

Please let me know when you can book fittings at your earliest convenience.

Charlie Wong
F&B Manager

To

Date

Send

Subject

Uniforms Supervisor
July 15

Re: your complaint about white shirts not being laundered clean of wine stains: Please 
return the items with tomorrow’s shipment marked “Returned items” and we will re-
launder them free of charge.  

We do our best to remove all kinds of stains but some are persistent—especially if they 
have been left sitting for a period of time.   

Betty at Bright White.



11 of 26Uniforms

Level 2 ►

2.5 Skim and Sort Email Messages
Your email inbox is full of messages at the start of your shift. Which 
ones will you open first? Your inbox helps you to decide by showing 
you the first lines of the message. Skim (read quickly to get the gist of 
the message) and decide which ones are high priority and should be 
opened first.

(Continue the question on the next page.)

 
Inbox (Messages | Partial view) 

Priority @ From Subject Date  

! 
 P Blake, Head Office No Parking Reminder Tues.7/6  

Please remind all staff about the parking restrictions around the North entrance. Parking is not permitted near any of the loading 
bays while renovations are in progress. 

! 
 Ming Dao/HR Gloria Bingham #763 Tues 7/6  

Please note that the above employee will no longer be employed at the Casino as of July 30. Please terminate her Uniforms 
contract starting September 1. 

 
 Peter Holman Mom’s Birthday Tues 7/6  

Hi Poppy! We’re having a party for Mom next Sunday and don’t forget it’s a surprise! That’s why I have to email you at work. We 
want you to pick up Aunt Liz (and some beer!) and be here ... 

 
 J.Ali /Communications Re:Signage Tues 7/6  

Thank you for your patience while we get the signage made to direct new-hires into the fitting rooms. The signs will be in place 
early next week at the latest.   

! 
 Chance Reynolds/F&B Manager Re: White shirts Tues 7/6  

Please check white shirts returning from laundry for wine stains. We have had some bartenders complain of poorly laundered 
shirts in the last week, specifically red wine ... 

 
 Jackson, S Re: WHMIS Training sign-up Tues 7/6  

Housekeeping, Grounds, Warehouse and Uniforms staff who have not completed their WHMIS certification are asked to sign up 
now. This will be the last training offered this year. 

 @ 
Ron Chang/Bank Mistaken invoice Tues 7/6  
Bank been mistakenly changed for three Carnival Days costumes that are not for use in our department. Attached is invoice 
number 22564F issued by M.W# 843 for the . . .  

  
Chance Reynolds/F&B Manager OK on Fittings Tues 7/6  
To confirm that Janis Pauls, Sandra Tomali, and Jess Hong are booked for fittings on Wednesday morning at 9:15, 9:25, 9:35 
respectively. Carnival Days start on July 24th ... 

  
Brenda Sikes Your Help is Needed! Animals in Danger  Tues 7/6  
Did you know that thousands of innocent animals are rounded up every day and forced into inhumane conditions? With your 
support we can save the lives of hundreds of reptiles … 

! @ 
P Blake/Head Office Memo for distribution Tues 7/6  
Please make sure the attached memo in distributed to all front line staff and posted in all service areas. The Lucky Spades 
Lounge will be closed as of July 15 as it will be undergoing extensive ... 

 @ 
Bre Brenda Sikes Re: Casino Baseball Signup Tues. 6/6  
Baseball season in almost upon us and we are all hoping for the championship this year. You can sign up for the team and for the 
support team of hotdog and ticket salespersons.  As last year ... 

!  
Training Manager Re: Request for Trainees Lists Mon 6/6  
Please forward the approved applications of Uniforms staff who are have not yet completed their WHMIS training. This is the last 
opportunity to do WHIMIS this year, so any staff who have not ... 

  
Brenda Sikes Volunteers needed!!! Mon 6/6  
Please join us this summer at the Woolly Bears Summer Games. We NEED PEOPLE to help with serving lunch to all the 
wonderful people who make these games possible. 

  
Vacation Stop  Your perfect vacation is waiting Mon 6/6  
Are you still dreaming about that perfect getaway? Check out our personalized vacation plans that will be tailored to just what you 
and your family have always desired AND … 
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a) Open these first:

b) Open these next:

c) Open these last:

d) Don’t open these at all:

Read Manuals, Handbooks and 
Procedures 

Performing this task involves the following types of Reading:
Reading training manuals for instruction and information −
Reading machine handbook for operating instructions −
Reading policies and procedures for your department −
Reading Health and Safety information −

Level 2 ►

3.1 Read Instructions from a Machine Handbook
Prepare a presentation using the images on the next page to show a new 
Uniforms Technician how to operate the dryer. Point out the steps on 
a poster, read the step aloud. Demonstrate each step and explain it in 
your own words. If possible, use a real machine or a clear illustration to 
point out the machine parts. Use examples to clarify your presentation. 
For example, “we are washing permanent press uniforms so we will 
choose the ‘Casual’ cycle.”

(Continue the question on the next page.)

Task 3: 
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Level 3 ►

3.2 Interpreting MSDS Sheets

Uniforms Supervisors read and interpret Material Safety Data Sheet 
(MSDS). Uniforms Technicians use cleaners that can have toxic 
effects, especially if used over a long period of time.  

Skim Headings and predict the content of the MSDS Sheet 

Skim the headings to predict what information will be found in 
the section. Before you read, write down what you predict will 
appear in each section.

Be sure to ask others or use a dictionary to check the meanings of 
any words you don’t know.

(Continue the question on the next page.)

 

Section Heading Your prediction for the content  
in the section 

HAZARDOUS IDENTIFICATION  

FIRST AID MEASURES  

ACCIDENTAL RELEASE 
MEASURES 

 

HANDLING AND STORAGE  

EXPOSURE 
CONTROL/PERSONAL 
PROTECTION 

 

DISPOSAL CONSIDERATIONS  
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MATERIAL SAFETY DATA SHEET 
Nature Clean Frank T Ross And Sons. Laundry Stain Remover 

SECTION I: PRODUCT AND COMPANY IDENTIFICATION 
PRODUCT NAME: Laundry Stain Remover Spray 
MANUFACTURER; Frank T Ross and Sons Ltd  
ADDRESS: 70 Esna Park Drive, Unit 14 
   Markham, Ontario. L3R 6E7 

PRODUCT USE: Stain remover  
SUPPLIER Frank T Ross and Sons 

SECTION III: HAZARDOUS IDENTIFICATION 
Route of Entry: Eye, skin contact, ingestion. 
Potential Health Effects: 
Eye Contact: May cause irritation to eyes 
Skin Contact: May cause irritation upon repeated/prolonged contact. 
Inhalation: May cause nose, throat and respiratory tract irritation 
Ingestion: May cause irritation to mouth, esophagus and stomach. 
Chronic Effects As above. 
Carcinogenicity: No ingredients listed IARC or NTP or ACGIH. Non-hazardous by WHIMIS/OSHA criteria. 
Teratogenicity, Mutagenicity, 
Reproductive Effects: The ingredients in this product were found not to be mutagenic when tested by the Ames Assay, (OECD 
Guidelines for chemical testing, sec.471)  
Skin: Repeated or prolonged exposures to dilutions can cause drying, de-fatting and dermatitis. May cause whitening of skin, 
this is just temporary bleaching and is completely reversible over a fairly short time. 

