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A guide to help organizations explore opportunities associated with starting
a workplace literacy program. Learn about practices and procedures used

in a variety of workplace literacy programs and how to adapt them to fit
the needs of your organization and community.
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"Workplace education programs focus on the Literacy and basic
skills training that workers need to gain new employment, retain
present jobs, advance in their careers, or increase productivity.
Curricula are developed by educators working with emplovers
and emplovee §rowps to determine what n—e.a.&.-.'m.g, computation,
speaking, and reasoning skills are required to perform job tasks
effectively. Successful efforts to institute workplace education
programs require strong partnerships among educators, emploqers,

and e.mpe-ov] ees" —U.S. Department of Education, Office of Vocational and Adult Education

INTRODUCTION

Is It Really a Workplace Literacy Program?

When ProLiteracy asked local literacy organizations if they provided workplace literacy
programs, many said yes. When invited to talk about their programs, some described
highly effective initiatives that had been carefully planned by staff, the employers, and
their employees and then approved by the organization’s board members. Others, however,
said things like:

“We have connections with a lot of employers in town. They know they can refer
people to us if they need help with their reading or if they need to work on their
English. Then we assign them to tutors like we do with the rest of the students.”

“Our tutors meet their students at a time and place that works for both of them. Some-
times transportation is a problem for students. In some cases, we have contacted the
student’s employer and arranged for the tutor and student to meet at that site after work.”
“We encourage our teachers to incorporate real-world materials into their lessons.
Many ask their students to bring examples of forms, instructions, manuals, or other
work-related materials that they want to be able to read or better understand.”

“We have teaching sites all over the city. Many of these are located in businesses
that allow us to use their training or meeting rooms. We refer students to the site
that is most convenient for them.”

*
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These responses all indicate some kind of work connection. The organizations may indeed
be providing quality programs, but they aren’'t “workplace literacy programs.” Why? If you
refer to the Department of Education definition, you can see that workplace programs
require the strong involvement of employers as partners in the instructional program—not
just in providing space or making referrals, but in assessing workplace needs and working
with employees to identify information and skill gaps.

Who Should Use This Guide?

This guide is for YOU—the directors and key decision-makers of local adult literacy and
basic education organizations. Many of your organizations have limited resources but
still want to help local employers prepare their employees to be more effective in their
jobs. You can do this and can even generate income for your organization by providing
these services.

This guide will help you and members of your organization explore the practices used in a
variety of workplace literacy programs. Keep in mind that you will adapt them to fit your
local situation (needs of employers, available resources, and the particular expertise you
have). There is no “one-size-fits-all” solution.

The one practice that is common to most workplace literacy programs is that they are held
at the workplace. Some advantages of doing this are:

= It is more convenient for employees.

* |Instructors and employees have easy access to workplace resources such as job-related
materials, copiers, and computers.

« It allows involvement of supervisors.

* |t provides a clear message to employees that their employer is sanctioning
the class.

There are sometimes good reasons for holding classes in another location. Some smaller
employers may not have adequate facilities to conduct classroom instruction, or the
worksites themselves may be outdoors or somewhat hazardous. An example would
be a small construction contractor or landscaping business. In these situations, consider
offering instruction at your program or partnering with another community agency to
secure a location.
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Decisions About Your Workplace Literacy Program

There are many decisions to make to determine the type of workplace literacy program your
organization can and should get involved in. You will be more able to make those decisions
after reading this guide and meeting with local employers. Always remember that what works
for your program may be very different from what works in another community.

Your organization might decide to provide trained volunteers to conduct after-work
conversation classes for distribution center employees who need to develop confidence in
speaking English to understand shipping and inventory instructions. Or you might look for
tutors with math experience who can volunteer for classes to assist a construction company’s
workers in polishing their skills of estimating, measuring, and figuring guantities of material
they will need for a project.

Neither of these examples represents a long-term commitment. So your organization might
choose to ask that the employer cover the cost of materials, travel for a couple of volunteers,
and a few hours of a program coordinator’s time. Your intention wouldn't be to make a lot of
money, but to invest in a relationship that can have other paybacks in the future.

Perhaps your organization wants a more significant workplace literacy programming effort
and wants to also generate income. In that case, you might develop a six-month contract
with an employer to set up and manage onsite classes with paid teachers to help employees
improve their writing skills for communicating with customers, preparing reports, etc. In
this case, your contract with the employer might include the cost of the instructor(s) to
assess and provide instruction to employees; a part-time staff person to manage the project,
maintain the records, and communicate with the employer and supervisors; and a designated
fee for the literacy organization’s overhead expenses.

If you decide to pursue workplace literacy as a serious income-generating service, you will
need resources for planning, staffing, marketing, and other activities required of any successful
business venture.

If you're unsure of the direction your organization should take, consider collaborating with an
experienced provider. For example, you might provide—for a small fee—volunteers to assist
in a workplace program managed by a community college. This allows your literacy organi-
zation to increase the skills needed to manage a successful workplace literacy program and
make a more informed decision about how workplace literacy fits within the organization’s
mission and infrastructure. It also minimizes your organization’s liability if the workplace
program doesn't deliver on the promised results.
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Have Patience...

If you decide to make workplace literacy a major part of your program offerings, under-
stand it takes time to develop the skills and expertise required to produce quality results
and ensure employers will recommend you to others. For this reason, you want to be sure
that the organization starts with something it can manage and that will be successful.

Lots to think about, right? Let's get started...

IS WORKPLACE LITERACY A GOOD FIT FOR YOUR ORGANIZATION?

Before making any big decision about new services, your organization should
conduct a self-assessment. Workplace literacy involves more than simply providing
services at a work site. After reading this guide and included resources (Appendix F), use the
following nine questions to evaluate the organization’s ability to conduct successful workplace
programs. You should be able to answer “yes” to all of them.

1. Can you effectively describe how employers in your area (or in general) are
impacted by employees who lack effective listening, speaking, reading, writing,
math, and technology skills?

National labor market data is not very useful for your local workplace project. Most
states have a workforce commission or economic security agency that provides more
localized and current labor market information. You can also get current data from
county agencies as well as your local Chambers of Commerce and industry associations
that serve specific groups such as restaurant workers or contractors. Another option is
to conduct your own survey of employers in your area.

In addition to current data, look for projected trends or shifts. In Texas, for example, demo-
graphic projections and economic trends indicate the percentage of individuals who are
at least 16 years old and eligible for adult education services will be 30 percent in 2040
compared to 23 percent in 2007.

APP&V\—A&K A contains a surveqy Robert Ae.ue.fl.ope.é and sent
to members of the Chamber crf: Comimerce. Pu.rc.fﬂ..a.sf_mtj
& chamber wailing List is expensive, so Robert created
his own using publicly available information about
chamber members on the chamber website. He sent the
Swrveq to chamber wembers e.ﬂ?.e.c.{'r'owf.c.ﬁ.ﬂ.@.uf wsing toe

fre.e. Survey service kwiksurveys.com

*
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As your organization engages in workplace literacy, you will
develop your own collection of hard data and case studies to
illustrate the need and what can be done.

Are you clear about why your organization wants to
offer workplace literacy services?
Some examples are:

* You observe a need in your area and want to help meet it.
* You want to generate revenue for your organization.
* You want to increase the number of students you serve.

« An employer has requested help from your organization

Is your board prepared to make the decisions and
provide the support necessary for a successful
workplace literacy program?

Laying the groundwork for board support of a workplace
program begins with recruiting board members who are
connected to the industries you will serve, who understand
the connection between their success and the literacy skills
of their employees, and who can help you make the case
for providing workplace literacy services as part of your
organization’s mission.

A workplace literacy program may look very different from
the services the organization currently provides. For example:

* The program may be more intensive.
« |t may take place in a group or classroom environment.

» |t will focus on workplace specific skills and broader
literacy skills.

« |t may require a paid instructor instead of a volunteer.

* The customer will be the employer and not the student.

You will charge a fee for the service.

Many literacy organizations have written into their mission
statements/bylaws very specific language about the students
they serve and how they serve them. Terms such as “free and

confidential service,” “volunteer tutors,” “one-on-one instruction,”

and “student-centered instruction” are common. Your board will
need to approve these changes to the organization’s mission.
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of those opportunities. If
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4. Are you prepared for the responsibility, visibility, and liability a workplace
literacy program may bring?

Employers may expect more from your organization than what you are currently providing
for students, especially if they are paying for your services. They may expect customization;
higher intensity; and better assessment, reporting, and record keeping.

Because local businesses are often in the news, a workplace literacy program can bring
visibility to your organization. This is usually a good thing, but if the business is in the
news for a controversy, your organization could get caught in the middle.

Finally, there may be liability issues that are new or different from the organization’s
current concerns. Be clear about who is responsible for injuries to your staff or
damage caused by your staff on the client’s property. You may need to increase
your general liability and auto insurance coverage. Also, be clear about union rules
that may impact your program, the confidentiality of employee records, and Egual
Employment Opportunity Commission (EEOC) guidelines for employee testing.

5. Do your staff and volunteers have the skills needed to deliver these services?

Volunteers who have only taken your organization’s standard tutor training may not have
the skills needed to adapt curriculum to a workplace setting or adapt general teaching
strategies to a group or classroom setting. In addition, some industries may be regulated
and/or require instructors to have specialized knowledge.

Consider Robert's experience providing workplace
English language services to & high-profile business.
There was an employee controversy because the
business had wmade accommodations for Spanish
speaking employees with bilingual signs and workplace
materials, but had not made accommodations for
speakers of other languages. The local newspaper did

& story and his prograv was mentioned by name.

*
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6. Have you thought about the consequences if your organization is unsuccessful in
its workplace literacy endeavor?

As mentioned earlier, it takes time to develop the skills and expertise required to
produce quality results. While a small and targeted beginning can improve the chances of
success, consider what will happen if you aren’t successful. Does your organization have
standing in the community so that your reputation won't suffer? Will an unsuccessful
workplace program affect your ability to seek donations from that business or other
businesses? Will it impact current or future grants or collaborations?

7. Do you have sufficient resources to start providing workplace literacy services
without jeopardizing your other services?

It's easy to get excited about a new venture, especially when it has the potential to
generate revenue. Starting a workplace literacy program will take time, people, and money.
Be sure you have secured enough of each to start a successful workplace program and
maintain your current services.

8. Do you know who else in your area does workplace literacy and what services they
offer? Some examples are:

= community colleges other community-based organizations

= some universities * business and trade organizations

*  some city, state, and federally * unions

supported agencies
* Chambers of Commerce

* private training and consulting

businesses * other literacy organizations

9. Have you determined whether it’s better to collaborate with other workplace
literacy providers or compete with them?

You will need to weigh the resources (time, people, and money) and expertise you have
available against the costs of competing with other organizations and the effectiveness of
their programs. If you decide not to compete, look for ways to collaborate. Perhaps you can
serve an area or industry other organizations are not reaching. Or, you can provide training,
tutors, assessment, or administrative assistance. Keep in mind that sometimes you won’t
be competing with a local organization, but with an off-the-shelf training package. This is
especially common with things like safety training.
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STEPS IN DEVELOPING A WORKPLACE LITERACY PROGRAM

Once you’ve answered yes to the questions above, you’re ready to start putting
your workplace literacy program in place. Answering the questions above will help you
with the steps below.

Lay the Groundwork
There is work that needs to be completed before you connect with your first workplace client.

1. Prepare your board. Recruit board members from the business community who will
help build relationships with the business community. Make sure the board under-
stands the importance of literacy in improving the business climate, and that they
agree to add workplace literacy to the organization’s mission.

2. ldentify startup funding. Even if your long-term plan is for the workplace literacy
program to generate funds for your organization, you need initial funding to get
started. Some items that may require money include staff, research on the business
community, marketing materials, instructional materials, training, assessments, or
databases. Look for funders that target specific industries or will fund a pilot
workplace project.

