Goodwill Industries of San Joaquin Valley, Inc.


Office Technology Skills Training Course

Course Description

The Office Technology Skills Training course prepares entry-level job seekers to work in the office clerk, receptionist, file clerk, administrative assistant, and secretary fields.  Participants will be certified in Microsoft Word and Excel, Typing 45wpm or higher, 10key 120kpm or higher, Customer Service, Telephone Etiquette, Association of Records Managers and Administrators (ARMA) Filing Rules, the operation of business machines. The certification includes refining employee soft skills in the area of professional conduct, punctuality, getting along with others, and how to communicate clearly and appropriately.  Upon completion, Participants will be able to successfully compete in their local job market.
Course Length:

The Office Technology Skills Training Course is a sixteen (16) week, 320-hour, self-paced study course.  Course instruction is facilitated at Goodwill Store locations in San Joaquin and Fresno counties.   

Class sessions are held:

· Stockton:  Monday through Friday,     from 
7:30am-11:30am and 12:30pm-4:30pm.  

· Fresno:     Monday through Friday,    from 
8:00am-12:00pm and   1:00pm-5:00pm.

· Modesto:  Monday through Friday,    from 
8:00am-12:00pm and 12:30pm-4:30pm.

Minimum Requirements:

Goodwill Industries and the Career Services Department of Goodwill Industries establish general admission criteria.  There are no additional admission requirements beyond the general admission criteria for the Office Technology Skills Training Course.

Course Goals:

The goal of the program is to prepare participants to secure entry-level employment in Office Technology skills as:

Secretary
OES Code
55108

Data entry clerk 
OES Code
55338

General Office clerk
OES Code
55347

Receptionist
OES Code
55305

The participant shall select an occupational goal before the end of the course.

Course Dates: 

Curriculum last revised March 2002.

The Business Advisory Committee last approved the curriculum in Fall 2008.
Course Outline:

A. Career Preparation

· Participants will understand how personal skill development affects their employability.  They will exhibit positive attitudes, self-confidence, honesty, perseverance, self-discipline and personal hygiene.  They will manage time and balance priorities as well as demonstrate a capacity for lifelong learning.

· Participants will understand key concepts in group dynamics, conflict resolution, and negotiation.  They will work cooperatively, share responsibilities, accept supervision, and assume leadership roles.  They will demonstrate cooperative working relationships across gender and cultural groups.

· Participants will exhibit critical thinking skills, logical reasoning, and problem solving.  They will apply numerical estimation, measurement, and calculation, as appropriate.  They will recognize problem situations; identify, locate and organize needed information or data; and propose, evaluate, and select from alternative solutions.

· Participants will understand principles of effective communication.  They will communicate both orally and in writing. They will listen attentively and follow instructions, requesting clarification or additional information as needed.

· Participants will understand occupational safety issues including the avoidance of physical hazards in the work environment.  They will operate equipment safely as not to endanger themselves or others.  They will demonstrate proper handling of hazardous materials.

· Participants will understand career paths and strategies for obtaining employment within their chosen fields.  They will assume responsibility for professional growth.  They will understand and promote the role of their field within a productive society, including the purposes of professional organizations.

· Participants will understand and adapt to changing technology by identifying, learning, and applying new skills to improve job performance.  They will effectively employ technologies relevant to their fields.

· Participants will understand complex inter-relationships of systems.

· Participants will understand systems – know how social, organizational, and technological systems work and operate effectively with them.
· Participants will monitor and correct performance – distinguish trends, predict impacts on system operations, diagnose systems’ performance and correct malfunctions.
· Participants will improve or design systems – suggest modifications to existing systems and develop new or alternative systems to improve performance.
· Participants will understand all aspects of the industry including: planning, management, and finance; technical and production skills; underlying principles of technology; labor, community, health, and environmental issues.
B. Content Area Skills

In order to achieve the course outcome, the following competencies must be established:

· Learn basic word processing using Microsoft Word 2000 software.

· Learn basic spreadsheet skills using Microsoft Excel 2000 software.

· Learn touch-typing.

· Learn 10-Key Data Entry by touch

· Learn office alphabetical and/or numeric filing systems.

· Improve Basic English skills including spelling, sentence structure, punctuation and capitalization.

· Learn how to produce business forms including letters, envelopes, and memos. 

· Learn to use office equipment including duplicating machine and 10-key adding machine by touch, and facsimile (fax).

· Learn office communication skills including telephone techniques and etiquette, interpersonal communication and nonverbal communication.

· Learn personal management skills including time and stress management, and successful work attitudes.

· Improve basic math skills.

· Learn to use reference books, manuals and other business resources.

· Learn basic telemarketing skills.

· Learn basic receptionist skills.

