
CCaannaaddaaWWoorrkkss

Judith Bond
Grace Nicholson



CanadaWorks
2nd edition

Judith Bond

Activity Writer
Grace Nicholson

Editor and Project Co-ordinator
Marni Johnson

Layout & Design Judith Bond
Illustrations from Microsoft Clipart and Business Clips @ Afrocentric Software Corp.

The writers and project co-ordinator wish to thank Citizenship Immigration
Canada for funding this project

Project Sponsored by the Toronto District School Board

Workplace Training & Services Inc.
www.trainingforwork.com

mjwts@rogers.com



The writers and editor wish to thank the following adult
educators who participated in focus groups for CanadaWorks.

Their insights helped to shape this project.

Mary Hall Workplace Trainer, Workplace
Training & Services Inc.

Brian Nicholson LBS Officer, Toronto District School Board
Trudy Kennell Curriculum Developer and Editor

Centre AlphaPlus Centre
George Kapetaneas Metro Labour Education Centre
Mary Ellen Duncan Instructor, ESL for the Medical
                  Profession
Antonella Valeo Program Consultant, Toronto Catholic
 District School Board
Cheryl Richman LINC Instructor
Barbara Corneil Workplace Trainer , Workplace Training &

Services

Special thanks to the LINC Pilot instructors

Clara Manduca – Peel Adult Learning Centre
Linda Schwebke – Ottawa Carleton District SB
Clive Randewich – Flemingdon Mall (TDSB) LINC
Rose Caruso – Kenton Learning Centre
Sue Ewans – Thames Valley Board of Education



CanadaWorks  WTS Workplace Training and Services

Contents
Introduction

Unit 1

Unit 2

What Makes CanadaWorks Work? i
Our Beliefs About Adult Education ii
The Two-Step Shuffle iii
Making Connections iv
How the Topics Were Chosen v
Letter to Instructors vii
To the Learner viii
Skills Mapping ix
Integrating CanadaWorks xi
Evaluating and Using the Internet xii

Working In Canada
q Where the Work Is 1

• Instructor Notes 8
• Demonstration Activity 10

q Getting On The Path 14
• Instructor Notes 24
• Demonstration Activity 26

q Skills…What Are They? 28
• Instructor Notes 35
• Demonstration Activity 37

Organizational Culture
q What is Culture? 40

• Instructor Notes 50
• Demonstration Activity 52



CanadaWorks  WTS Workplace Training and Services

Unit 3

Unit 4

Unit 5

Working By the Rules
q Workplace Rules 57

• Instructor Notes 65
• Demonstration Activity 67

q The Canadian Reality 70
• Instructor Notes 79
• Demonstration Activity 81

q Health and Safety 83
• Instructor Notes 94
• Demonstration Activity 96

Policies and Procedures
q Policies and Procedures 98
q Unions and the Collective 114

Agreement
• Instructor Notes 120
• Demonstration Activity 122

Workplace Processes
q The Quality Process 125

• Instructor Notes 130
• Demonstration Activity 132

q Customer Service 139
• Instructor Notes 143
• Demonstration Activity 145

q Continuous Improvement 146
• Instructor Notes 150
• Demonstration Activity 152

q Seven Tools and Methods of
   Continuous Improvement 154



CanadaWorks  WTS Workplace Training and Services

Unit 6

q Teams 155
• Instructor Notes 157
• Demonstration Activity 159

q ISO 9000 161
• Instructor Notes 165
• Demonstration Activity 167

q Just in Time 168
• Instructor Notes 172
• Demonstration Activity 174

q Glossary of Terms 175

Computers Etc.
q Business Tools 179

• Instructor Notes 197
• Demonstration Activity 199

Resources

q Bibliography
q Webliography
q Videos
q Newsletters



CanadaWorks WTS Workplace Training and Services
i

This is not a curriculum. It is a classroom resource that can be
integrated into the curriculum you have developed for your learners
based on an assessment of their needs. It is also not focused on job
search but it is focused on employability skills and knowledge.
CanadaWorks will help the learner focus on experiences that come
after getting a job.