SECTION IV: FIRST AID MEASURES 
Eye Contact: Immediately flush with water for 15 minutes. Holding eyelids open during flushing. If irritation persists, repeat 
flushing and obtain medical attention immediately. 
Skin Contact: Flush with water. Seek medical attention if irritation persists. Remove contaminated clothing and launder before 
reuse. 
Inhalation: Move victim to fresh air. 
Ingestion: DO NOT INDUCE VOMITING. Rinse mouth with water, then drink one glass of water. Seek medical attention. Do not 
give anything to victim if unconscious or convulsing. 

SECTION VI: ACCIDENTAL RELEASE MEASURES 
Leak and Spill Procedures: Before attempting clean up, refer to the hazard date provided above. Small spills may be absorbed 
with non-reactive absorbent and placed is suitable, covered container. For large quantities, dispose of in accordance with local, 
provincial/ state or federal regulations. For large spills prevent from entering sewers and waterways. For large spills provide 
diking to prevent spreading. 

SECTION VII: HANDLING AND STORAGE 
Storage Requirements: KEEP OUT OF REACH OF CHILDREN. Store in a closed container away from incompatible materials, 
which include acids, oxidizing materials, reducing sugars and Ammonia Salts.  
Storage temperature C Ambient to 45° C (must be stored above 8° C at all times) 
Transport temperature C Ambient to 50° C (must be stored above 8° C at all times.) 
Keep container closed. Handle and open container with care. Store in a well ventilated place away from incompatible materials. 
Do not store near open flame. Do not reuse empty containers. 

SECTION VIII: EXPOSURE CONTROL/PERSONAL PROTECTION 
Gloves: Recommended that impervious gloves are used 
Eye Protection: Not normally required 
Respiratory Protection: Not normally required if good ventilation is maintained 
Other Protective Equipment: As required by employer code. Eye bath, safety shower, protective clothing. 
Engineering Controls: General ventilation normally required 

SECTION  XIII: DISPOSAL CONSIDERATIONS 
Dispose of in accordance to all local, provincial and federal regulations. 
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3.3 Reading and Interpreting Information for Others

Uniforms Technicians use cleaners that can have toxic effects, 
especially if used over a long period of time. 

You are standing in for the Uniforms Supervisor. During your shift, 
you have to answer some questions about stain remover. Read the 
situations, find the MSDS section where the answer is found and then 
tell how you would answer the questions. If you are working in a 
group, role-play the questions and answers in your own words.

For example:  

Question: Beatrice has been cleaning Carnival costumes using Stain 
remover. She wonders if she should use goggles to protect her eyes.

You check the MSDS Sheet. Under the heading EXPOSURE 
CONTROL/PERSONAL PROTECTION, you read that protection 
is not normally required. However under FIRST AID MEASURES, 
it says that in case of eye contact, the eyes should be washed with 
water for 15 minutes. If Beatrice is noticing eye irritation when 
she uses the stain remover, you suggest she try wearing goggles.

Find the appropriate information to help you deal with each situation. 
Read the recommendations aloud and then explain what they mean to 
the attendant in everyday English.

a) A large drum of Stain remover has spilled in the stockroom. 
Roman, the stockroom supervisor, radios you for advice. What 
can you tell him?

b) Lori and Jeanie were using stain remover when a cart hit Jeanie’s 
elbow and splashed in Jeanie’s eyes. Lori took her immediately 
to a washroom and washed Jeanie’s her eyes with water. What 
should they do now?

(Continue the question on the next page.)
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c) Roman has discovered some containers of Stain Remover that 
were mistakenly mixed with water. He wants to throw them out. 
He asks you if there are any special requirements about disposing 
of it.

3.4 Read and Remember Fire Procedures
Read through the following instructions about what to do in case of fire. 
Cover the text and do the exercise below. When you have numbered 
the steps, check your answers against the text.

In case of fire, in what order should you do the following? Number 
the steps.

Leave the area immediately ѩ

Notify Surveillance at 8308 ѩ

If you cannot put out the fire, close the access door to the area. ѩ

Activate the fire alarm. ѩ

Give details as to location and type of fire. ѩ

Proceed to assigned duty station. ѩ

  
 

What to do in Case of Fire 

1.  Instructions for employees in case they discover a fire are as follows: 
a) Activate the nearest fire alarm. 
b) Notify Surveillance at 8308, 8309 or 8310 and give details as to 

location and type of fire. 
c) If the fire is controllable, use the nearest fire extinguisher to put 

the fire out. 
d) If the fire is not controllable, close the access door to the area in 

which the fire is located and leave the area immediately. 
e) Proceed to assigned duty station in the event of an emergency 

evacuation as outlined in the Fire Safety Plan – Duties, 
Responsibilities and Evacuation. 

 
2.  Specific action to be taken by building occupants in emergency 

situations will be posted throughout the building. 
 
3.  When a fire alarm is activated, it alerts employees of an emergency 

and the requirement to implement the Fire Safety Plan. 
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3.5 Scan this section of the Fire Plan procedures for your department. 
According to this plan, what specific actions should you take in 
case of an alarm? Respond to the questions that follow to test your 
understanding.

a)  According to this plan, what is your designated meeting area?

b) What specific action should Uniform staff take?

c) Who is responsible for the head count?

 

Evacuation Procedures 

1. Uniform Supervisor or designate 
a) Upon hearing a Stage One Alarm, the Supervisor or designate will 

finish up their current duty and wait until further notice. 
b) Upon hearing a Stage Two Alarm, the Supervisor or designate will 

ensure that closing procedures commence immediately. 
c) The Supervisor or designate will ensure that all electrical appliances 

(ie; presses, iron, washers and dryers) and shut off. 
d) Upon hearing the evacuation announcement, the Supervisor or 

designate will ensure that all staff leave the Uniform Room and the 
doors are closed. 

e) Leave the Casino via the nearest usable exit and proceed to the 
designated meeting area in the North Valet parking lot. Conduct a 
head count of all Uniform/Warehouse staff and turn results over to 
the Security Officer collecting the count. 