3. Develop a preliminary business plan. The business plan should state the connection
between business and literacy; identify potential employers/customers, administrative
staff, instructors, and other resources needed; an initial pricing structure; and a timeline.

4. Prepare your marketing materials. Keep them simple and focused on business
needs: “Did you know...; why it matters...; how we can help...” Include success stories
and testimonials with pictures. Consider additional perks you can offer business clients
or collaborative partners, such as displaying their logo on your website.

5. On the next page is a sample timeline for a 13-week workplace project. Notice that
about half the time is spent planning and preparing, with the rest spent on instruction.
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13-WEEK WORKPLACE PROJECT

WEEK

WEEK

WEEK

WEEK

WEEK

WEEK

WEEK

WEEK

WEEKS
10-12

WEEK
13

TASKS

MAKE THE INITIAL CONTACT

HOLD THE INITIAL MEETING

TAKE THE INFORMATIONAL TOUR

CONTRACT FOR SERVICES

FORM AN ADVISORY TEAM

RECRUIT EMPLOYEES

DEVELOP JOB PROFILES

SET GOALS AND MEASUREABLE
OBJECTIVES/DEVELOP
SUCCESS CRITERIA

INTERVIEW AND ASSESS
EMPLOYEES

DESIGN AND PROVIDE
INSTRUCTION

MONITOR THE PROGRAM

PREPARE THE FINAL REPORT
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Finding Clients

It is ideal to have a large marketing budget, but few literacy and adult basic education
organizations do these days. Below are some ideas for reaching potential clients without
a large marketing budget. Remember, it takes time to get the word out and build a list
of satisfied employers who will recommend you to others. And that should be your goal!

1. Read local newspapers, Chamber of Commerce newsletters, and especially
local and regional business periodicals to learn more about your local
business community.

2. Target industries that are more likely to employ people at entry level or low-
to medium-skill jobs such as housekeeping and environmental services in hotels
and hospitals, entry-level construction, general labor, restaurant workers, and
production workers in manufacturing environments.

3. Become a vendor in your city, county and state purchase order systems. Most gov-
ernment agencies have lists of organizations that want to be vendors. The organiza-
tion chooses the appropriate categories and then receives RFPs for those when they
are released. Here is an example of an online vendor registration form: www.ongov.
net/purchase/vendorregister.html

4. Consider joining an industry membership organization such as the restaurant
association or the contractors association as an associate member. See the
federal government’s list, A-Z Index of Trade Associations, at www.usa.gov/top-
ics/consumer/trade-organizations.pdf

Robert 5ot a workplace Literacy client through the RFP
process. The c.i.-[-uf Pu..{' out an BFP for or—ga.mi.z.a.{'f.oms to
Pr'ovf.cle. basic financial education to waste W\..a.vua.ge.wue.vu{'
employees. Robert put in a proposal to offer financial
Literacy courses. The other bidders were banks and
insurance companies. Robert got the contract because
the c..i..'l'uf felt the other oP'['Lorn—S would be 'l'ﬁ.Q.kLmtj over
the emplogees' heads.

—*
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5. Offer to speak at local business meetings about basic skills and how they impact
employers.

6. Display a booth at a local business expo or trade show.

7. Browse the Occupational Safety and Health Administration (OSHA) website for
safety issues that can be addressed with workplace literacy. Examples:

+ (OSHA has a special web page about safety issues related to young workers
at www.osha.gov/youngworkers/hazards.html. If employers have undereducated
older youth or young adults who are new to the workplace, promote a workplace
literacy and safety program to help employees understand important safety informa-
tion.

*» (OSHA provides data for different industries, such as Workplace Injuries and
llinesses—2011 at www.bls.gov/news.release/archives/osh_10252012.pdf. These can
help you make the case for workplace literacy programs for specific industries in
your area.

8. Join your local Chamber of Commerce. To find the contact information go to www.
uschamber.com/chambers/directory

9. Contact your city or county government to get involved with your city’s
economic development agency. You can obtain contact information for your state
economic development agency from the U.S. Small Business Administration website
at www.sba.gov/content/economic-development-agencies

10. When shopping, pay attention to the customer service you receive from
different businesses. Ask family and friends about their experiences, and then
approach the business. Poor customer service is often a sign of inadequate training.

11. Write articles for local periodicals. You can find a list by state of many publications
that focus on business at www.newslink.org/biznews.html

Personal contact provides the best introduction for your services. Marketing materials should
serve as a takeaway piece that supports the meeting. Using a brochure or a mailer as the first
contact is the least effective way to reach business clients. Most businesses are bombarded
with literature, it is often difficult to know the real decision makers, and you can’t ensure your
materials reached the right person if you mail or drop it off.

Those strategies you use to find clients will be affected by the size of the business with
which you hope to work. The chart below summarizes some key differences between small,
medium, and large businesses. You can see some of the differences on the “Finding Clients”
row. It will be useful to revisit this chart regularly as you think about creating a workplace
literacy program that fits your organization and your community.

*
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AT-A-GLANCE CONSIDERATIONS WHEN DEALING WITH BUSINESSES OF DIFFERENT SIZES

1-20 EMPLOYEES

20-100 EMPLOYEES

100-500 EMPLOYEES

500+ EMPLOYEES

Focus on community
relationships: service
clubs, local TV news and
newspaper, church, golf
course, sporting events,

Community relationships:
service clubs, local TV
news, newspaper, church,
golf course, sporting
events, and Chamber of

Local TV news and news-
papers, local business
periodicals and business
associations, local hotels,
hospitals, and contrac-

Newspaper and TV news,
local business periodicals
and business associations,
OSHA reports, Google
alerts, industry periodicals

FINDING and Chamber of Com- Commerce. Also busi- tors; local government research on large indus-
CLIENTS merce ness associations and departments like city tries in your area
periodicals; local hotels, parks and street
hospitals, and contrac-
tors; local government
departments like city
parks and street
C:.’;lllltrlil(ET ;:aeézphone call/face-to- ;;)e(ljzphone call/face-to- Telephone call or letter Telephone call or letter
INITIAL Non-business hours g;;(;?&f;liii’;i‘]’gﬂ?; Appointment at client’s Appointment at client’s
MEETING office office

office

INFORMATIONAL

Schedule during a slow

Schedule during a slow

May involve more than

May involve more than

TOUR time time. one area one area
BIDDING FOR . Letter, verbal bid, written . . . .
THE JOB Letter or verbal bid bid Formal written bid Formal written bid

CONTRACTING

Simple contract or
Memorandum of
Understanding (MOU)

Simple contract or
Memorandum of
Understanding (MOU)

Written contract

Written contract

FORMING
ADVISORY Usually not necessary Maybe a small group Strongly recommended Absolute must
GROUP
JOB TASK Simple job task analysis
Observation may suffice | or observation may suf- Formal job task analysis Formal job task analysis
ANALYSIS fice
ASSESSMENTS | Informal Customized Standardized or Standardized or
customized customized
INTERIM . Regular reporting or as . .
REPORTING As required by owner required by owner Weekly reporting Weekly reporting
SUPERVISOR . . . .
FEEDBACK May not be applicable As appropriate Every two weeks Weekly if possible
EMPLOYEE

EVALUATIONS

Upon program completion

Upon program completion

Upon program completion

Upon program completion

FINAL
REPORTING

Letter and meeting with
owner

Formal written report
and meeting with owner

Formal written report

Formal written report
with charts and graphs;
possible presentation to
a staff group
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Initial Contact

You've identified potential clients. You've made contact in person, by phone, or by letter.
You've provided an overview of how your organization can help and followed up with print
information about your services. An employer is interested in meeting with you. Now what?

Before your first meeting with the employer, do the following:

2.

Find out everything you can about the employer’s business and the industry.

Decide who should attend the meeting. You will probably want to take an
instructor and whoever will be managing the project.

Have a brochure or informational piece(s) to leave behind (even if already sent by
mail).

Be prepared with a “ballpark” price for your services. You will be asked! Explain
that pricing depends on factors to be discussed (such as number of students, hours
of instruction, assessments, materials, shift differentials). You can provide a quick
estimate based on discussion of those factors and follow-up with a more firm price
once decisions are made.

Know what information and skills the employer might ask you to address
with employees and why they are important in the workplace. Decide which
skills your organization is prepared to assist with and bring a list with you. See
examples in Appendix B.

Create a sample instructional plan to illustrate how you would teach a skill
related to this particular business/industry.

Be prepared to answer questions that employees might ask (sample responses are
in Appendices C and D).

Unlike your organization’'s traditional services, in workplace programs your customer is

the business—not the student. The goals of the class, the content and skills taught, and
the evaluation will be business-centered and not learner-centered. Employees definitely
benefit by gaining skills and information to keep their jobs, perform their jobs better, or
move into better jobs. Improvement in general reading, writing, and language skills will

almost certainly happen in a workplace literacy program, but it’'s not usually what you

should stress to the business.

PROLITERACY'S WORKPLACE LITERACY GUIDE
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Most businesses want to solve a specific problem or meet a regulatory requirement, such as
* help housekeeping staff better respond to a hotel guest pleasantly and correctly

* help employees understand time-off rules, be able to complete appropriate forms,
and be able to call in sick when necessary

* help employees understand and follow safety rules or use safety equipment properly

* help employees communicate effectively with each other about equipment or other
aspects of the job

Many businesses attempt to address these issues with “off-the-shelf” training videos, print
materials, or conversations with supervisors. Explain how your organization can address
these specific issues more effectively because of your expertise in working with adults with
low-level reading and writing skills or with adults with limited English language skills.

Initial Meeting/Informational Tour

This is the “getting-to-know-each-other” stage. Hopefully, by the end of the meeting the
employer is eager to secure your services. Find out what problems the employer has and
why he or she thinks that a workplace literacy program can address them. Talk about your
organization’s experience in workplace literacy (or if just starting, how students in your
organization have been able to get jobs, improve their job skills, etc.). Help the employer
make the connection between your services and the issues the business needs to address.
Appendix C contains questions an employer may ask. Appendix D contains points to think
about when answering.

If the employer seems interested, discuss specific services you can offer in enough detail to
draft a proposal after the meeting. Be sure to discuss the questions in Appendix C help you
to draft a proposal. The proposal is the starting point—you can work with the employer to
modify it later.

If you haven’t visited this business before, the employer will probably give you a tour. If
not, ask for a good time to return for a tour to get a better sense of the employees and
the work done. Look for things that verify or conflict with what you’ve been told in your
conversations. Your initial conversations may have been with owners, upper manage-
ment, supervisors, and/or HR personnel who may not have a full understanding of all
that takes place in the job. An accurate assessment of the required job skills is crucial to
designing a successful program.
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In one company Robert worked in, he met with &
supervisor who told him the emplogees had verg
Little weed for wmath skills and did very Little verbal
communication in their jebs. When Robert took the
towr, he saw that the emplogees had caleulators
with. piles of tape and paperwork, and that they
continuwously 50"' phone calls. The supervisors Pe.rc_e.]b{'f-ow
WaS wrong and Robert wmodified the class content
based on what actually happens on the floor.

BID THE JOB

As soon as possible, follow up with a preliminary proposal or bid. It should describe the
services, terms, conditions, and pricing that you and the employer can then use to negoti-
ate what will be included in a formal contract. Below are two examples of bid sheets. When
starting, use the detailed bid sheet to ensure you capture all costs involved in the workplace
literacy program. Then condense and simplify the figures into the final bid. After you’ve had
some experience, you can develop a simpler bid sheet where the instructional, assessment,
and materials costs, as well as profit, are embedded in the hourly costs.