CanadaWorks is referenced to the Canadian Language Benchmarks and
the LINC Curriculum Guidelines, which were developed by the Toronto
Catholic District School Board.

A separate workbook called Through the Looking Glass has been
written for learners to use and it supports the information and
activities in CanadaWorks.

What Makes CanadaWorks Work?

The information and activities are based on what we have learned over
our total of twenty-five  years as workplace trainers. We have taught
language classes in a variety of sectors and at all competency levels.

The workers in our classes had attended LINC and other ESL
programs. Their job search skills got them into an organization, but
they were faced with a new workplace language, a new culture, new
rules and expectations; a workplace very different from their previous
experiences.

CanadaWorks helps learners increase the likelihood of successful
employment.
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Our Beliefs About Adult Education

1. Adult Learners learn best in a functional context.

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

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

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

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

Language tasks related to employment are now key to language
training curriculum. Job Search is only one part of this process.

Newer to the mix is the focus on employability skills. These are the
skills needed to keep a job and thrive in a workplace. For instructors, it
means doing what we call The Two-step Shuffle. In a constantly
changing learning environment, instructor/trainers need to stay two
steps ahead of the learners!

When we begin to add an employability context (as opposed to a job
search context) to our curriculum, we become very good at the two-
step shuffle.

CanadaWorks was written to help instructors increase their content
knowledge as well as to provide key information and practice for
learners directly related to a workplace context. We expect an
instructor will carefully read a unit before presenting it. There is a
Resource section with additional sources for the instructor. Each
activity is designed for LINC 4 but we have suggested additions that
move it to a LINC 5. The activities are samples only and are by no
means exhaustive.
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Instructor and learner styles as well as on-going needs assessments
will suggest many more types of activities that can be developed to
meet class needs.

e.g.,
Text could be used in activities such as:
q question & answer
q cloze
q integrating computer skills
q vocabulary activities
q synthesizing and summarizing
q note-taking
q presentation

Graphics could be used to discuss:
q socio-cultural meaning
q communication methods other than oral language

Making Connections

LINC 4 & 5 Curriculum Guidelines
We carefully examined the LINC 4 & 5 Curriculum Guidelines to ensure
that
q we were not repeating work already done
q we were paralleling topics and skills as closely as possible

We encourage instructors to refer to the document at relevant points
in CanadaWorks.  The document can be accessed at http://alphaplus.ca
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Canadian Language Benchmarks 2000
Related Benchmarks are attached to each activity. As you adapt and
add to the suggested activities, the focus shifts to other benchmarks.
These are a guide only as are the LINC Curriculum Guidelines. Access
the guide through the Centre for Canadian Language Benchmarks.
www.language.ca

How the Topics Were Chosen

As we mentioned earlier, some topics parallel the LINC Guidelines. The
content differs in focus, not language skills. For example, in the section
on customer service, the curriculum document looks at returns and
complaints. While this is important consumer information, it needed to
be expanded to a broader understanding of how customer service
works from within as well as externally. CanadaWorks tries to do this.
Quality and Standards, the two big words in all sectors (including
education) are firmly entrenched in customer service.

Survey
We surveyed a variety of stakeholders as step one. These stakeholders
included LINC instructors, ESL instructors, workplace trainers,
learners in classes not yet working and learners now working,
owners/managers of companies and human resource personnel.

Focus Groups
Eight stakeholders were asked to be part of a focus group. All were
experienced ESL instructors. Some were LINC 4/5, some community
ESL and most had sectoral-specific experience (e.g., health care ESL)
and one was from a labour organization involved in ESL.

Research
The following sources were also researched and CanadaWorks delivers
information or practice on most of the skill areas defined in each.