2. Uniform Staff 
a) Upon hearing a Stage One Alarm, Uniform staff will finish up their 

current duty and wait until further notice. 
b) Upon hearing a Stage Two Alarm, Uniform staff will ensure that all 

electrical appliances (presses, iron, washers and dryers) are shut off. 
c) Upon hearing the evacuation announcement, Uniform staff will leave 

the Casino via the nearest usable exit and report to the Uniform 
Supervisor at the designated meeting area in the North Valet parking 
lot where they will await further instructions. 
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Read for Information
Read the following for your own information and be prepared to discuss the 
content.

Task 4: 

  
  

Re
pe

tit
ive

 S
tra

in
 In

ju
ry

 (R
SI

) 

Re
pe

titi
ve

 st
ra

in 
inj

ur
y i

s a
lso

 kn
ow

n a
s C

um
ula

tiv
e T

ra
um

a D
iso

rd
er

 (C
TD

) a
nd

 M
us

cu
los

ke
let

al 
Di

so
rd

er
 (M

SD
). 

W
or

ke
rs 

in 
ma

ny
 jo

bs
 ar

e a
t r

isk
 fo

r r
ep

eti
tiv

e s
tra

in 
inj

ur
ies

 (R
SI

). 
 A

n R
SI

 is
 an

 in
jur

y o
r d

iso
rd

er
 th

at 
oc

cu
rs 

ov
er

 tim
e 

as
 a 

re
su

lt o
f r

ep
eti

tiv
e, 

for
ce

ful
 or

 aw
kw

ar
d b

od
y m

ov
em

en
ts.

 Y
ou

 sh
ou

ld 
be

 aw
ar

e o
f th

e r
isk

s f
or

 de
ve

lop
ing

 an
 R

SI
 

an
d t

ak
e s

tep
s t

o l
ow

er
 th

os
e r

isk
s. 

W
he

re
 d

oe
s R

SI
 o

cc
ur

? 
RS

I u
su

all
y o

cc
ur

s a
t th

e 
 

W
ris

t 
 

Ha
nd

 
 

Sh
ou

lde
r 

 
El

bo
w 

 
Ba

ck
 

 
Kn

ee
 

 
An

kle
 

 

W
ha

t a
re

 so
m

e s
ym

pt
om

s o
f 

an
 R

SI
? 

 
Pa

in 
 

Sw
ell

ing
, in

fla
mm

ati
on

 
 

Nu
mb

ne
ss

 or
 tin

gli
ng

 
se

ns
ati

on
 

 
De

cre
as

ed
 m

ov
em

en
t o

f   
    

 
a j

oin
t 

 
St

iffn
es

s o
f b

od
y p

ar
t 

 
Sy

mp
tom

s w
or

se
n w

ith
 tim

e 

Ho
w 

do
es

 an
 R

SI
 d

ev
elo

p?
 

Th
ey

 of
ten

 de
ve

lop
 ov

er
 tim

e a
s a

 re
su

lt o
f:  

 
Re

pe
titi

on
 (R

ep
ea

ted
 m

oti
on

s o
f a

 bo
dy

 pa
rt)

 
 

Hi
gh

 F
or

ce
 E

xe
rtio

n (
Lif

tin
g h

ea
vy

 lo
ad

s) 
 

Co
nta

ct 
St

re
ss

 (R
ep

ea
ted

 co
nta

ct 
wi

th 
the

 
sh

ar
p e

dg
es

 of
 to

ols
 or

 w
or

k s
tat

ion
s) 

 
Aw

kw
ar

d P
os

tur
e (

Ma
int

ain
ing

 aw
kw

ar
d b

od
y 

po
sit

ion
s f

or
 a 

lon
g t

im
e)

 
 

St
ati

c P
os

tur
e (

Ho
ldi

ng
 pa

rts
 of

 th
e b

od
y i

n 
on

e p
os

itio
n f

or
 a 

lon
g t

im
e)

 

W
ha

t a
re

 th
e r

es
ul

ts
 o

f a
n 

RS
I?

 
An

 R
SI

 ca
n d

am
ag

e m
us

cle
s, 

ten
do

ns
, a

nd
 ne

rve
s o

f th
e n

ec
k, 

sh
ou

lde
r, 

for
ea

rm
, h

an
ds

, le
gs

 an
d b

ac
k. 

Da
ma

ge
 ca

n 
als

o o
cc

ur
 in

 ot
he

r p
ar

ts 
of 

the
 bo

dy
. A

n R
SI

 ca
n c

au
se

 pa
in,

 w
ea

kn
es

s, 
nu

mb
ne

ss
 or

 di
ffic

ult
y i

n g
ra

sp
ing

 ob
jec

ts.
 

  



Uniforms 20 of 26

4.1 Of what RSI issues should a Uniform Technician be aware?  Read 
the Job Description below and highlight the duties that might involve 
repetitive strain.  

a) Which body parts are most likely to be affected in Uniforms 
Technicians?

b) Have you ever had any of the symptoms of RSI? Describe the 
symptoms.

c) In the section “How does an RSI Develop,” which situations 
seem most likely to affect Uniforms Technicians?

 
 

UNIFORM TECHNICIAN 
JOB REQUIREMENTS: 

- Prior Uniform Department experience preferred. 
- Possess the ability to operate a computer and a hand held scanner. 
- Measure and fit employee uniforms. 
- Iron uniforms and occasionally guests personal clothing. 
- Wash uniforms in commercial washer and dryer, fold uniforms, stock uniform inventory. 
- Specialist will be required to use a PC utilizing InvoTech “GIMS” (Garment Inventory Management Software) 

prior experience with this software helpful. 
- The position also requires the application (and removal) of barcode labels and employee name labels to the 

inside of uniforms using a heat seal machine, training will be provided. 
- Must be able to work in a fast-paced, busy, and somewhat stressful environment. 
- Maintain physical stamina and proper mental attitude and ability to deal effectively with guests, management, 

employees and outside contacts while working under pressure and meeting deadlines. 
- Must be able to lift and carry up to 50 lbs. 
- Push/pull laundry hamper of approx. 150 lbs. 
- Able to frequently move freely about the work area, sit for long periods and withstand various activities such as 

frequent walking, standing, bending. 
- Maintain manual dexterity to access computer via computer keyboard and operate office equipment, such as 

telephones, copiers, fax machine, etc. 
- Communicate effectively in English both in oral and written form. 
- Maintain a professional, neat and well-groomed appearance adhering to Casino standards. 
- Work varied shifts, including weekends and holidays. 
- High School diploma or equivalent. 
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Compare 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. 

1.2 

a) Squeeze bleach gel onto the stain. Rub into stain. Wash the 
garment with an all white load.

b) Household surfaces like countertops.

c) No. Some stains cannot be removed.

d) Do not remove stains while you are wearing the garment. Take 
the garment off if you are treating it with bleach. Contact with 
the skin will irritate.  

e) Don’t leave the bleach on any surface for a long time.

f) Use water to wash away the bleach once it has had time to act.