SIMPLE BID SHEET
ESOL Class Fee Structure

Planning Costs: Instructor needs 1 hour planning time for every 2 hours class time

PRICE FOR ESOL CLASS MEETING 2 HOURS, 2 TIMES A WEEK, FOR 45 WEEKS

Hours/Week Rate Total
$35/hour
Instruct 6 9,450
netructor $210/week $
Administration Feei (includes planning, $2.500
assessment, materials, etc.)
Total $11,950

PRICE FOR ESOL CLASS MEETING 1HOUR, 1 TIME A WEEK, FOR 45 WEEKS

Hours/Week Rate Total

$35/hour
Instruct 1.5 2,362.50
nstructor $52.50/week $

Administration Fee (includes planning,

. 2,500
assessment, materials, etc.) $

Total $4,862.50

«*
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DETAILED BID SHEET

NUMBER NUMBER
SERVICE HOURLY NUMBER OF
HOURS OF CLASS OFCLASS COMMENTS
DESCRIPTION RATE PARTICIPANTS GROUPS WEEKS
Document One time
rewewland 8 $75 N/A N/A N/A fixed cost $600
analysis
Initial employee
interview/ Based
assessment .75 $70 50 N/A N/A on # of $2,625
(rate per participants
participant)
Summarizing One time
interview data 4 $50 N/A N/A N/A fixed cost $200
End of cycle
Based
assessment 75 $70 50 N/A N/A on # of $2,625
(rate per participants
participant)
Summarizing One time
end of cycle 4 $50 N/A N/A N/A i $200
fixed cost
assessment data
. Basedon #
Instruction of ArouDs
(4 hrs/week per a $25 N/A 3 13 an% o g’f $3,900
group) weeks
Instructor prep Based on #
time of groups
(2 hrs/week per 2 $25 N/A 3 13 and # of $1.950
group) weeks
Weekly Based on #
preparation of groups
of customized 4 $45 N/A N/A 13 and # of $2,340
curriculum weeks
Final reporting One time
and meeting with 8 $50 N/A N/A N/A fixed t $600
management xedcos
Materials and One time
supplies N/A N/A N/A N/A N/A fixed cost $250
Total Cost $15,290
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CONTRACT FOR SERVICES

The contract states the intentions, promises, and expectations of both parties in
order to avoid misunderstandings. Appendix E contains two sample contracts:

*+ A memorandum of understanding (MOU) which you might use with a small busi-
ness or a larger business with which you have had a long relationship.

» A detailed contract to be used for a larger business or with a more complicated work-
place program.

In either case, the contract should include some basic elements:
* |dentify the two organizations.

*« Describe the workplace literacy services to be provided. Provide important details
such as number of participants, hours and sessions, duration, and use of materials.

* Describe the responsibilities of the employer—providing space, access to materials
and equipment, identifying and recruiting participants, on-the-clock/off-the-clock
participation.

* Describe the terms of payment—total costs, an invoicing schedule, and payment terms.

« Clarify additional items, such as ownership of materials developed. Most manufactur-
ing is proprietary, so the employer will likely want to maintain ownership of materials
containing company procedures. However, if working with a hotel, you could claim
ownership of materials to use with different hotels or additional hotels within that
chain.

*» Describe conditions to terminate the contract.
* Signatures of representatives from both organizations.

FORM AN ADVISORY TEAM

An advisory team can provide guidance and oversight, protect against misunder-
standings, and assist with the evaluation process. They can be an invaluable resource
to enhance organization-wide acceptance for the program. Depending on the size of the
business, the advisory team may include these stakeholders:

* the owner and manager (if it’'s a small business)
* arepresentative from the human resources department

+ front-line supervisors

*
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* amodel employes(s) that represent(s) management’s expectations
*  union representative
*  onsite instructor(s)
*  project manager from your literacy organization
Waorking together, the team of stakeholdoers will:

« ldentify knowledaa, skills, and abilities workers need and the desired porformance
ez

= Determing which skills the workplace literacy program will address,
= Defing the business™s goal and the program’s objectives

«  Develop specific, measureable objectives focused on learning outcomes, IE s
important to agres on outcomes to be achieved within the client’s budget
and time frame, Clients are often uprealistic, especially when involving Enalish
language learnars,

= Agsict with the procursment of authentic materials and resources from the workplace to
create a work context for the instructson,

«  Define what will constitute evidence of "success.” Clearly defining expectad outcomas
ard hawy they will Be evidenced will Belp onsure that you create solid criteria for evalu-
ating the program,

= Determine what, if amy, incentives will be offered and how emplovess will garm them,

= Provide opportunities to tour facilities, abserve procpsses and employvees, get pho-
tos, and ask quastions,

Mote: It can be helpful for you to compare the following:
= the written job description
= the employee’s description of his or her job
*  the supervisor's description of the job
= your observation of the job andfor job shadowing

It is nat uncommon for the above descriptions to differ slightly, Your documentation can be a
value-added proposition for the emplaver, It can also enhance the scoge of instruction, I you
discover significant differences among perceptions of jobls), review them with the advisory
team to avoid confusion later

*
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RECRUIT EMPLOYEES

Essentially, there are three types of workplace literacy programs: mandatory, vol-
untary, and hybrids with elements of each. In mandatory programs, emplovees are
typically required to attend and are paid for their time. These programs usually focus on
specific need(s) identified by the employer and are less concerned with other skills, An
example might be a business that is relling out new benefits that will reguire employees
to take mare contral and managemaent over their plan selections and assaets, The existing
documentation and training may be written at a level that is not understandable by
employess with limited English skills,

Similarly, there may be a now prodoct line that requires changes in the production
process and supparting documentation, Again, this could Be a very focused and limited
raquest for training,

When emplovees attend voluntarily, it presents different challenges since the employer will
rely on you 1o assist in identifyving needs, Employveas who won't be paid to attend must be
“gold™ on the program, Hybrid programs that invalve an employes valunteonng hours with
soma level of emplover match also requing recruitment efforts,

Recruitment efforts may range from targeted one-to-one interactions in smaller businesses
bo special events in larger organizations designed to generabe employes interest, Your
decizion about the type of recruitment should not solely be based on the size of the
business, It should also consider the culture of the organization, The reality s that
workplaces differ in terms of the levels of fear and trust as well as the level of “informal
leadership.” If there is a predominant group (such as Hispanics, Southeast Asians, oF
Ethicpians), there are often ong or more individuals who are recognized as leaders among
thair peers. It is important to get them on board @arly since athers may follow their Iead.

Public events are mare successiul in organizations with a culture of trust and transparency
Having folks attend amd sian up in a public setting (such as the company cafeteria) may
stigmatize employees in organizations where trust is low, Here are somae Lips to follow if you
decide to do a public event:

«  Dgvelop a theme for the program that can easily be recognized on fiyers and ather
recrultmaent plocaes,

»  Kegop recruitrment literature simple and straightforsward, espocially if your target
audignes 15 warkers with limited Emaglish speaking skills,

= Show respoct for the cultures represonted,
= Highlight the benafits of participation,

= Clearly explain amy incontives and the relabod criteria

Q*
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DEVELOP JOB PROFILES

It is critical to represent each type of job done by employees who will participate in
the program. That information will be important when develogding the curmculum. You can use
a job profile worksheet (see example bolow) or some form of task analvsis to dovelop
a composite job profile based on employes interviews, supervisers” descriptions, and your
own abservalions,

SAMPLE JOB PROFILE WORKSHEET

JOB TASK Liztening Reading Speaking Wriling Math Technology Motes Comments
gf';n;:lra wark ¥ W Using the computer
Fill ourt &

Peguisition hor X L4 b4

supglies

Use measurement ¥ Linear and liguid
tools MaasLUres

Talk with ¥ % Using a phone at
SUEErVISor workstation

Fill out and-=of- " Handwritten on a
shilt report form

Ohserve the tasks for each unique job noting the category of skill such as Listening and Reading,

Enter more specific information in the Motes/Comments section and attach the actual documents or
defean shald when possible.

A matrix such as this will be very helpful when you're selecting or developing eurriculum. When
aligned with the emplovees’ assasments, it should help prioritize the areas of instruction,

Onpce you have completed the job profiles, set a meeting with the stakeholders o review
the job tasks. Solcit input from supervisors and key emplovees to identify the tasks that
need improvemant,
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SET GOALS AND MEASURABLE OBJECTIVES/
DEVELOP SUCCESS CRITERIA

Once the tasks needing attention are identified, they should be prioritized. You and
the employer should agree on specific goals and objectives for the workplace program. They
should meet the SMART test: Specific, Measurable, Attainable, Realistic, and Timely, within
the scope of the program. A goal must produce a “yes” response to all five SMART criteria.

The goals should be job related and not related to the student's skill level. IF bwo individuals
hawve the same job, the goals and objectives would be the same for both since they must
be able to perform the job satisfactorily. The difference occurs in how you teach and reach
those goals and objectives if the students are at different levels in their basic listening,
speaking, reading, and writing skills.

Miost literacy organizations want to help everyone. Howewver, if you choose to be involved
in workplace literacy, you must think carefully about which emplovees with which you
wiork. To agree on specific learning goals with the employer and then accept employees
into the program who you know will not achieve success within the time frame will
ensure failure and amn unhappy client. Time is absoclutely a key constraint. For this
reason, it is critical that all instruction addresses objectives identified for the waorkplace
program. If you discowver that the employer has many staff with very low-level skills,
consider asking the employer about setting up an additional class with less ambitious goals
as an interim step.

As you develop the plan, get consensus on what criteria the employer and stakeholders will
use to evaluate the program's success or failure. Don't allow your enthusiasm to trap you
into promising unachievable outcomes. Examples of achievable outcomes might be:

+  Participants will attend 80 percent of class hours.

= A minimum of 75 percent of participants will be able to accurately complete
a personnel time off reguest form as documented by written exercises and
performance observation by the instructor.

= A minimum of 100 percent of participants will demonstrate ability to accurately
follow safety shutdown procedures as documented by written exercises and
performance obsersation by the instructor,
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INTERVIEW AND ASSESS EMPLOYEES

Your chosen assessment method will depend on your audience and identified meeds. You
shiould use a valid assessment process. In general, there are two primary ways that assessments
are validated:

Criterion Validation

These assessments correlate success on the test with success on some measure of job
performance. Examples of such academic assessments include the Workplace TABE, ACT
KEYS, CASAS, and BEST PLUS. Standardized assessments have had some challenges in the
courts so keep this in mind during your selection. The assessment methodology must relate
to the needs identified and also guide instruction. At times, academic assessments have little
or no bearing on the project goals and objectives. For example, does performance on the
BEST PLUS walidate that an employes understands a production schedule?

Content Validation

In these assessments, the tasks on the test closely approximate the tasks to be performed on the
job. Project specific assessments can address listening, speaking, reading, and writing as they
relate to the specific work ervironment.

These, for the most part, are customized assessments that the service provider creates or
adapts from another instrument. They take significant time to develop but are typically more
informative. If you decide to develop your own assessment, the employer must be willing
to pay for that time. Appendix F has additional information on the types of validated tests.
Appendiz G has an example of a customized assessment developed for English language
workers in a hotel environment.

The initial assessment is used to separate employess into broad groups (for example, those who
need a lot of help, those who need some help, ard those who don't need any helpl, Build in time
during the assessment to dialog with the employess and address concerns or questions they
hawe about the program. Make certain that they understand the purpose of the assessment and
that it is designed to discover areas where they can improve their job skills. The final assessment
will measure the employee's ability to meet specific goals set by the employer for the project.
It will most likely include actual demonstrations that allow employvees to show that they can
perform the task{s).

If wou create an assessment that is successful for vou in a given industry, you will be able to
constantly improwve it over time. You might also find that it gives you some unexpected—but very
rmeaningful—information.