C. Expected Participant Proficiencies

The goal of the course is to prepare participants to secure entry-level employment in the office clerk/receptionist field.  The participants will 

· Learn to operate computer, business machines

· Learn intermediate to advance levels of knowledge in Microsoft Word and Excel

· Learn touch-typing and 10key skills at speed and accuracies in order to be competitive for job placement
· Learn receptionist skills involving customer service, filing, telephone etiquette, business letter writing, and business math
D. Methods of Instruction:

A variety of instructional methods are used to accomplish each set of course objectives.  Those methods are determined by the instructor and based on the level of proficiency and the needs of individual participants.  Methods include:

· Individual Training/Tutoring

· Media: Video Tapes / DVD and PowerPoint

· Positive Reinforcement

· Verbal Prompting

· Modeling

· Demonstrations

· Skills Training

· Self-Paced Interactive Instructional Components

Job Related Behaviors

Participants will be expected to maintain or develop the following positive work-related behaviors during the training:

Maintain a Professional Appearance
The participant is expected to dress in a manner that is generally accepted in the work environment for which the participant is being trained.  Refer to individual programs for specific dress requirements.  The following are generally not acceptable: jeans, shorts, sandals, T-shirts, faddish clothing including spandex or stirrup pants, sun dresses, crop tops, imprinted T-shirts and similar casual attire.  Revealing clothing of any kind is not permissible.  Clothing must be clean, neat and wrinkle-free.  Fridays are “casual dress” days as determined by the Instructor.

Practice General Hygiene Skills
The participant is expected to be clean and free from offensive odor.  They should maintain a neat appearance throughout the day.  Hair must be free of dirt and odor.  Clothes must be clean and not excessively worn.

Participate Cooperatively with Others
The participant is expected to offer assistance to classmates and request assistance from classmates when needed.  The participant will be expected to be considerate in requesting assistance, as classmates may be involved in projects that require concentration.  General work patterns and behavior should not disturb others.

Request Assistance from Supervisor/Instructor When Needed
The participant should use problem-solving skills before requesting assistance from the supervisor/instructor.  However, time, energy and resources should not be wasted if assistance is needed.  The participant is expected to recognize how and when to ask for assistance.

Accept Direction Regarding Behavior or Performance
The participant is expected to correct errors as indicated by the supervisor/instructor without defensiveness.  The participant is expected to listen to the supervisor/instructor and accept responsibility for his/her behavior.

Work Without Being Distracted by External Factors
The participant is expected to put aside daily life stresses and control emotions in order to concentrate on the training tasks.

Maintain Professional Communication
The participant is expected to speak in a tone and volume that is consistent with respectful, courteous communication.  Profanity is not acceptable.

Attend Regularly and Promptly
The participant is expected to report for training as scheduled and on time; they are expected to return from breaks at designated times and to be ready to resume the training process.  If unable to report due to illness, or in the event of an emergency, the instructor must be notified thirty (30) minutes prior to the scheduled arrival time.  If the participant is absent for more than three (3) consecutive days of training, a signed release form from the attending physician must be submitted stating the reason for the absence.  Participants will be expected to schedule medical, dental and personal appointments before or after designated training hours.

Work at a Consistent Pace
The participant is expected to use initiative to ensure productivity is at a maximum; they are expected to plan ahead and not waste time.

Conform to Classroom Rules
The participant is expected to honor the classroom rules at all times.  The use of profanity, inappropriate remarks, unexcused absences, deceit of any kind, stealing or inappropriate expression of emotions is prohibited.  Use of these behaviors can lead to oral and written warnings and to dismissal from the course.

Practice Safe Work Habits
The participant is expected to understand and practice appropriate safety techniques.

Adjust to Changes in Work Assignments
The participant is expected to be flexible and accept change without complaint.

Transfer Knowledge and Skill to Different Work Situations
The participant is expected to demonstrate the ability to apply previously obtained knowledge and skills to different situations.

Perform Tasks Unsupervised after Initial Instruction
The participant is expected to listen when instructions are given, ask questions for clarification, and demonstrate the ability to apply verbal and written instructions.

Work in an Organized Manner
The participant is expected to keep their work area free of clutter and able to locate assignments quickly when requested.  The work area must be clean at the end of each day.

ACADEMIC PROGRESS AND EVALUATION
It is expected that participants give their best efforts each day to accomplish the goals they have set for themselves at the start of training.  In order to assure progress, supervisors, specialists, and instructors evaluate participants regularly and review results on an individual basis.

Satisfactory Progress:

Performance evaluations and written tests are used to measure attainment of specific objectives throughout training.  Performance is measured by the instructor, specialist and/or participant’s own evaluation of specific completed projects assigned to the participant. Ratings are based on quality of work and the amount of time it took to complete the project.  Written tests supplement the performance evaluation to determine retention of knowledge and skill attainment.  Progress is deemed satisfactory if the participant can achieve and maintain at an average level of performance, as defined below.