1.3

a) Products containing ammonium, for example, toilet bowl 
cleaners, rust removers.

b) “Keep out of reach of children.”

c) “Will irritate eyes and skin on contact.”

d) “If swallowed, call poison control centre or medical doctor 
immediately.”

e) “Do not induce vomiting.”
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1.4 Read a WHMIS Label

1.5
a) Sodium Sulphate

b) “Rinse immediately with plenty of water and seek medical 
advise.”  Wash your eyes with lots of water and see a doctor or 
nurse.

c) It can irritate your eyes and lungs and may cause an allergic 
respiratory reaction.

d) Suitable protective clothing, gloves and eye/face protection. You 
need to wear gloves and safety glasses or goggles.

e) 

 
 
 

SODIUM SULFITE, ANHYDROUS 
 
Irritating to eyes  Contact with acid 
liberates irritating sulphur dioxide gas 
 May cause allergic respiratory 
reaction. 
 
Avoid contact with skin and eyes   
Do not breath in dust   Use only in 
well ventilated areas   Where 
suitable protective clothing, gloves 
and eye/face protection   Wash 
thoroughly after handling. 
 
 
In case of contact with eyes or skin, 
rinse immediately with plenty of water 
and seek medical advice.  
 

SEE MATERIAL SAFETY DATA SHEET 

 
Irritant pour les yeux   Au contact de l’acide 
dégage du gaz sulferureux irritant  Peut 
provoquer des réactions allergiques 
respiratoires 
 
Éviter le contact avec la peau et les yeux  
Éviter de respirer les poussières  Utiliser 
seulement dans des zone bien ventilées  
Porter un vêtement de protection approprié, 
des gants et un appareil de protection pour 
les yeux et le visage  Se laver 
soigneusement après manutention du produit 
 
En cas de contact avec les yeux ou la peu, 
laver immédiament et abondamment avec 
l’eau et consulter un médicéen. 
 

VOIR LA FICHE SIGNALETIQUE 

 
 
 

What to do in 
case of contact 

How to 
protect 
yourself 

Why chemical 
is dangerous 

WHMIS symbol 

Name of the 
chemical 
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2.2
a) July 10

b) Keeping Uniform Records

c) Yes

d) Yes, you need a basic knowledge of computer use

e) From Human Resources or by email

2.4 Email A
Carousel due for replacement, repaired it several times  not able  −
to guarantee.
The purpose is to inform −

Email B
great job Carnival Days Outfits.  −
appreciate your work! −
The purpose is to thank and congratulate −

Email C
3 rush fittings  −
Carnival Days costumes  −
 The purpose is to request action −

Email D
complaint wine stains:  Please return tomorrow’s shipment  −
“Returned items” re-launder them free of charge. The purpose is 
to follow-up

2.5 
a) Open first: Urgent mail marked with a !
  Messages that still require action are 

flagged. O

b) Open next: Consider who sent the message. Is this 
person high-ranking? And a reliable 
source of information? Read the subject 
line. Does the message concern your 
department? You personally?

c) Open later: Do your friends and relatives still send 
mail to you at work? They never learn do 
they! 

d) Don’t open at all:  Junk mail
(Continue the answer on the next page.)
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Here is one possible classification of the emails, though your answers 
may differ:
 Open first:

No Parking Reminder −
Gloria Bingham#763 −
Re: White shirts −
Memo for distribution −

 Open next:
Re: Signage −
Mistaken invoice −
Re: WHMIS Training sign-up −
OK on Fittings −
Re: Request for Trainees Lists −

 Open later:
Mom’s Birthday −
Re: Casino Baseball Signup −
Volunteers needed!!! −

 Don’t open at all:
Your Help is Needed! Animals in Danger −
Your perfect vacation is waiting −

3.2 
 

Section Heading Your prediction for the content  
in the section 

HAZARDOUS IDENTIFICATION In this section you will learn how the material is dangerous. 

FIRST AID MEASURES Here you will find out what to do if you are contaminated by the 
material. 

ACCIDENTAL RELEASE 
MEASURES 

If this material spills or escapes, this section will tell you how to deal 
with it. 

HANDLING AND STORAGE This section tells you how to store the chemical, for example, in 
closed containers away from heat. 

EXPOSURE CONTROL/PERSONAL 
PROTECTION 

Explains what personal protective equipment can you wear to make 
sure you don’t get contaminated. 

DISPOSAL CONSIDERATIONS If we need to get rid of this product, what special precautions should 
we take. 
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3.3 Read an MSDS sheet to inform others 

a) Under ACCIDENTAL RELEASE MEASURES you see that 
small spills can be absorbed with non-reactive absorbent (e.g. 
sawdust) and then placed in a covered container. It can then be 
disposed of normally.

b) Under FIRST AID TREATMENT you read that on contact with 
the eyes they should be washed carefully for 15 minutes and if 
irritation continues she would get medical help.  

c) Under DISPOSAL CONSIDERATIONS you read that stain 
remover can be disposed of in accordance with normal 
regulations. No special measures are required.

3.4 Fire Procedures (order)

5 Leave the area immediately 

2 Notify Surveillance at 5582

4 If you cannot put out the fire, close the access door to the area.

1 Activate the fire alarm

3 Give details as to location and type of fire

6 Proceed to assigned duty station

3.5  

a) North Valet Parking Lot

b) Disconnect all electrical equipment, for example washers and 
irons.

c) Uniforms Supervisor
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4.1 The following actions may be the cause of RSI:

Operating a computer and a hand held scanner. −
Using a heat seal machine. −
Working under pressure and meeting deadlines. −
Being able to lift and carry up to 50 lbs. −
Pushing/pulling laundry hamper of approx. 150 lbs. −
Sitting for long periods and withstand various activities  −
such as frequent walking, standing, bending.
Maintaining manual dexterity to access computer via  −
computer keyboard and operate office equipment, such as 
telephones, copiers, fax machine, etc.

4.2

a) Back, wrist, hand, shoulder, and knees.

b) Answers will vary

c) Repetition—holding tools (iron and hand held scanner) or 
operating a computer; High Force Exertion—lifting heavy loads; 
Static Posture—holding parts of the body in one position for a 
long time, for example sitting or standing.
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This section deals with the Reading skills that Warehouse employees need 
to know. Employees working in this area need to read and sign packing 
slips and labels on materials arriving at the loading door. They read 

memos and email reminders, procedural changes, and requests. They also read 
bulletins, job postings, and information from Corporate Headquarters offering 
training and computer purchase plans. They use manuals such as Forklift 
Training and Gaming’s Best. 

These skills are important for employees working in Warehouse because they 
sign off on large orders arriving daily so they must be aware of all aspects of 
invoicing and labelling. They also need to read about safety issues involved in 
handling and storing goods.