«Q—
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BEobert does a Lot of Mn'l-‘ﬁ,_FrlLiL{_-E- E,E.ia,v-.ﬁ..a.q Frograes
FR- TR 5£,F54+j. T bhis imitial assessments he asked the
guestion, "Whe is responsible for 5.::.,{544-1':’" After wsing
thois n.’r:.-.e.jh.:rn. i weare thaan 30 busimegses Bobert sacw
3 Fﬁ-“E—rw Erdrge. Wt Hhe am.r-@..:rrqe.z. 'I"E-':';.Fcl'l-ﬂ.-t_l'l!-i'_l T awen,”
it reflected & rﬂ-.ﬁ.-n.—ﬁ.-ﬁE-m-E—bm—F si-;-flﬂ-s- Hoad GAVE erplovees
rEEFaMGE’;GEL‘Iﬂ 'Fl:rr' decislion m-.ﬁ-ﬁﬂn—ﬁ fved &S open.
to feedback When fine ar--.!':@..:rrqzz. rgspnw.:'lar_-'l Fhe bogs”
o the M-.ﬁ.—n—.ﬁ-ﬁEF,“ it indicated =& S TR
a hitrarehical m-&MﬁEM-EW'F sfﬂﬂ.e. thoat Ledeibited
beo o ] L-nm-m-u-n—i-bﬁ-‘i-nn—"j betesetn E-m-"’-‘l'g-n-:-fﬂ-r'"j A
b iv E-k“-F'E-r.r-;-] ees. At bimes, suck FESPOnSEs Even imdicated
a cwlbure of fear Koo esbineg bhis wpfront was valuwable

L |:I|E-FE-H'M-E-|-'I.,-EF“-€| how to interact with the arﬁﬁ-l-x-r;.r_ai.-{ . J

You should develop a form that includes a general evaluation of how each employes
performed on the initial assessmeant, such as the Employes Competency Form that follows. It
lists skills that were assessed and allows you to identify which students might need more help
and in which areas.
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EMPLOYEE COMPETENCY FORM

COMPETENCY STUDEMNT & STUDENT B STUDENT C
Maintaining Employ mant 5 1 |
Understanding job tasks, 4 5 2
policies, standards

Understand pay, benefits and z 5 5
payroll deductions

Request schedule chamnges and other z y I
personal adjustments

Demonstrate appropriate communication k! 2 1
Fallow safety procedures related to job 2 1 |
Understand work performance evaluations 5 i 1
Understand workers rights 3 1 a]
Understand safety procedures 3 2 a]
Talephone communication 3 2 1

Take and report accurate messages 5 2 1

Give and request information clearly by telephone

Take notes from recorded messages, reporting EVALUATION RUBRIC B
Reading, speaking, listening “4" Skilled=—can accomplish the taskis)

undarstandably and with completeness —
Recognize and restate sequence of events

] ] ] "3 Modaerately skilled=can perform [
Listaning and compreheansion the taskis) with soma difficulty and
incomplatenass

Identify the main idea, topic sentences, and details

2% Limited skilled=raguiras a lot of
prampting to attampt the task(s) with
minimal performance and completness

Interpret diagrams, tables, graphs, and schedules

Listen and follow directions

“1* Unable to parform the task(s) after
prampting, and reinfarcement of the —

Clarify maaning by asking relevant gueastions concept

Skim and scan to locate information

Writing 07 Mo response or knowledge in this area

Respond to short convarsations arally
and in writing

Develop a sheet like this 50 you can group together emplovess that perform similar tasks. In addition ko
praviding a quick ovarviaw. It will alsa halp identiffy students andfor areas that nesd mare woark. 18 will
bacome a reporting tool to summarize results at the project's completion
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DESIGN AND PROVIDE INSTRUCTION

Design your curriculum to address gaps in skill levels you identified earlier in the
process. Be careful not to get sidetracked with other student needs. The employer is paying
you to close specific skills gaps and your time is finite.

Apply the same instructional principles and strategies you use in your organization's regular
literacy or English language services to the workplace content. Your instructional approach
should include a mix of multisensory technigues, build on what participants already know,
reinforce what they are learning, encourage discussion, and provide opportunities for appli-
cation and demonstration of mastery.

Below is an example of how those adult education principles and strategies would apply to
a safety lesson. The specific lesson is about mixing acids and water. You want students to
understand the following:

Mixing acid and water in a workplace can be harardous. A large amount of heat is
released when strong acids are mixed with water. Adding more acid releases more
heat. If you add water to acid, you form an extremely concentrated solution of acid
initially. S0 much heat is released that the solution may boil very viclently, splashing
concentrated acid out of the container! If you add acid to water, the solution that
farms is very dilute and the small amount of heat released is not encugh to vaporize
and spatter it. So always add acid to water, and never the reverse.

Here are some techniguees you would use in teaching this concept:

* Read the printed passage above. Read to the students and/or have students read to
each other. Use vocabulary, fluency, and comprehension teaching strategies.

*  Show the containers holding the acid and water. Have students examine the empty
containers and hold them.

« Study the labels on the acid container. Use flash cards or other wvocabulary
activities to make sure students recognize the labels.

=  Watch a brief video about handling this procedure properly. Have students discuss
and/or write about what they saw.

=  Show photos of an injury caused by improper handling. Ask students if they hawve
evar sean an injury like that.

« Role play with colored water and plain water.

« Teach this kind of singsong warning: “Add acid to water just like you ocughta.
If wour life is too placid add water to acid.”

«Q—
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Develop clear lessom plans for your tutors and teachers. If a teacher gets sick, a good lesson
plan makes it much easier for someone substituting. IF the program is successful, it will also hkelp
replicate that success in this company or another compamyt. In general, lesson plans should
include a purpose statement, objectives for the lesson, a list of materials needed, specific
activities, suggestions for additicnal practice, and evaluation. Appendices H and | contain sample

lesson plans.

Imstructicnal schedules will b2 set in the contract How those hours are delivered will be
constrained by the business' available space, production/shift schedules, and business needs.
Establizh a schedule that will be the least disruptive and provide a sufficient intensity of time on
tasks each week.

MONITOR THE PROGRAM/PREPARE THE FINAL REPORT

Reports To and From Supervisors

Prepare and share weekly attendance and perfformance reports with the employees’ supervi-

sars. This will allow potential problems to be discovered and amended early. They will also
serve as an ongoing evaluation. The following is an example of a form to help track this.

Warehouse Staff Week 5 €1

SAMPLE WEEKLY STUDEMT PERFORMANCE REPORT

C2 CE C4 C5 Briaf lndividiual Student Commants

Shudent &

Student B

Student C

Student D

Student E
Student F

ngn

ngn

e

ngn

EVALUATION RUBRIC

Skilled=can accomplish the taskis)
understandably and with completeness

Moderately skilled=can perform the task(s)
with some difficulty and incompleteness

Limited skilled=raquires a lof of
prompting to attempt the taskis) with minimal
parformance and complabness

Unable to parform the task{s) after prampting,
and reinforcament of the concept

Mo response or knowledge inthis area
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L.

Updated stock records and
maintain files.

Conduct phyzical inventory
and update stockkeeping
records.

Monitor stock levels, stock
quanities, and safety stocks.

Submit emergency order (as
needed,using local guidelines).

Separate expired stocks and
mowve o secure area.
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You should also give supervisors a summary report showing how much improvement
each employee made over the course of the class. The following is an example of this

type of report.

SAMPLE SUPERVISORY FEEDBACK FORM

Student Student Student Student Student Student

A B c D E F

Understanding verbal
instructians

Feading work-related
documents

Erfror rate

Working in teams

Writing notes
and reports

Haw far has this parsons ability to (refer to
calumn A) improved as a result of attending
the training?

USE ASCALEQFI1TOS
where 1=no changa, 5=very much improved
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EMPLOYEE EVALUATIONS

It is also important to give the employees an opportunity to evaluate your instruction. Share
what they say about the class{es) in your final report, and their feedback will be helpful if you
decide to continue involvement in workplace literacy programs. The following is an example
of a form used to collect employves feedbachk.

ABC COMPANY: EMGLISH LANGUAGE LEARNING PROGRAM STUDEMNT EVALUATION FORM

Instructar: Data:

Agraa Dicagraa

Strongly Agres Disagres Strongly

1. | The teacher always answers my guestions.

| have chances [o speak in class.

Thie glass |5 kelping me spaak more English

&_ | The class is helping me understand more English.

The teacher respects my cultura

Thie teacher uses differant ways to help me lear,

7. | The teacher keweps the class inberesting.

B. | | would not change anything about the class.

. | The teacher gives attantlon (o everyona,

100 | | would like the company to cantinue this class.

11. | The class helped me do my job.

12, | I'would recommend this class to my coworkers,
15. | The class also helps me inmy life away from worke

14. | | can deal with changes better now.

15. | | have more confidence In my work,

FINAL REPORT

Ak the completion of the project, prepare a formal report for the employer. The report
should focus on the "success™ criteria that were agreed upon when goals and objectives
were established. Include data on employee progress, employee evaluations, supervisors
feedback, and comments and observations. Present as much infermation as possible in
graphic formats since that is what managers and supervisors often use in ather areas of
their work.
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APPEMDICES 5. Did you experience difficulty finding qualified
applicants with the different education levels

APPENDIX A: SAMPLE EMPLOYER SURVEY listed below in the last 12 months? Check all that
apply.

1. Has your firm hired any new employees in the

last 12 months? O Mo high school diploma or GED

O Yes O High school diploma or GED
0 Ne O Some training beyond high school
2. Did your firm have any difficulty finding guali- H Voacational diploma or certiicate
fied applicants? O Vocational/Associate degres
[ Yes O Academic Associate degree
L No O Bachelor's degree
3. How did your firm/organization respond to the [ Master's degree
difficulty finding gualified applicants? Check all
that apply. O PhD
O Increased recruiting efforts B. In the last six months has your organization ex-

perienced difficulty with entry-level workers

[l Hired a less qualified applicant demonstrating the following skills? Check all

O Increased owvertime hours for current workers that apply.
Ol Did not fill the job opening O Solwve problems and make decisions
O Increased wages to attract more applicants O Take respansibility for learning
O Qutsourced work or purchased services from O Listen actrely
ther fi
Anerher T O Observe critically
4. Did you have difficulty finding employees with O Resolve conflict and neaotiate
the following skills? Check all that apply. =
O Occupation spacific [ Accepts supervision O Use information and communications technology
[ wWork habits O Technology O Cooperate with others
O Problem solving O Tearmwork U Read with understanding
[ Communication Ol Writing O Use math to schee problems and communicate
O Adaptability 1 Math O Speak so others can understand
[ Customer service [l Reading O Interact well with customers

Q*
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7. In the next five years will your arganization need
employees with any of the following credentials?
Check all that apply.

Mo high school diploma oF GED
High school diplama or GED
Somae training beyond high school
Wocational diploma or certificate
Vocational/associate degree
Academic Assaciate degree
Bachelor's degres

Mastars degroa

O Oo o o o o o o O

FPhD

B. How will the organization's need for employees
with the following education levels change over
the next five years? Check all that apply.

Incragss Decraass
Mea high schaol diploma oF GED O O

High school diploma or GED
Samie braining beyvond high school
Vocational diploma or certificate
Vocational/associate Degrea
Academic Associate Degree
Bachalors Degres

Mastors Degrea

o o0 o0 o o o0 o0 0O
O OO O o o o O

PhD

Q.

In the last three years, have the skills required to
adequately perform production or support jobs
(primary or front-line services or support jobs) in-
creased, decreased, or remained the same?