Performance Standards:

Performance standards are based on individual progress evaluations.  Evaluations are completed at the beginning of the course and a written performance evaluation is completed every thirty (30) days.  The evaluations are completed as a joint effort between the instructor, participant and case manager.  The following is the standard measurement to determine progress:

· Learn basic word processing using Microsoft Word 2000 software.

· Learn basic spreadsheet skills using Microsoft Excel 2000 software.

· Learn touch typing.

· Learn 10-Key Data Entry by touch

· Learn office alphabetical and/or numeric filing systems.

· Improve basic English skills including spelling, sentence structure, punctuation and capitalization.

· Learn how to produce business forms including letters, envelopes, and memos. 

· Learn to use office equipment including duplicating machine and 10-key adding machine by touch, and facsimile (fax).

· Learn office communication skills including telephone techniques and etiquette, interpersonal communication and nonverbal communication.

· Learn personal management skills including time and stress management, and successful work attitudes.

· Improve basic math skills.

· Learn to use reference books, manuals and other business resources.

· Learn basic telemarketing skills.

· Learn basic receptionist skills.

Participants will be rated on the progress evaluations on a pass/fail basis for each competency.
Grading/Rating Policy
Instructors and Supervisors meet with their participants once a month to review evaluations.  In addition to skill achievement, work habits and attitudes are also discussed at that time.  Instructors use the following grading/rating standards:

Superior:  The participant must be able to work at a highly competitive level.  Requirements to meet this standard are:

· Ability to work independently for 8+ hours;

· Participation in all training sessions, class discussions, and tasks;

· Maximum employability level works in all program-specific competency areas;

· Task completion with 91-100% accuracy;

· Excellent attendance;

· Successful completion of all assigned tasks;

· Appropriate verbal and non-verbal communication with the instructor, other participants, and staff;

· Dress appropriately for training;

· Satisfactory general hygiene skills.

Above Average: The participant must be able to work within a competitive range, Requirements to meet this standard are:

· Ability to work independently for 8 hours;

· Participation in all training sessions, class discussions, and tasks;

· Minimum employability level works in all program-specific competency areas;

· Task completion with 81-90% accuracy;

· Satisfactory attendance;

· Successful completion of all tasks;

· Appropriate verbal and non-verbal communication with the instructor, other participants, and staff;

· Dress appropriately for training;

· Satisfactory general hygiene skills.

Average:  The participant must be marginally employable within this range.  Requirements to meet this standard are:

· Ability to work independently for 4-6 hours;

· Participation in all training sessions, class discussions and tasks;

· Minimum employability levels work in at least 70% of program-specific competency areas;

· Task completion with 71-80% accuracy;

· Satisfactory attendance;

· Successful completion of all assigned tasks;

· Appropriate verbal and non-verbal communication with instructor, other participants, and staff;

· Dress appropriately for training;

· Satisfactory general hygiene skills.

Below Average:  The participant needs some improvement to be brought to an employable level.  The criteria are:

· Unable to work independently

· Does not participate in class discussions or training sessions

· Below employability level work in any of the program-specific competency areas;

· Failure to complete or understand basic work-related concepts

· Unsatisfactory attendance.

· Completion of less than 70% of assigned tasks.

· Inappropriate attire during 40% of training.

· Unsatisfactory general hygiene skills.

Requirements for Course Completion:
The following are the minimum requirements needed to complete the course and the methods to be used to assess achievement:

	Requirement
	Method of Assessment

	1) Participant must develop and succeed in their program plan.
	1) Achieve 70% of program goals established in the Individual Program Planning process.



	2) Participants must participate in all training modules.


	2) Maintain a 91% or higher attendance rating throughout the training program.

	3) Participant must show positive job related behavior.
	3) Obtain or maintain at least an average rating in 11 out of 15 job related behaviors as follows:


Career Development:

There are no licenses or certificates required to obtain employment in the areas indicated in the course goal; however, Goodwill Industries routinely encourages participants to recognize and pursue life-long education as it applies to individual occupational and personal goals.

Training Extension:
Participants who have demonstrated continued progress toward achieving the goals outlined in the Individual Program Plan and where applicable, the Ancillary Services Plan, and have maintained a 91% attendance rating may request a training extension. If the extension is granted, training will be extended in thirty (30) day increments.

To request an extension, the participant must obtain a Participant Request for Training Program Extension Form from their Supervisor/Instructor.  A completed form must be returned to the Instructor no later than thirty (30) days prior to the participant’s scheduled completion date.  A decision will be made within ten (10) working days from the date of the request.

Document of Completion:
Upon graduation from an occupational skills training program the participant shall receive a Certificate of Completion stating that the participant has successfully completed the specified course of instruction.
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