In this section, you will practice how to: 
Read lists and labels and forms −
Read memos, emails and bulletins −
Read manuals and handbooks −
Read policies and procedures −

Now it’s your turn. Try these activities to practice the reading 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: Reading 

Introduction
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Read Lists, Labels and Forms
Performing this task involves the following types of Reading: 

Reading to remember −

Level 1  ►
1.1 Read the Lift Truck Operator’s Daily Inspection Report below. 

Practice the words that are new to you. Prepare to do a presentation or 
demonstration on inspection procedures for new drivers. Follow the 
procedures step-by-step, but use your own words for the explanation. 
Use a detailed diagram of a forklift, or, better still, a real forklift. While 
you demonstrate, identify the parts of the machine and use examples 
to clarify safety issues.

Task 1: 

 

Lift Operator Daily Inspection Report and Checklist 
Operator’s Name Shift 

Unit Number Serial Model 
Capacity Weight Lift Height 
This check must be made daily by the Lift Truck Operator at the start of each day 

Item OK Required Action 
Battery Oil 
Check level, add if required   

Electrical Connections 
Check for cuts   

Plugging 
Check for operation   

Tires 
Check for tears/gouges/chunks   

Mast/Carriage/Front End 
Check for damage/adjustments   

Leaks 
Check for leaks on ground   

Truck Damage 
Check for dents/signs of abuse   

Operators Compartment 
Inspect for cleanliness   

Gauges 
Check for operation/lights   

Battery State of Charge 
Check level   

Safety Equipment 
Check all alarms and beacons   

Steering 
Check for binding   

Brakes 
Check park and service brakes   

Seatbelt/Lanyard/Harness 
Must be working properly   

Truck Operation 
Report any unusual noises   

Remarks 

Operator’s Signature Date 
Supervisor’s Signature Date 
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Level 2 ►
1.2 As a Warehouse employee, you must be familiar with the Workplace 

Hazardous Materials Information System (WHMIS) and how to 
interpret labels. Look at the label below and identify the following 
parts of the label:

What to do in case of contact −
Name of the Material −
WHMIS symbol −
Why the material is dangerous −
How to protect yourself −
How material must be stored −

 The first one is labelled for you. 

METHANOL 
DANGER 
POISON 
FLAMMABLE 
VAPOUR HARMFUL 
MAY CAUSE BLINDNESS IF 
SWALLOWED 

 
 
 
 
 
 
 

 
 

 

MÉTHANOL 
DANGER 
POISON 
INFLAMMABLE 
VAPEURS NOCIVES 
PEUT PROVOQUER LA CÉCITÉ, SI AVALÉ 

 
Keep away from heat, sparks and flame. 
Container must be grounded when being 
emptied. Vapour may travel long distance. 
Avoid contact with eyes and skin. Do not 
inhale vapours or mist. Do not take 
internally. Harmful if absorbed through skin.  
 
FIRST AID: In case of contact, immediately 
flush eyes and skin with plenty of water for 
at least 15 minutes.  
If swallowed, induce vomiting by sticking 
finger down throat, or by giving soapy water 
to drink. Repeat until vomit is clear. If 
affected by vapour, move to fresh air.  
If breathing has stopped, apply artificial 
respiration.  
 
GET MEDICAL ATTENTION 
IMMEDIATELY. 
 
PRECAUTIONS: Wear chemical goggles 
and resistant gloves. Wash thoroughly after 
handling. Use with enough ventilation to 
keep below TLV, Keep container closed. 
Never use pressure to empty container.  
 

 
Garder loin de la chaleur, des étincelles et des 
flammes. Ne pas fumer. Brancher le contenant a une 
prise de terre avant de le vider de son contenu. Les 
vapeurs peuvent s’étendre sur de longues distances. 
Éviter tout contact avec les yeux et la peau. Ne pas 
absorber. Nocif si absorbé par la peau.  
 
PREMIERS SOINS: En cas de contact avec les yeux 
ou la peau, laver à grande eau pendant au moins 15 
minutes.  
Si avalé, provoquer le vomissement en introduisant 
un doigt dans la gorge ou en faisant absorber de 
l’eau savonneuse à la victime. Répétez jusqu'à 
cessation du vomissement.  
Sortir au grand air, si indisposé par les vapeurs. 
Si la respiration est interrompue, recourir à la 
respiration artificielle.  
 
OBTENIR DES SOINS MÉDICAUX IMMÉDIATS. 
 
PRÉCAUTIONS: Porter des lunettes protectrices 
(pour produits chimiques) et des gentes résistants. 
Se laver minutieusement  après usage. Utiliser dans 
un endroit bien aéré, afin de maintenir un niveau de 
vapeurs tolérable. Garder le contenant ferme. Ne 
jamais user de pression en vident le récipient.  

SEE MATERIAL SAFETY DATA SHEET FOR PRODUCT 
VOIR FICHE SIGNALÉTIQUE 

ABC Company 
Anytown, Ontario Telephone: 123-4567 

 

What to do in 
case of contact 
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1.3 Answer these questions by referring to the appropriate part of the label 
and reading it aloud.

a) What is in the container?

b) What should I do if I get Methanol in my eyes?

c) How can this chemical harm me?

d) What can I wear to protect myself?

e) How should this chemical be stored?

If working in a group, practice referring to and reading a WHMIS 
label by making your own role-plays.
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Read Memos, Emails and Bulletins
Performing this task involves the following types of Reading:

Scanning for information −
Reading to remember −
Reading memos, emails and bulletins −

Level 1 ►

2.1 On the next page is a job training posting. Read it twice; then, without 
looking back at it, answer the questions that follow.

a) On which date is the training?

b) What is the exact name of the course?

c) Is the training open to Casual staff?

d) How long does the training last?

e) What benefit does this class give you at the end of the training?

Task 2: 

 
Training Opportunity 

 
Forklift Fundamentals 

 
June 16 

 
A Full–Day Introductory Program 

 
An intensive six-hour day that includes an introduction to the forklift and the differences between truck, cars and 

forklifts.  Balance of the vehicles and safety issues. The afternoon session will be entirely hands-on practice. 
 

This course is a requirement for those wishing to take Reachtruck Operation or Forklift Maintenance. 

 

Open to Full-time Shipping and Receiving Staff 
Subject to Manager’s approval  

 
Please e-mail jsagan@pdq.com 

or get your application form from Human Resources 
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2.2 Before we read, we automatically make predictions about the content.  
We base our predictions on the format, on the sender and on our 
previous knowledge of the situation.  Predicting allows us to read 
faster and remember better.

On June 6, 2010 you receive an email from the Training Department.  
You have been approved for training! What more information do you 
predict the email will give? Consider what information you need or 
would like to have before starting the course:

When you have written down your ideas, read the email and compare 
the content with your predictions.

Send

To

Date

Subject

Sun Kim

June 6, 2010

Your Training Schedule

Dear Sun,

This letter is to inform you that you have been scheduled for Forklift Fundamentals Intervention Training 
on June 16.