O Increased
O Decreasoed

O Remainad the same

10. How many people do you currently employ?

0 1-5 0 31 -40

0 &-10 1 -50

O n-z0 O 51 or more
0O 21-30
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APPENDIX B: SKILLS AND CONTENT FOR WORKPLACE
LITERACY PROGRAMS

Workplace Communication

Greet co-workers

Ask questions

Maka "srmall talk”

Report problems and progress

Call in sick or late

Request time off or permission to leave early
Respond to interruption and criticism

Make suggestions

Accept and decline requests and invitations
Ask for and give clarification and verification

Apalogize

Workplace Reading

L

Locate, understand, and interprat written information in prose and documents

Locate, understand, and interpret written information in manuals, graphs,

and schedules

Learn from text by determining the main idea or essential message
Identify relevant details, facts, and specifications from written material
Locate the meaning of unknown or technical vocabulary

Judge the accuracy, appropriateness, and plausibility of reparts

Workplace Writing

L

Communicate thoughts, ideas, information, and messages in writing
Record information completely and accurately

Create relevant and appropriate documents

Pay attenticn to detail and check, edit, and revise for correct information

Use appropriate emphasis, form, grammear, spelling, and punctuation
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Following Directions and Instructions
*  |dentify listening strategies for directions

*  Understand guality control language
*  Understand words of sequencing

=  Give feedback to directions

= Ask for, give, and follow directions

*  Give and respond to wamings

*  Understand and follow worksite rules
*  Follow safety rules

Job-Specific Terminology
= |dentify your job

+« List the job tasks

#* Describe the tasks

= |dentify and describe the tools, eguipment, and machinery needed
« |dentify the products and processes used

Cross-Cultural Factors
* Food and eating habits

*  Personal hygiene, habits, and appearance
#*  Bathroom practices

#  Cultural walues of the American workplace
#«  Understanding workplace hierarchies

#  Understanding "unwritten rules"

*  Recognizing problems and understanding appropriate problem-salving strategies

FROLITERACY'S WOREFLACE LITERACY GUIDE EL



Company Organization and Culture
*  Management functions

*  Union functions

*  Personnel policies, procedures, and benefits
*  Understanding paychecks and taxes

*  Performance evaluations

*  Rewards and recognition

Upgrading and Training
»  Understanding carear opportunities and the need for training

Computer Literacy Skills

Many antry-level jobs do not reguire computer skills except being ablke to sign in and out of
work oF complete onling forms, Production line workers, laboners, housekoopars, sanitation
workers, and many others rarely use a computer to perform job tasks. The job task analysis
will dictate what technology skills should be addressed, For example, if an emploves must
produce an end-of-shift or weekly report on Excel, teach the skills necessary but don't
axpand inta other software or computer skills,

= Sign in and out of work
= Find and complete online porsonnel forms
= Complete anline order forms (may include spreadsheets or drop-down manus)

General Reading, Writing, Language, and Math Skills
*  Reading comprehension

*  Vocabulary development

*  Conversational English

= Writing erganization and mechanics

*  MNumber sense (addition, subtraction, multiplication, division)

= Common math calculations: area, circumferencs, mileage, doubling, estimating

Q*
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APPENDIX C: SAMPLE EMPLOYER QUESTIONS

Below are guestions an employer might ask during your initial meeting. While re-
wiewing the list, think about how wyou would answer. Your answers should be
pragmatic and framed within the context of your own organization. After your initial attempt
at answering the guestions, look at Appendix [ for guidelines on things to consider in your
responses. Think about how your responses might change.

1.

10,

1.

12

13.

14.

15.

How will the workplace literacy program you develop be tied to my company's
business objectives and reflect company, employee, and customer needs?

How will the workplace literacy curricula, structure, and delivery methods reflect
my workplace and its requirements?

How will the workplace literacy program be tailored to the needs of my employees?

How will the structure and delivery of the program encourage and facilitate
participation and meet emplovee needs for flexibility?

How will you ensure that program instructors are highly skilled and well trained?
How will assessment reflect the workplace requirements in my company?
How will you use evaluations to show the workplace literacy program is successful?

What experience do you have providing literacy, basic education, English language
learning, and workplace services?

How many students does your program serve each year?

What experience do you have in providing workplace literacy services?

How do you approach the development of a program? What is your process?
How long does it take to get an onsite class up and running?

What does the company have to do to make this project successful?

What is the cost to provide onsite services?

What is the intensity and duration of classes (hours per week, number of weeks)?
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APPENDIX D: RESPONDING TO SAMPLE EMPLOYER QUESTIONS

Balow are the sample questions found in Appendix C along with ideas for preparing your
answars, The answers must fit your organization and relate to what it wants to achieve, When
reading through answers, make nobes about bow you would respond, Consider setting up a
rode play with a friend or associate to help prepare you for the first maeting,

1. How will the workplace literacy program you develop be tied to my company’s
business objectives and reflect company, employee, and customer neads?

=  Customization is key to a successful workplace literacy program. Be prepared o
explain how you will use what you learn about the company and align the workplace
literacy program with the company's performance objectives, workplace practic-
o8, and job requiremaents

« nvalve mansgement, supervisors, employees, and unions in development. To be
successful, a workplace literacy program must be supported widely throughout the
company. Explain why it is impaortant to include key stakeholders—management,
supervisors, emplovees, and union representatives—in all stages of developrment
and delivery, Explain how and where in the process yvou will include key stake-
holders, such as forming an advisory committes or using stakeholders on specific
work groups,

»  Address emploves noeds and provide value to emplovess, Explain that workplace liter-
acy training must meet company and employes needs, otherwise the employvees might
not participate. Explain how employees will gain skills that have value beyond thair
iobs and that will enbance their job securily, incomes, and emplovability throughout
Lhe company,

= Develop a long-term company human resource development strategy, Explain
that a workplace literacy program 15 nol a "one-shot™ avent. Show how you will
help integrate your workplace literacy program into broader human resource
development within the company's busingss strategy, linking employess’ continuous
learming with the business's continuous improvement,

2. How will the workplace literacy curricula, structure, and delivery methods reflect
my workplace and its requiremants?

»  Focus on skills peeded to perform job, Explain bow vou will learn about emploveos
duties {current and prospective) and the required literacy skills, Possible methods
include conducting focus aroups, interviewing and/or shadowing exemplary emplay-
oos, and analyzing written materials used on the jok

=  Explain how classroom activities will incorporate company work processes,
tasks, materials, technology, and equipment. Show how you will customize
the curriculum and classroom activities so thal literacy lessons are linked to
company work processes, Lasks, materials, technolegy and equipment,

Q*
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« Dewvelop exercises for which employees solve job problems. Explain how you
will identify problems that employees face and provide regular opportunities for
employees to use the knowledge and skills they are gaining to solve problems.

«  Promote continuous learning. Explain how you will demonstrate to employvees the
value of what they are learning on the job and ocutside of waork.

* Link with other training efforts. Explain how your workplace literacy program
will integrate with other training programs already in place. Agree to study
existing programs and work with the employer and other providers to create a
more comprehensive human resource development plan.

X. How will the workplace literacy program be tailored to the needs of employees
from my company?

= Assess emploves skills. Explain how you will learn the skills required in the work-
place and the skills employees already hawve in arder to develop curricula that bridge
this gap.

«  Allow for self-paced learning. Employees will come to the training with widely diver-
gent skills and leaming abilities. Explain how your program will provide extra time
and practice to those requiring it while allowing those who have mastered a skill to
mowe on. Possible ways to accomplish this inclede self-paced computer programs,
salf-paced workbooks, one-on-one instruction, or classroom assistants.

= Use avariety of instructional methods and media. Explain how you will use a variety
of instructional methods and media to address differences in learning styles and
im ethnic, linguistic, and cultural backgrounds of employees. Possible ways to ac-
complish this include lectures, small group instruction, discussions, group learning
activities, role playing, tutoring, computer exercises, workbook exercises, application
exercises, reading assignments, and homework:.

*  Tailor training to individual =kill developmeant needs. Explain how your program swill
allow employees to meet their individual learning goals within the context of a larger
structured program. Possible ways to accomplish this include dividing the curriculum
inko discrete modules, providing classroom time to work on individual goals, or offer-
imng a mixture of classroom and individual instructicn.

*  Provide employees with ongoing feedback. Explain how you will provide employees
with regular, ongoing feedback on progress and, if necessary, take steps to acceler-
ate that progress.

*« [Define success as attainment of objectives, not amount of time spent in training. Ex-
plain that the success of the program will be measured by the attainment of learning
objectives, not the amount of time spent in training.

«Q—
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4. How will the structure and delivery of the program encourage and facilitate
participation and meet employee needs for flexibility?

= Market and promobe the program to emplovees, Explain how you will market and
promaote the program within the company, and provide employvess with information
on the instructional process and support Systems,

= Provide incentives to employvees. Explain that incentives, recognition, and rewards
for employeas who successfully complete the program are impaortant parts of student
participation and retention, Provide the employer with ideas such as articles in the
company newsletter; recognition ceremonies, small gifts; or bonuses, raises, and pro-
rctions. Rememiber, howevar, that some emplovees may not want others to krnow that
they are participating in the program,

= Bo flexible about when and where classes are held, Explain how you il inclede
employess and managers in making decisions 5o that the time and location is
corvenient for all,

»  Ensure program confidentiality, Explain that if emplovees are going 1o participate in
the workplace literacy program, they need to feel assured that their current skill levels
and performancs in the literacy program will be confidential information available only
to the provider. Explain how vou will protect confidentiality and reassure employeos
with concerns,

5. How will you ensure that program instructors and staff are highly skilled and
well trained?

If wou intend to supply the instructional staff;

= Prove instructor expertise. Provide information on instroctors” educational back-
arounds, training, and cxperience in adult leaming principles and literacy, Enalish
language learming, or other types of instruction,

«  Prove administrative staff expertise, Provide information on administrative team
rmembers” educational background and skills in program administration, marketing’
necotiating, iterecy skills analysis, curnculum development and instruction, education
counseling, assessment, and evaluation, Provide an organizational resume describing
carlier workplace or other types of projects,

= Dermonstrate knowledoe about the business. Discuss your knowledge of the business
and the laraer industey, Provide information aboul projects with similar businessos
and staff connections with & spocific business or industry,

= Demonstrate culteral competency, Provide information about staff and instructor
expenence working with people of similar ethnic, linguistic, and cultural backgrounds,

= Be o owell trained, Discuss your arganizabtions commitment to preparatory and
on-tha-job training and continwows skills upgrading. Share details aboul Your own
in-hiose Eraining program.
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If you intend to train company employees to deliver instruction:

= Train employes instructors in adult education principles. Explain that while employes
imnstructor knowledge of the workplace is an asset, these individuals need training in
adult learning principles and classroom instructional strategies.

*  Train employes instructors in the curriculum. Explain how you will conduct
“train-the-trainer" sessions to familiarize employees instructors with the curriculum
and provide opportunities for practice and feedback before instruction bagins.
Explain how you will support employee instructors when problemns arise, and possibly
team teach the first classes.

= Train emgloyvee instructors in culbural competency. Explain how you will prepare employes
imstructors to work with emplovees of varied ethnic, limguistic, and cultural backgrounds.

6. How will assessment reflect the workplace requirements in my company?

* Focus assessment on skills needed in the workplace. Common standardized liter-
acy assessments measure literacy skills in the context of grade levels. The literacy
skills measured may not reflect the skills needed in the workplace. An assessment
specifically tailored to measure workplace skills may not have the walidity and
reliability of a standardized test. Explain how you will develop an assessment in-
strument that balances the need for validity and reliakility with a focus on literacy
skills needed in the workplace. Explain how key stakeholders will be incorporated
inta the development of the assessment.

* Ewplain assessment procedures to employees. Explain how you will communicate
performance ocutcomes and assessment methods to employvees participating in the
program. Explain that many of the employees will have a history of school failure.
Clear and honest information on the skill goals of the program and the assessment
process can alleviake anxiety.

= Assess employee needs, interests, and abilities prior to participation. Explain
that each employee’s needs, interests, and abilities should be assessed pricr to
participating in the program to inform the employees’ learning plan.

*  Azssess employees periodically during the program to guide their learming.
Explain how regular assessment will allow you to verify employees are leaming the
skills they need to leam and, when employees having difficulties, you can use the
assessment to identify extra, alternative instruction to bring them up to the reguired
skill lewvel.

= Aszess employess at program completion to measure program success. Explain that
program participants will be assessed upon completion to ascertain learning gains and
owerall program success. Stress that success of the program is measured by documenting
skill gains.

«Q—
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7. How will you use evaluations to show the workplace literacy program is successful?

* Ewvaluate satisfaction, learning, application, effectiveness, and process. Explain how
you will work with key stakeholders to develop a program evaluation that includes
multiple measures of success. The evaluation should measure participant satisfaction,
learming gains, and application of new skills on the job. The evaluation should also
measure improvement in company productivity and profitability.

= Invalve management, supervisars, employees, and union representatives in evalua-
tiom development. Explain how you will imvolve them in evaluating the program to
ensure the evaluation captures information that is important to them.

* |ncorporate feedback from ewaluations into training on an ongoing basis. Explain
howr you will use the evaluation to monitor the program and make adjustments when
NEeCas5ary.

8. What experience deo you have providing literacy, basic education, English
language learning, and workplace services?

*  This offers an opportunity to talk about your overall proegram. There may be times
wihen you don't get the workplace contract but you may acquire a new suppaorter.

8. How many students does your program serve each year?

=  Don't just give a number. Emphasize the diversity of the populations that you serve
and how that prepares you to deal with groups in many different contexts.

10. What experience do you have in providing workplace literacy services?

« Discuss all relevant experience. If your organization has workplace experience, give
specific examples and references. For the future, it's a good idea to ask for a letter of
reference as you complete a project. This will also ensure that employees can reach
the correct contact when following up. If your organization doesn’t have workplace
experience, discuss other projects and services with relevance and use the amount
of planning, research, and preparation for this meeting to demonstrate the level of
diligence you would hawve when carrying out the program.

1. How deo you approach the development of a program?® What is your process?

« Discuss steps. Explain the steps in the process, using as much detail as the
employer needs. Use common language, not educational or process jargon. Your goal
is to help the employer see the steps you will take to ensure this program will mest
the employer’s and employees’ needs.

*
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1Z. How long does it take to get an onsite class up and running?

= Answer with an explanation. It is OK to provide an estimate, but emphasize that the
time will vary based on the size and complexity of the business, the scope of the
program, and the number and composition of participants. Explain that you will be
able to give a more precise answer once you agree on parameters and have gathered
details about the company. See the timeline on page 11.

13. What must the company do to make this project successful?

*  Support the project. There are many ways the employver can support the workplace
literacy program, and all are important to its success: participation and buy-in from
key stakeholders; providing time, space, and resources; recognition and support
of participating employees; clear goals, objectives, guidelines, and evaluation of
the program.

14. What is the cost to provide onsite services?

« Don't get pressured into providing an instant guote! You might regret it later. You
are offering a customized program designed to meet the needs of that employer. If
neesded, provide a range that you feel comfortable with, stressing that yvou will pro-
vide an exact guote once you've gatherad the information you ead.

15. What is the intensity and duration of classes {(number of hours per week, number
of weeks)?

*  Provide options. There are several factors that affect the intensity and duration of
classes: the entry level of the participants and the final desired skill level; the number of
participants and teachers; the amount of time employees can dedicated to instruction
versus their job or home responsibilities; the amount of customization of instruction;
and the employer's needs and expectations. Provide the emplayer with several options
as a starting point for discussion. (See Sample Bid Sheet on page 17

«  Will classes be on- or off-the-clock? This is an important point to clarify and will
have impact on the intensity, duration, and budget for the program. If classes
are on-the-clock, employvees must be paid while attending. This places additional
respansibilities on you. For example, yvou will need to verify that employvees actually
attended class, maybe by having them sign in each week. This also places addi-
tional responsibilities on the emplover, especially supervisors. Many businesses
hawe strict policies related to overtime pay. Supervisors will need to know how
much time each employee spends in class to ensure overtime policies are met.
Consider having all supervisars sign a statement indicating that they understand
wihien classes are, how much time each week the employes will spend in class, and
that it counts as work time. Make sure the contract specifies whether class time is
considerad work time or not.

Q—
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APPENDIX E: SAMPLE CONTRACTS

This contract is based on the detailed bid sheet on page 18.
Contract for Services

This is a contract entered into by <Company or Person A= {hereinafter referred to as “the
Provider”) and <Company or Parson B> (hereinafter referred to as "the Client") on this date,
<Month Mame, Day Mumber, Year>.

The Provider's place of business is <address, city, state, ZIP code> and the Client's place of
business is <address, city, state, ZIP codez,

The Client hereby engages the Provider to provide services described herein under "Scope
and Manner of Services.” The Provider hereby agrees to provide the Client with such services
in exchange for consideration described herein under “Fayment for Services Rendered.”

Scope and Manner of Services

A worksheet is attached [attach a modified bid sheet] reflecting a 13-week instructional
program that will serve a maximum of 50 employees divided among three groups. This work-
sheet shall be referred to as "Exhibit A" and is an integral part of this contract for services.
The purpose of the instruction will be [fill in the instructional goal]. Vanakles are indicated
im italics on the worksheet so that we may adjust them to project costs based on the early
cessation of the program after an evaluation at the midpoint of the project. Either party
may determine that the program is not achieving the desired impact and terminate it after
the evaluation. If that option is exercised, all costs would be calculated based on the level of
participation for the 13 weeks and would be due and payable immediately upon billing.

Provider Responsibilities

«  Assist with the internal marketing and promotion of the program within the organiza-
tion, which will include, but not be limited to, onsite events with the Client's personnel
to help “sell” the concept to employees and encourage them to participate. It is
anticipated this will involve multiple onsite visits as well as assistance in developing
fiyers and/or informational materials. This service is included at no additional cost
ta the Client and is not reflected in the guaotation.

+ Make good-faith efforts to explore the availakility of other grant funds to supplement
or expand the scope of the project. This would not alter the guotation in any way un-
less such funds were actually received and expanded the scope of the project.

Sometimes a client's expectations may be exceeded and they want to expand the scope of
the original agreament before it is completed. In both cases, you would want to renegaotiate
yaur contract or create an addendum.

« Perform a review of organizational documents, forms, handbooks, procedure, tools,
etc., as they pertain to the jobs performed by the program participants.

FROLITERACY'S WOREFLACE LITERACY GUIDE 43



These items would be requested from supervisors and will be reviewed to determine degrees
of difficulty and to provide data for curriculum and lesson planning.

L

Document benchmark data to facilitate the development of curriculum and
subsequent measurement criteria of program progress. This will irvolve onsite time
of approximately 45 minutes per employee (30 minutes of this time will be devoted
to implementing the assessment).

Experience has shown that the 10-15 minutes of conversational time included herein is guite
effactive in building relationships, trust, and confidence within the participants.

L

Client

Prepare customized curriculum throughout the duration of the program.

Report weekly attendance and other data as requested by the Client.

Present cycle end data and performance results.

Place materials and lessons in student binders and provide the Client with a Master Sat.
Provide student binders and miscellaneous classroom supplies.
Responsibilities

Chent's personnal will helg “sell” the concept to employess and encowrage participation.

Client will provide copy services or access to a copier for class handouts. Provider
will give these to the Client a week in advance of when they will be neaded.

Client will provide space for instruction and an informational tour for the instruc-
tional staff prior to the start of the program.

Client will designate a key contact person who will serve as a liaison throughout the
program's duration.

Client will make good-faith efforts to provide an advisory group representing the
diversity of the organization.

Client will make every effort to keep instructional group size ne larger thamn 15.
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The number of actual groups does impact the cost, and this can be finalized when the

employes sign-up period ends. Exhibit A is based on three groups resulting in a total

investment of $15280. Increasing the number of groups would increase the total fee. For

example, having six groups instead of three would double the variable costs. See those
cosks on the Sample Bid Sheet on page 18.

L

Upon determinirdg the actual level of participation, the variable costs may be determined
bazed on Exhibit A and a purchase order or invoice can be issued.

Classes may be cancelled by the Client’s stated representatives due to business
necessities with 24 hours' notice so that instructors can be notified. Additionally,
classes may be cancelled in the event of sewvere weather conditions when schoaols
and ather businesses are typically closed or by mutual agreement between the
Client and the Provider for just cause. Classes cancelled by either party without the
notice described herein will be billed or deducted as appropriate.

Identify for the Provider which holidays are recognized by the Client. There will
be no classes on these holidays.

If the Client deems an instructor unacceptable, the Client will support this assessment with
facts and documented examples. The Provider will replace the instructor immediataly.

The Client will approve the following documented by written exercises and performance
observation by the instructor: [insert the list of specific competencies that will be
addressed in the classes and the level of mastery. Base percentages on your job
amalysis and employer expectations. Be realistic, but understand that each situation
might reguire a different percentage. For example, following a personnel procedure
might reguire 75 percent mastery but a safety procedure would reguire 100 percent
mastery. See examples below.]

— Participants will attend 80 percent of classes in order to be counted as
successfully completing the course.

— A minimum of 75 percent of participants will be able to accurately
complete personnel time off reguest form.

= A minimum of 100 percent of participants will demonstrate ability to
accurately follow safety shutdown procedures.

— Claszes will begin on
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Payment for Services Rendered

Billing for the 13 weoks will be in beo installments, 50 percent due and payvable upon signing
the contract and the remaining 50 percent due at completion. If the project continues Beyond
the 13-week pariod, the Providor will present manthily Billings for the duration of the projoect,

The Client shall pay the Provider for services rendered according to the Payment Schedule
hergin, Should the Client fail to pay the Provider the full amount specified in any invaice
within 30 calendar days of the invoice's dabe, interest of 18 percent per annum shall accrue
from the 31st calendar day following the involcas date,

Applicable Law

This contract shall be governad by the laws of the County of in tha State of
and any applicable Foderal law,

Signatures

In witness of their agreement to the terms above, the partios or thelr authorized agonts
hareby affix their sionatures

Printed name of Client Date

Printed name of Provider Date

FROLITERACY'S WOREFLACE LITERACY GUIDE 46



This is an example of a memorandum of understanding.

MEMORANDUM OF UNDERSTANDING
FOR WORKPLACE OR OMSITE SERVICES

Balween
[Campany]

fund
[Literacy Provider]

[Literacy Provider] will employ an instructor o provide instruction to employeas of [Company].
The agreament is valid from [Date] throwgh [Date]. The parties sgres Do the Tollowing:

The Instructor will prowide an average of one class per week, approsimately one Rour in duration.
The instructor will be a paid [Literacy Provider] employes, and will also receive compensation for
plamning, preparation time, and any additional instrection for either individuals ar groups at
[Company]. The instructor will receive holiday time as noted in the [Literacy Provider ] Policy
mvamual ardor according o the annual calendar of events.

[Company] will have the option [o pay [Literacy Provider] 230000 for each hour of instruction,
planning and preparation provided by the designated instructor as decumented in the payrall
log. [Literacy Provider] will invoioe for the 10 howrs planning and inStruction provided aach
manth. [Company] may choose o provide [Literacy Provider] with & tax deductible charitable
donation in return for these services, [Company] and [Literacy Provider] will have the oplion
o review and renew this contrac

[Campany] will recruil employeas for the classies), provide an appropriate Classroorm §pacs
tor instruction. [Company] will work with [Literacy Provider] and the designated instructor to
plan needed lessons and/or instrectional rubrics to meet the edecational needs of Hhe Emip] oyees
in bermns al improwving whiting, spelling, grammar, “chat™ skills and overall wrilben cormmunicatian
within the framessork of The business,

Printed name of Provider Drate
Payment Charitable Gift based on literacy services to be invoiced monthly
Printed nama of Client Date
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APPENDIX F: WORKPLACE TESTING

The Egual Employment Opportunity Commission (EEOC) has issued guidelines satting
forth methods it deems acceptable for validating tests. Courts have struggled with the con-
cept of validation, and many tests, even well-known standardized tests, have not survived
court challenges.