Morning 10:00 a.m. -1:00 p.m. :  South Parking Lot 6
Introduction to the Forklift: It isn’t a car or a truck!  Safety basics.  
Afternoon: 2:00 p.m. – 5:00 p.m. Loading and unloading: Practice with different types of containers.  
Care and Maintenance. 
Lunch on your own.
This training allows you to work in some areas of the warehouse.  After 100 hours of practice you will 
qualify for your certificate.

Presenter:   Rusty H.
Location:     South Parking Lot and Casino Warehouse

If you are unable to attend the class or have any questions please contact us at 555-5891.

Thank you,

Myriam Klassen
Employee Services and Organizational Development 



7 of 20Warehouse

Level 2 ►
2.3 Reading and responding to emails is an important part of a Warehouse 

employee’s duties. Read the email below and answer the questions 
that follow.

a) What is the topic?  What is the email about?  

b) What should be in the subject line instead of “Hi Jack”?  

c) What is the purpose of the message?

d) Wanda suggests they meet.  Where and when?  

Read Manuals and Handbooks
Performing this task involves the following types of Reading:

Scanning for information −
Reading to remember −
Reading casino manuals, handbooks and procedures −

Level 1  ►

3.1 Look at the Table of Contents on the next page about Warehouse 
safety.  The table is arranged by topic, under section titles, headings 
and sub-headings.  Scan the table and note examples of the topics in 
the margin. 

(Continue the question on the next page.)

Send

To

Date

Subject

Jack H.

June 6, 2010

 Hi Jack

We are moving the planters from the Lucky Spades Lounge into the 
Banquet Room.  These planters must weigh about 300 pounds each and 
are made of cement. 
 
Could you come by this morning and have a look at them and tell us how 
we might move them?  Charlie Fox told me you could probably do it with a 
forklift but you should see the planters and the doorways into the Banquet 
room.

Call me to let me know when you are coming.  Charlie or I will meet you 
at the Cash in the Lounge.  Thanks a bunch!

Wanda
Phone: 555-2756

Task 3: 
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 Write down what you think each topic will be about, or what will 
appear in each section. 

For example:
 

Health and Safety for Warehouse Workers 
Table of Contents 

Section I: Common Hazards and Safety Tips 
Ergonomics and Prevent Repetitive Movement Injury (RMI)  
Confined Space 

Section II:  Emergency Preparedness 
Hazardous Material Spills  

Spill Procedures  
Fire Control  

Fire Extinguishers  
Eyewash Stations and Emergency Showers 

Section III: Warehouse and Terminals 
Warehouse  

Ramps  
Aisles  
Storage Platforms  
Ladders  

Terminals  
Loading Docks  
Vehicles  
Trailers  
Dockplates 

Section IV: Manual Materials Handling 
Specific Methods for Specific Container Type  

Bags  
Bales  
Barrels  
Boxes and Cartons  
Crates  
Cylinders (gases)  
Drums  
Carboys  
Storage  
Pallets  
Rolls  

Section V: Powered Vehicles for Moving and Lifting 
Personal and General Safety  

Loads  
Trailer Loading  
Batteries  
Fuel  
Propane  
Gasoline and Diesel  

Section VI: The Work Environment 
Vibration  
Noise  
Lighting  
Temperature 

Section VII: Occupational Health and Safety Legislation 
Worker’s Rights and Responsibilities  
Employer’s Responsibilities  
Joint Health and Safety Committee  
Work Refusals   

Hazardous Material Spills
Have oil-dri and  −
sawdust on hand to 
soak up spills.
If possible, compare  −
your list with another 
learner. 
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3.2 Use the Table of Contents on the previous page to answer the questions 
below.

a) Is the Table of Contents arranged in alphabetical order?  If not, 
how is it organized?

b) Which section (there are 7 sections) deals with the health and 
comfort of the work environment?

c) Under the “Work Environment” Title, which topics are 
discussed?

d) What does section IV deal with?  Explain it in informal 
language.

e) What safety information do you expect to find in Section III, 
under the heading Warehouse? 

From the context, word structure and your own previous experience, 
guess the meaning of these three words:

f) Carboy:

g) Joint Health and Safety Committee:

h) Work Refusals:
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3.3 The vocabulary related to Warehouse can be very specialized. Look 
at the words below. Under which heading does each of these words 
belong?  Write the words under the correct headings.  Check off each 
word as you write it in the table.

3.4 In this example, we see instructions for safe handling of goods in a 
warehouse.  Imagine you are training a new co-worker. Read each 
statement below and rephrase it as advice; that is, give instructions in 
more courteous words.  Use expressions such as:

“It’s important to . . .” −
“You should always . . .” −
“Don’t forget to . . .” −
“You have to remember to . . .” −

(Continue the question on the next page.)

  
Terms 

 Vibration  

 Pallets 

 Lighting  

 Cold 

 Ramps  

 Storage Platforms  

 Crates  

 Ladders  

 Bales  

 Noise  

 Barrels  

 Loading Docks  

 Cylinders (gases)  

 Drums  

 Dust 

 Aisles 

 Heat 
 

  

Kinds of Containers Work Environment Issues Warehouse Areas 
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Clarify by giving examples.  The first two are done for you.

a) GRIP with the whole hand, not just the fingers. The palms 
of the hand have the greatest gripping area and strength.

b) PLAN before lifting. Anticipate distance, stairs, ramps 
and obstacles, and know where to set the load down.

a) GET HELP for heavy or bulky items

d) DO NOT lift with wet or oily hands.

e) DO NOT turn by rotating at the 
waist.

 
 

General Safety Tips on Lifting and Moving 

WEAR safety shoes and gloves. 
It’s important to wear your safety gloves and shoes to protect your hands 
and feet. The gloves protect your hands from cuts and bruises. The boots 
have steel toes and protect your toes when heavy things are dropped. 

WARM up (stretch your muscles) before lifting. 
It’s always a good idea to warm up before you do any heavy lifting.  You 
should stretch the muscles of your back and legs in particular. 
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Level 2 ►

3.5 You hurt your back recently and want to find some exercises that will 
be good to strengthen it.  Quickly skim through the introduction to the 
Handbook about Back Safety on the next page to see if these exercises 
will be appropriate for you. 

Look for these key words: back, injury, strengthen   

Skim the page quickly until the words jump out at you. Circle them.

Now go back to the beginning and read the page more carefully to get 
all the details. 

Level 3 ►

3.6 As a Warehouse employee you must be able to read and interpret 
Material Safety Data Sheet (MSDSs) in order to handle products and 
compounds in a safe manner. Read the MSDS on the next page for a 
window cleaning product and answer the questions that follow.

(Continue the question on the next page.)

BACK SAFETY: Thoughts about Exercise 
Exercise is important in the prevention and recovery of back injury. 
 
The exercises included in this book are designed to improve the flexibility and strength of your back. 
They are not intended as substitutes where direct professional care could serve you better. If you are 
under the care of healthcare professional, do the exercises that have been recommended for you. 
 
Exercises 1-5 are stretching exercises and should be done before exercises 6-10, which are 
strengthening exercises. 
- Start with five repetitions of each exercise. 
- Progress gradually to 10 repetitions of each exercise, using your own careful judgement. 
 
Aside from the stretching and strengthening exercises, set aside 20 to 30 minutes each day for some 
type of general conditioning exercise such as walking, cycling or swimming. 
 
A moderate amount of discomfort associated with exercise is acceptable and expected with back 
problems. However, if the following exercises cause an increase in back pain, or pain, numbness or 
tingling down one or both legs, they should all be stopped and you should all be stopped and you should 
consult your healthcare provider. 
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(Continue the question on the next page.)

 MATERIAL SAFETY DATA SHEET 
                       MSDS # 000000

SECTION II: INGREDIENT INFORMATION
INGREDIENT            WEIGHT%
Ethylene glycol n-hexyl ether (CAS# 112-25-4).     0.1 1.0
Isopropanol (CAS# 67-63 0)....................   1-5

Water (CAS# 7732-18-5)........................   90-95

SECTION III: HEALTH HAZARDS IDENTIFICATION 
ROUTE(S) OF ENTRY ......   Eye contact. Skin contact. Ingestion. Inhalation.
EFFECTS OF ACUTE EXPOSURE:
 EYE .........................  None known.
 SKIN ........................  None known.
 INHALATION .........       None known.
 INGESTION ...........       None known.
MEDICAL CONDITIONS .....    None known.
 GENERALLY RECOGNIZED
 AS BEING AGGRAVATED BY EXPOSURE

SECTION IV: FIRST AID MEASURES 
EYE CONTACT
SKIN CONTACT

INHALATION
INGESTION

SECTION VI: PREVENTIVE RELEASE MEASURES
STEPS TO BE TAKEN IN    Eliminate all ignition sources. Dike large spills. Absorb with
 CASE MATERIAL IS     oil-dri or similar inert material. Sweep or scrape up and 
 RELEASED OR SPILLED containerize.
 

SECTION VII: HANDLING AND STORAGE 
PRECAUTIONARY   KEEP OUT OF REACH OF CHILDREN.
     INFORMATION
OTHER HANDLING AND   Keep container well closed when not in use
     STORAGE CONDITIONS 

SECTION VIII: SPECIAL PROTECTION INFORMATION
RESPIRATORY PROTECTION
VENTILATION 
PROTECTIVE GLOVES
EYE PROTECTION 
OTHER PROTECTIVE 
 MEASURES

SECTION XII: ECOLOGICAL INFORMATION
ENVIRONMENTAL DATA   Not available.

SECTION XIII: DISPOSAL CONSIDERATIONS 
WASTE DISPOSAL    No special method. Observe all applicable Federal/ Provincial/
 INFORMATION        State regulations and Local/ Municipal ordinances regarding disposal of 
         non-hazardous materials.

No special requirements under normal use conditions.
General room ventilation adequate.
No special requirements under normal use conditions.
No special requirements under normal use conditions.
If major exposure is possible to eyes/skin, wear/use appropriate protective 
equipment.

Rinse with plenty of water. If irritation develops, get medical attention.
Wash contaminated area with water and soap. If irritation develops, get medical 
attention.
Remove to fresh air.
Do not administer anything by mouth to an unconscious person. Seek immediate 
medical attention.

EXPOSURE LIMIT/TOXICITY
20 ppm TWA (SUPPLIER RECOMMENDED)
400 ppm OSHA/ACGIH TWA , 500 ppm
OSHA/ACGIH STEL
NOT ESTABLISHED

Windasol Blue
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 Read the situations below and use MSDS information to answer the 
questions.

For example:  

Question:  The workers have received a large shipment of Windasol.  
They ask you if they should use goggles to protect their eyes.

Under the heading SPECIAL PROTECTION INFORMATION, 
you read that no special protection is required.  However, it also 
states that for “major exposure” protective equipment might be 
used.  If workers are noticing eye irritation when unloading the 
Windasol, you suggest they try wearing goggles.

a) A large drum of Windasol has broken open on the loading dock.  
Jack, the warehouse clerk, radios you for advice. What can you 
tell him?

b) Jack notices that his eyes are irritated and red after cleaning up 
the spill.  He goes immediately to a washroom and washes his 
eyes with water.  What should he do now?

c) Phillip is rearranging some warehouse space and he wants to 
know if he can store Windasol at ground level next to the radiator.  
What do you tell Phillip?

d) Jack has swept up the spill and bagged the waste.  He asks you if 
there are any special requirements about disposing of Windasol. 
What do you tell Jack?
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Read Policies and Procedures
Level 3 ►

4.1 Warehouse employees are required to know the Fire Safety Plan in 
the event of a fire. The plan includes instructions for every level of 
employee and it is important that everyone understand it.  Read the 
document below and answer the questions that follow.

a) What must Warehouse Clerks do on hearing the Stage One 
Alarm?

b) Are delivery persons asked to leave the building and abandon 
the keys? 

c) Which door closes automatically when there is a fire alarm?

d) Where do all Warehouse employees meet once they leave the 
building?

Task 4: 

 

Evacuation Procedures 
1. Warehouse Clerks 

a) Upon hearing a Stage One Alarm, the Warehouse Clerk will ensure their area of responsibility is clear or staff 
and or any delivery persons picking up or dropping off merchandise. 

b) Upon hearing a Stage Two Alarm, the Warehouse Clerk will direct delivery persons to leave Loading Door “C” 
with their vehicles where they can wait outside for further instruction. 

c) The Warehouse Clerk will ensure both overhead doors are closed. (The internal door is a fire rated overhead 
door and will come down automatically on a Stage One Alarm). 

d) Upon hearing the evacuation announcement, the Warehouse Clerk will inform any delivery drivers to vacate the 
area since the Casino is being evacuated. 

e) The Warehouse Clerk will then leave the Casino via the nearest exit and meet in the designated meeting area 
in the North Valet parking lot. 

NOTE:  Keys to the delivery vehicles should be left in the vehicle when deliveries are being made. 
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4.2 To clarify procedures we sometimes have to rewrite them in the kind 
of English we speak every day.

For example:  
 “Upon hearing a Stage One Alarm complete current action . . .” 

In plain language we would say:
 “When you hear the Stage One alarm, finish up what you are 

doing.”