The purpose of the validation reguirerment is to assure that the test
#« accurately predicts what it claims
= s job related

« does not exclude or disgualify a disproportionate number of protected minorities
Or WoImen

If a test fails to fall under one or more of these requirements, the employer is entitled to
show that its use is justified by "business necessity."

There are three generally recognized methods of test validation.
Criterion ar “Empirical™ Validation

Criterion or "empirical” validation examines the correlation betwean comparative success
on the test and comparative success on some measure of job performance.

There are two types of studies used for criterion validation:

#«  Predictive study—job applicants in a sample group take the test and are selected
without regard to their test scores; later, the employees’ job performances are com-
pared to their test scores.

*  Current study—the test is administered to employvees, and their current job
performances are evaluated against their test scores.

If a job analysis reweals that good job performance requires good vision, hearing, or other
motor dexterity, tests for thase skills can be validated by criterion-related studies.

"Content™ Validation

Content wvalidation occurs when the test closely approximates the tasks to be performed on
the job (e.q., a typing test).

"Construct” Validation

Construct validation examines the significant relationship between the test and the identifi-
cation of some trait required in the job performance.

This type of validation is appropriate for:

* traits more abstract than those subject to criterion-related validation

* traits such as intelligence, mechanical comprehansion, or verbal fluency

«Q—
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APPENDIX G: CUSTOMIZED ASSESSMENT FOR ENGLISH LANGUAGE
STUDENTS IN HOTEL ENVIRONMENT

Skill Areas to Be Evaluated
*  Pronouncing work-related vacabulary
« Reading and understanding work-related words and passages
« Listeming and comprehension
«  ‘Writing
«  Picture dialogs
*  Pronunciation
Pronouncing Work-Related Vocabulary
Prepare the following in advance:
1. acard deck of about 30 hotel vocabulary words

2. anotesheet that lists the same words in the order you will show them to the student
(see example below)
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X. Flip the cards ower one at a time and ask the student to say the words. Explain to
him/her that you do not want the meaning. You just want him/her to say the word
if he/she can. Don't allow more than 10 to 15 seconds per word.

4. If the student responds correctly, make a check mark. If he/she responds incor-
rectly, write the "prablem sound®™ phonetically in the space provided. Mo response
at all should be indicated by "MR.”

Reading and Understanding Work-Related Words and Passages

This activity checks the ability of employees to understand a passage that is based an
wiork-related words. It also checks the employee's background knowledge in this area. As
an educator, you will need to determine whether any problems are due to prablems with
general reading skills or because the employee simply is unfamiliar with this vocabulary.

1. In adwvance, prepare two large cards, each containing a reading passage of two to
three sentences. These passages should be taken from an employes handbook or
some workplace material.

2. Show each card to the student and ask him/her to read it aloud. As he/she reads,
listen for fluency and note any difficulties the student has.

3. After the student finishes each card, check comprehension by doing one of the following:
= Ask three to five questions about the passage (see example below).

= Ask the student to paraphrase or tell yvou what he/she read in his/her own words.

READING CARD #1
The words policy and benefits are used in employee handbooks,

They each talk about information that is necessary for employvees
to wnderstand their relationship with the employer,

You will find the answers to many of your queastions in the
employes handbook,
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Student:

READING CARD #1 ASSESSMENT

Reading Comprehension

Reading: List any words that the student missed:

Fluency: Listen for pacing, accuracy, and expression that could
reflect comprehension of the text. If the employee has a problem,
note whather it appears to be a fluency problem, a word recognition
problem, or a lack of background knowledge related to employee
handbooks, benefits, and policies.

Comprehension: Ask the following questions and write tha
student's response. Note whether or not it is correct.

1.

Who writes the employee handbook?

What is a policy?

What is a benafit?

Can you give an example of a policy?

Can you give an example of a benefit?
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Listening and Comprehension

This activity measures the emplovee's ability to listen to and understand a spoken English
passage that is based on work-related words, It also checks the employes’s background
kriowlodge in this area. Again, vou will reod o determing whether any proBlems are duo
to general listening comprehension skills or because the employvee simply is unfamiliar with
this subpect matbar,

1. Choose another passage from a workplace-related material. (5ee example below.)
2. Read it in normal cadence to the student. Ask him/ her to listen carefully.

3. You may read the passage again, but no more than three times. (Note on your
sheet how many times yvou read it.)

LISTENING ACTIVITY#1
Read the following to the student.

The hotel has developed safety and health rules
for your protection and the protection of the
guests. You are expected to follow these rules,
aobey waming signs, and perform your job in a
safe manner at all times. Failure to follow these
rules may lead to disciplinary action wp to and
including dismissal.

How many times did you hawve to read it to the student?
1 2 X

Ask these guestions. Write the student's answer.

1. What can happen if you don't follow safety rules?

2. Whao is responsible for safety?

3. What does the word dismissal mean?

4. Who makes the safety rules?

*
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Writing

1. Supply the student with a piece of lined paper and ask him/her to write something
about his/her job or family.

2. Aszk him/her to write three to four sentences.
3. Make a note about the quality of the writing and whether it is understandable.

Exarmipla

WRITING ACTIVITY
— (check if applicable) STUDENT DID MOT WRITE AMYTHING.
Student wrote only 1 or 2 sentences or fragments (circle one)
YES MO H/A
Student wrote entirely in English {(circle one}
YES MO H/A
Student wrote in {circle one)

Manuscript Cursive Mixture B,
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Picture Dialogs

1. Select four to six pictures related to the student's job. The ideal would be o take
phaotos at the workplace that would alicit & descriptive response, action pictures
work best, but it is not always easy to get that type of picture, You could also search
onling for specific pictures such as "man slipping and falling,” There are a number
of sources of pictures in the public domain. By using these, you don't have (o be
cancernaed with feas or copyrights

2. Azk the ztudent to describe what he/she seet in each picture.

%Z. Rate the student’s response in each of the following areas on a scale of O to 4

(0 being no response and 4 being the best response). Prompl far acdditional details

Completenass

Used Complete

Picture Conbent Fluency

ol Description Sentencis

Marm liftirg box
incorrectly

Blocked axil

Housekeeper
liftimg mattress

Slip and fall

Pronunciation

Use the following rubwic o assign each student a score based on all responses and dialog
throughowt the assessmont

1 2 3 4 5
Fronunciation PFronunciation is | Pronunciation is | Pronunciation is | Pronunciation
is lacking okay. Mo effort | good. good. is excellant.
and hard to toward a native Strong effort at

understand. Mo
effort toward a
native accent.

accent.

Some effort at
accent, but
is definitely
nom-native.

Good effort at
accent.

accent.
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Summary

Devedop or adapt a scoring rubric (ike below) to compara employeas objectively, Also nota
obher issues that arose during the assessment that might impact your decision of which
emplovess vou will be able to work with or which group inowhich to place tham, Examples
include & probdem with stuttering or impaired vision or hearng,

Mo responde | Unable to Lirmited skills: Moderate skills: | SKilled: can

or knowledge | perform the requires a lot can perform pecomplish

in this area taskis) after af prompting the taskis) the taskis)
prompling and | to attempt with 2ome understandably
reinforcement | the taskis) difficulty and and with
of the concept | with minimal incompletenass | completensss

performance and
completeness

Work-Related
Skill

Vocabulary

Reading

Listening and
Comprehension

Writing

Picture Dialogs

Fronunciation
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APPENDIX H: SAMPLE LESSON PLAN FOR HOTEL HOUSEKEEPING STAFF

Background and Purpose:

In many instances, housekeeping employvees interact more with hotel guests than other
hotel employess. Yet they typically receive the least training in assisting guests. A critical
step in the right direction is to first help them understand other jobs in the hotel and the
primary functions of those jobs—a =sort of “who's who" in the hotel’s arganization chart.
This provides them with information for referring a guest to the appropriate person for help
as well as giving them a sense of how they fit in and why their job is so important.

OBJECTIVES/COMPETEMNCIES: MATERIALS:

= Learn the names and functions * Paper
of primary hotel departments

and/for jobs. *+ Pencil/pen

* Describe jobs and functions in * White board or flip chart/markers

own words. « Job Description Chart

= Learn hu!w to direct guests to e T Mok Dot e s Exdalngy et
appropriate departments.

L i * Card deck of "guest problems"
= Give information.

* Photos of actual hotel employees who

« Ack for clarification. s e

+ Hotel Departments: Crossword Puzzle

Activities

Job Descriptions

It i= important for employees to not only understand their jobs, but to have a sense of
how they fit in the owverall structure. It also provides them with knowledge that may
be useful in directing guests to services or getting help with their jobs.

The Job Description Chart on page 53 contains brief descriptions of typical hotel
departments and related areas of responsibilities. The goal is not memorization, but
comprehension and speech production. Have the students share, in their own words,
wihat they know about the jobs.

Talk about these jobs and ask stedents to provide an example of something or some-
one in any of these departments.

Be sure to provide pronunciation practice since many of these titles and descriptions
may be difficult to pronounce.
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Emsure students are familiar with these jobs, writing them on a flip chart or board as
you discuss them. Have the students write on the board whenever possible. There is
a lot of vocabulary to teach within these descriptions.

You might consider a “field trip™ within the hotel to see where all jobs are located.
Thizs is mot abways possible and management's response to that will wary from

property to property.
Engage all students with dialogs and role plays.

Reinforcement Activities

The matching exercise on page 54 is more appropriate for lower-level students, while
the crossword on page 55 may work for the higher-level students. If students hawve
never dome crasswords, be sure to provide enough direction.

These activities will reinforce their understanding of other hotel jobs.

Card Decks

Model an example of how someons in one departmant might seek the help of some-
one in ancther department {such as a housekeaper calling maintenance to fix a
plumbing problem.

Create a card deck with a guest inquiry/problem on each card (example: My air
conditioner is not working ). Warking in pairs, students will rale-play selecting a card
and telling their partmer about their problem. Role-play this with a student as much
as necessary in front of the whole group before placing the students in pairs.

Try to engage each student, providing as much madeling as necessary. Once again,
help them use complete sentences in their responses. Have students ask and respond
to each other as much as possible.

SAMPLE GUEST STATEMENT: SAMPLE HOUSEKEEPER'S RESPOMSE:

My air comdibionir is not corking, T ol cald pmsindtmsnce bo fix Hoe
&l condib i

SAMPLE GUEST STATEMENT: SAMPLE HOUSEKEEPER'S RESPOMNSE:

Meg Laptop by bean stolen) T woill call securihy for vow.

Evaluation:

Cbserve students as they work in pairs to determine i additional practice is
necessary. Then pair students again by putting high performers with low performess
for additional practice.

*
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Job Description Chart

DEPARTMENT NAME BRIEF DESCRIPTION OF THEIR RESPONSIBILITIES

ACCOUNTING Responsible for controlling all of the money

BANGUET Halps with the maals tor all fenctions in kanguet and meating
MZ0ms

BEVERAGE CI:II'l'El'I:Il‘i all beverage inventory and provides supplies for cockiail
services

CATERING Helps guests plan and deliver tood service For group

corvantions, maatings, and dinners

Responsibe tor all cormmanecation and communicaton equipmeant

COMMUNICATIONS
This incluges phonea, mail, email, and communication in person

Helps guests with information about the hotel and the area/fcity

CONGIERGE outside the hotal

Responsible tor setting up mealing rooms with chairs, tabkes, stages,

CONVENTION SERVICES )
il eguipmeant

Lsually respoansibla for all services connactad with rooms, food, and

DIRECTOR OF OPERATIONS
bevarage. In sxme haotels the Hotal Manager does this too

EMGINEERING OR MAINTENANCE | Responsable for maintaining ard repairing all hotel equipment

FRONT GESK Chiecks all gueest= in and out and takes care of guest mail and messages

GEHERAL MAMAGER Responsible for overall management of the hobel

Hielps guests check in and aut, helps with luggaae, and

GUEST SERVICES
FMEWETE SOMe guast questions

Cleans all guest rocms and puldic areas and halps with oSt and

HOUSEKEERPING
found

Responsibla for hiring staff, training, counseling, and all athar

HUMAM RESOURCES
employves ralations

LALUNDEY Supplies other deparimeants with clean linen and also responsible
for guest walet service and employes UNIfsrms

MAIM KITCHEM Responsible far preparation of food service for the hotel

PURCHASING Buys and receives all merchandise for the hotel

ROOM SERVICE Restaurant “on wheels” serving guests in their rooms

EALES Responsible for egotiating for rooms, banquets, and other items for
group meatings and convantions

CECURITY Responsibla tor the ‘S-EIFE'tj' of guasts, wisitors angd amployeas. Thay
inwestigate problams, emengencies, and criminal activity

STEWARDING Responsible for supplying flatware, dishware, glassware and special

itarmns for all banquel and restaurant departments

STOREROOM OR STOCKROOM Stores and dispenses food and other iterms
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Hotel Jab Descriptions: Matching Exercise

Directions: Draw a ling to connect the job on the left to the correct description on the right

DEPARTMENT NAME BRIEF DESCRIPTION OF THEIR RESPOMNSIBILITIES

Supplies other departrments with clean linem and also

ROCM SERVICE
respansible for guest valet service and employee uniforms

Check all guests in and out and take care of guest mail

HOUSEKEEPIMNG
and messages

LALINDRY Responsible for preparation of food service for the hotel

Helps guests plan and dellver food service for group

GUEST SERWICES
conmventions, meetings, and dinners

Helps guests with infarmation about the hotel and also the area,

FROMT DESK

city cutside the hotel
EMGIMEERING QR Responsible for hiring staff, training, counseling, and all other
MAINTEMANCE employes relabicns
CATERIMNG Rastaurant “on wheeals" serving guests in thair rooms

Cleans all guest rooms and public areas and helps with
CONCIERGE N

lost and found

Helps guests check inand out, helps with luggage, and

HUMAMN RESOURCES
answers some guest questions

MAIM KITCHEM Responsible for maintaining and repairing all hotel equiprmant
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HOTEL DEPARTMENTS CROSSWORD PUZZLE

ACROSS

DOWN

1. Responsible for hiring staff,
training, counseling and all
other employee relations.

2. Helps guests check in and out,
melps with luggage and answers
s0me guest questlons.

3. Responsible for the security of
guesks, visitors and employess.
They Investigate problems,
emergencies, and criminal activity.

F. Responsible for preparation of
rood service Tor the hotel.

10. Responsible hor malmtalning amd
repalring all hotel equipmant.

1. Supplies the other departments
with clean limen and also
responsible for guest valet
service and employee uniforms.

12. Helps guests plan and deliver
food service for group conven-
tions, meetings, and dinners.

4, Helps with the meals for all functions in tha

I:|1'1l!:|IJI'| [lpls |'r||:|".|r|g FLCRLATAN S,

5. Cleans all guest rooms and public areas and
nelps with lost and found.
&6, Responsible for negotiating for  rooms,

banguaets and other items for group meatings

and conventions,

8. Check all guasts in and out and take carge of

guaest mail and messages,

9, Restaurant "on wheels” sServing guests In

PR roars,

12. Respansible for setbting up mesting rooms

with chairs, tables, stages, and egquipmaent,

13. Helps guaests with infarmation about the hotbel

anc also the city area outsicde the hotel,

14, Contrals all of the beverage inventory and

provides supplies for cockball seérvices.



APPENDIX I: SAMPLE LESSON PLAN FOR PERSONAL PROTECTIVE
EQUIPMENT (PPE)

Literacy skills need to be taught in the context of the workplace, so it imperative that literacy
organizations learn about their client’s business. PPE is part of very basic and an important
part of safety in many manufacturing operations. Unfortunately, it is commonly taught by showe-
irg employvees a video and having tham “sign-in" to prove they watched it—with no validation
of their understanding. Sometimes, the video is available in Spanish, but it is rarely available
im ather larguages. Individuals trained in adult education can learn the content and use
appropriate instructional strategies to teach relevant vwocabulary and ensure that employees
master the following conbent.

Purpose:

To understand the importance of Personal Protective Eguipment {(PPE} and to begin to learn
how and when to use PPE.

Objectives:
Upon completion of this topic, students will;
*  Understand their employer's responsibility with regard to PPE at work

= Be familiar with different types of PPE used to protect the eyes, face, head, feet,
hamds, arms, respiratory tract, and hearing

+« Be able to identify hazards that mayrequire the use of personal protective equipment.
Activities:

1. Discuss tasks and hazards that may

require PPE.
MATERIALS:
2. Dewvelop a vocabulary list based on
the discussions. + Safety posters
3. Show examples of PPE and allow students « PPE
to look at, try on, and/or use different forms
of PPE. * PPE vocabulary flash cards

4. Explain who is responsible for paying
for PPE.
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Detail of Activities:
Discuss tasks and hazards that may require PPE.
What are some of the causes of eye injuries?
*  Dust and other flying particles, such as metal shavings or sawdust
*  Molten metal that might splash
* Acids and other caustic liquid chemicals that might splash
*  Blood and other potentially infectious body fluids that might splash, spray, or splatter
* Intense light such as that created by welding and lasers
What are some of the causes of head injuries?
*  Falling objects
*  Bumping head against fiked objects, such as exposed pipes or beams
*  Contact with exposed electrical conductors
What are some of the causes of foot injuries?
*  Heavy objects, such as barrels or toals, that might roll ento or fall on employees” feet
*  Sharp objects, such as nails or spikes, that might pierce parts of ordinary shoes
*  Maolten metal that might splash on feet
*  Hot or wet surfaces
*  Slippery surfaces

What are some of the hand injuries you noed bo guard against?

*  Burns *  Punctures

*  Bruises *  Fractures

*  Abrasions *  Amputations

= Cuts *  Chemical exposures

*
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What are some of the causes of body injuries?

L

Develop a vocabulary list based on the discussions.

Intense heat

Splashes of hot metals and ather hot liguids

Impacts from tools, machinery, and materials

Cuts

Hazardous chemicals

Contact with potentially infectious materials, such as blood

Radiation

Post this list where everyone can see it. Teach the words and give students opportunities to

use them in interactions with each other.

Show examples of PPE and allow students to look at, try on, and/or use different forms of PPE.

L

Eyes: safety glasses, goggles *

L]

Face: face shields

L]

Head: hard hats

L]

Feet: safety shoes

L]

Hands and arms: glowves

Explain who is responsible for paying for PPE.

When PPE is reguired to protect employees, it must
to employees, except for specific items such as:

L

Safety-toe footwear
Prescription safety eyewear

Everyday clothing and weather-related gear

Logging boots

Bodies: vests

Hearing: earplugs, earmuffs, headsets
Cowveralls

Full body suit

Face mask ventilation

be provided by the employer at no cost
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Evaluation:
Check comprehension by asking questions like the following:
*  When is PPE necessary?
= What type of PPE is necessary?
*  How do you properly put on, take off, adjust, and wear PPE?
= What are the limitations of the PPE?
*  How do you take care of and maintain PPE?
*  How long does the PPE last, and how do you dispose of it?
*  Who is responsible for PPE?

Motes:

Safety issues are an important element of any business and ignoring them can
result in injuries, significant loss of productivity, lawsuits, and low morale, Using the
comprehension questions above with dialog, student interaction, and role plays is very
effective in ensuring understanding.
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APPENDIX J: ADDITIONAL RESOURCES
SCANS: What Work Reguires of Schools
wdr.doleta.gov/SCANS 'whatwork,/whatwork.pdf

The Secretary's Commission on Achieving Meces-
sary Skills (SCAMS) examined the demands of the
warkplace and whether today's young people are
capable of meeting those demands. Specifically, the
commission was directed to adwvise the Secretary
of Labor on the level of skills required to enter
employment. This report, released in 2000,
describes the Commission’s iindings.

CASAS Workforce Learning Systems {(WLS)

https:/fcasas.org/product-overviews assessments,
workplace-reading

Woarktorce Learning Systems is a tool that pinpaints the
reading skills employees must have for today's jobs and
tomoarrow's company growth. It includes four levels of
pra- and post-tasts from beginning literacy to adult
secandary level.

ACT WorkKeys

www.act.org/products/workforce-act-workkeys/

ACT WorkKEeys is a job skills assessmeant systerm that
helps employers select, hire, train, develop, and
retain a high-performance workforca. This series
of tests measures foundational and soft skills and
offers specialized assessmeants to target institutional
needs. This system was developed by ACT, which
also offers a Mational Career Readiness Certificate to
paople who completed specihic assessments.

Workplace Basic Skills
workplacebasicskills.com

& free site containing workplace basic skills information,
tools, and advice for employers who want to raise their
emplovess” skill levels, The site is available for historical
purposes only, The information or materials in the ar-
chives such as resources, links, and contact information
have not been updated and may no longer be curment,
Developed by The Conference Board with funding from
the Department of Education.

Workplace Testing Survey
www. amanet.org

This is the Amencan Management Association websibe,
Registration is free and AMA membership is not
required, The AMA offers many kinds of onsite and
online fee-based trainings as well as several free podcasts.

Best Manufacturing Practices
www.bmpcoe.org

The Best Manufacturing Practices (BMP) Program
operates out of the BMP Center of Excellence, a
partnership among the Department of Commerce,
the University of Maryland, and volunteer members
of the WS, Industrial Base. The (BMP) Program was
created in 1985 to help businesses identify, research,
and promote exceptional manufacturing practices,
methods, and procedures. The site provides helpful
industry information,
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American Society for Training & Development (ASTD)
www.astd.nrg

ASTD is the world's largest association dedicated
to the training and development profession. ASTD
provides resources for training and developmeant
professionals, educatars, and students—research,
analysis, benchmarking, enline information, books,
and other publications. Members work in organi-
zations of all sizes, in governmant, as independant
consultants, and suppliers. Membership is required
to access many of the resources or get a discount,
but thera are some interesting=—and frea=blogs
listed under the Publications tab.

Manufacturing Skills Standards Council (M55C)
WWW.MssSCusa.org

The Manufacturing Skill Standards Council (M550,
a 50WcHE nonproht, is an industry-led, training, assess-
ment, and certification system focused on the core
skills and knowledge needed by front-line production
and material handling workears, It offers both antry-
level and incumbent workers the oppartunity to dame-
onstrate that they have acguired selected skills nead-
ed in the technology-intensive jobs of the 21st cantury.
ME5C offars bwa certifications for this workforca,

Tests of Adult Basic Education Work-Related
Foundation SKills (TABE-WF)

http:fetb.com/fetb.com/contral/childModesViewActio
n?categoryld=1132&8adjBrd=Y

TABE-WF measures foundation skills in reading,
mathamatics, language. TABE-WF provides
comprehensive assessments that halp employers,

and

educators, and training professionals plan effective
occupational educational programs.

Workforce Magazine
www.workforce.com

Woarktorce is a multimedia publication that provides
articles of interest to senior-level human resocurces
and other exacutives. The site also contains frae blogs
and currant news articles.

Food Safety Training and Education Alliance
www.foodsafetysite.com /foodservice/links/

Created by the Clamson University (SC) Food Safety
EducaticonProgram, thissiteincludeslinks toresources
for people doing training for employess working in
the food service industry.

American Hotel & Lodging Educational Institute
wiww.ahlei.org

This site from the Educational Institute offers
training and certification for people working in the

haospitality industry.

British Council
esol.britishcouncil.o rg

This site contains free resources to help psople
improwvea their English for their job and other purposes.

Career-Life-Work

decoda.ca/read-all-about-lit/workplace-wednes-
day-career-life-work,/

Resources from MWT Literacy Council and shared
through Decoda Literacy Solutions link literacy,
business, industry, and tha workplace. Resaurces in-
clude four instructor manuals and siz accompanying
workbooks.
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