How would we say the following in plain English?

a) Ensure all employees are accounted for.

b) Proceed to the designated meeting area in the North parking 
lot.

c) Upon being informed of a Stage Two Alarm, leave the building.

d) Await further instruction.
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Compare 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 demonstrating be sure you:
identify the parts of the Lift Truck −
explain each step in your own words as you demonstrate it −
point out possible problems and safety issues −

1.2 

 

 
 

METHANOL 
DANGER 
POISON 
FLAMMABLE 
VAPOUR HARMFUL 
MAY CAUSE BLINDNESS IF 
SWALLOWED 

 
 
 
 
 
 
 

 
 

 

MÉTHANOL 
DANGER 
POISON 
INFLAMMABLE 
VAPEURS NOCIVES 
PEUT PROVOQUER LA CÉCITÉ, SI AVALÉ 

 
Keep away from heat, sparks and flame. 
Container must be grounded when being 
emptied. Vapour may travel long distance. 
Avoid contact with eyes and skin. Do not 
inhale vapours or mist. Do not take 
internally. Harmful if absorbed through skin.  
 
FIRST AID: In case of contact, immediately 
flush eyes and skin with plenty of water for 
at least 15 minutes.  
If swallowed, induce vomiting by sticking 
finger down throat, or by giving soapy water 
to drink. Repeat until vomit is clear. If 
affected by vapour, move to fresh air.  
If breathing has stopped, apply artificial 
respiration.  
 
GET MEDICAL ATTENTION 
IMMEDIATELY. 
 
PRECAUTIONS: Wear chemical goggles 
and resistant gloves. Wash thoroughly after 
handling. Use with enough ventilation to 
keep below TLV, Keep container closed. 
Never use pressure to empty container.  
 

 
Garder loin de la chaleur, des étincelles et des 
flammes. Ne pas fumer. Brancher le contenant a une 
prise de terre avant de le vider de son contenu. Les 
vapeurs peuvent s’étendre sur de longues distances. 
Éviter tout contact avec les yeux et la peau. Ne pas 
absorber. Nocif si absorbé par la peau.  
 
PREMIERS SOINS: En cas de contact avec les yeux 
ou la peau, laver à grande eau pendant au moins 15 
minutes.  
Si avalé, provoquer le vomissement en introduisant 
un doigt dans la gorge ou en faisant absorber de 
l’eau savonneuse à la victime. Répétez jusqu'à 
cessation du vomissement.  
Sortir au grand air, si indisposé par les vapeurs. 
Si la respiration est interrompue, recourir à la 
respiration artificielle.  
 
OBTENIR DES SOINS MÉDICAUX IMMÉDIATS. 
 
PRÉCAUTIONS: Porter des lunettes protectrices 
(pour produits chimiques) et des gentes résistants. 
Se laver minutieusement  après usage. Utiliser dans 
un endroit bien aéré, afin de maintenir un niveau de 
vapeurs tolérable. Garder le contenant ferme. Ne 
jamais user de pression en vident le récipient.  

SEE MATERIAL SAFETY DATA SHEET FOR PRODUCT 
VOIR FICHE SIGNALÉTIQUE 

ABC Company 
Anytown, Ontario Telephone: 123-4567 

 

Name of the 
chemical 

Why chemical 
is dangerous 

How must  
this material  
be stored 

What to do in 
case of contact 

How you  
can protect 
yourself 

WHMIS 
symbols 
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1.3 
a) Methanol

b) Flush eyes with plenty of water for at least 15 minutes and get 
medical attention immediately. 

c) May irritate eyes and skin and may cause blindness if 
swallowed. 

d) Use in ventilated area. Wear chemical goggles and resistant 
gloves. Wash well after handling. 

e) It is flammable.  Keep away from heat, flames and sparks. Keep 
container closed. 

2.1 
a) June 16

b) Forklift Fundamentals

c) No

d) A six-hour day

e) You can go on to take further training in Reachtruck Operation 
or Forklift Maintenance

2.2 You can expect details about (1) the time and (2) place of the training. 
Perhaps you will get more information about (3) the content of the 
course and (4) the name of the presenter. By predicting the content of 
the message, you are better prepared to understand and remember the 
content.

2.3 

a) Moving some planters

b) Moving planters—same as the topic.

c) She asks Jack to look at the planters and let her know how they 
can be moved.

d) At the Cash in the Lounge. Time to be arranged by phone.

3.1 Answers will differ.  Have you predicted what information will be in 
the section?  Did you give examples?

 For example:  Ramps and Aisles—(this section will probably 
talk about) safe walking surfaces (not slippery) free of objects 
and debris (packing materials, cords, etc.) 
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3.2 

a) No, it is organized by topic

b) In Section 6 (VI), The Work Environment

c) Vibration, noise, lighting and temperature  

d) Different kinds of packaging and containers and how to handle 
them safely

e) What hazards must you look out for in each of the different areas 
of the warehouse, for example, in the aisles or on ladders

f) Carboy:  A kind of container for liquids

g) RMI : Repetitive Movement Injury (Also called Repetitive 
Strain Injury)

h) Refusal: In this context, the Right to Refuse to work in unsafe 
conditions

3.3.

3.4 Answers will differ.

Did you paraphrase to make the instructions sound more  −
personal?
Did you use different expressions for instructing?  (It’s important,  −
you should, it’s a good idea . . .)
Did you use your own words? −
Did you give examples to clarify the statements you chose? −

3.5 As you skimmed, did your eyes “catch” on the key words?  These 
words reassure you that the exercises will be appropriate for you.  

 

Kinds of Containers Work Environment Issues Warehouse Areas 

Pallets Vibration Ramps 

Crates Lighting Aisles 

Bales Dust Storage Platforms 

Barrels Heat Ladders 

Cylinders (gases) Noise Loading docks 

Drums Cold  
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3.6 

a) Under the heading PREVENTIVE RELEASE MEASURES, 
you see that the material is not considered especially hazardous.  
You advise Jack to avoid any chance of setting the spill on fire, 
and to absorb the spill with oil-dri or sawdust to soak up the 
spill, then sweep it up and get it contained in garbage bags.

b) Look under the heading FIRST AID MEASURES.  Reassure 
Jack that he has done the right thing by washing his eyes.  Tell 
them it is not dangerous and to continue washing until his eyes 
stop stinging.  However, if the irritation continues, he should get 
medical attention. 

c) Look under the heading HANDLING AND STORAGE.  You 
can tell Phillip that Windasol has no special requirements for 
storage as long as the containers are well closed. 

d) You look under the heading DISPOSAL CONSIDERATIONS 
and tell Jack that Windasol is considered non-toxic and can be 
disposed of normally.

4.1 

a) They must make sure that all staff and delivery persons clear  
 their area of responsibility. 

b) No. They are asked to leave the building with their vehicles 
through Loading Door C and remain outside.

c) The internal overhead door.

d) In the North Valet Parking lot.

4.2 Answers may differ but will be similar to these:

Make sure you know where all the employees are. −
Go to the North parking lot. −
When you hear the Stage Two Alarm, get out of the building. −
Wait until you hear what to do next. −
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