Essential Skills Profiles: Human Resource Development Canada
Essential Skills: Conference Board of Canada
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Foundation Skills: Canadian Unions
Basic Skills: SCANS (Secretary's Commission on Achieving Necessary
Skills) U.S.

Note: some skills may not seem directly related to language skills, but
if you break each skill down there is a direct correlation to language
competency.

Experience
I have years of experience training in a variety of sectors as does my
co-writer.  We have watched downsizing, re-engineering, paradigm
shifts, new technologies introduced, employment equity; the list goes
on….

We have worked directly with learners in the workplace, and with their
help have identified the common tasks (with related language
competencies) that help ensure their employability in their
organization (or another organization.) This experience forms the core
of CanadaWorks.

Standardized Test
We acknowledged the competency areas being assessed in Working –
Assessing Skills, Habits, and Style, a standardized assessment
instrument available through Laubach Literacy.

Judith Bond
Writer
CanadaWorks
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Letter to Instructors

As an instructor, you are a worker for your organization, which in turn
is part of a particular sector. What CanadaWorks asks you to do is
transfer what you know and experience in one setting to a broader
understanding of the modern Canadian workplace.

There is a perception that only people who plan to open their own
business or manage/supervise others need the skills and information
highlighted in CanadaWorks. As workplace educators, the writers work
with people who were successful in their job search, but who were at a
disadvantage when faced with the language demands of their new job.

They may have successfully completed LINC 4 or 5, but have gaps in
knowledge, skills and the practice of actual workplace related language
and related tasks.

To get a sense of the complexity of skills needed in what is still seen
as an entry-level position, we have included a skills mapping of a
grocery store cashier. (page x)

We have included a letter to your learners that can help explain the
content they will be working with in this document.
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To The Learner

CanadaWorks was written in support of your search for employment. It
is not a job search course. It will give you a picture of what a
workplace might look like:

q the structure
q the culture
q rules
q sector information
q legislation

CanadaWorks will help you look beyond finding a job. It will help you
focus on your employability skills. We hope the language and skills you
learn, practise and demonstrate help you in successfully performing
your job.

You may ask yourself  "What does ISO 9000 have to do with finding a
job?"

q If you see the sign on the building, you can ask questions in your
interview.

q If you see 9001 you know that the company designs some of its
services or products.

q If you are aware of ISO 9000, it means that the company may
have to spend less on training you on-the-job.

q If a company is an ISO 9000 registered company, you know that
they have documented policies, procedures and ways of doing
business. You can get an idea of how this company does business.
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Skills Mapping

When we follow good practice and conduct a comprehensive needs
assessment, we learn about the goals and aspirations of the people in
our classes. Some goals may be similar, some not. Generally,
employment tends to be a common goal. As instructors, we are often
very familiar with job search material and feel comfortable teaching it.
Sometimes we may feel uncomfortable teaching material based on
information that is less familiar or brand new to us. CanadaWorks will
hopefully fill a gap for both you and your learners as it focuses on
employability skills.

If you have learners wanting to enter the same job sector in similar
positions, you and the learners can share all steps in the search to find
the knowledge and skills required to be successful when they reach
their goal. If, more likely, you have learners with very different goals
and employment paths, the task becomes more difficult.

We are going to share with you a technique that is part of our planning
process. It has been our experience that learners often don't know the
language skills and levels needed for jobs they are doing or plan to do.
If we ask a learner in a workplace class how much writing they do on
the job, the answer is often "None". However, the job task analysis we
do before developing a curriculum suggests that this is not true. So we
set an assignment. Each learner is given a chart to document the times
they use a pen, pencil, keyboard or other tool that generates
information (e.g., a bar code scanner) This is also used to identify
reading, listening and speaking patterns. The next page shows the
information and skills needed in a common entry level position.
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Cashier: Grocery or Convenience Store*

Documents Customer
Service

Equipment
Related

Financial General
Practice

Sector-
specific

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

Oconventional
greetings

Ogive bad
news (Debit
Card not
approved)

Oexplain
customer
complaint

&customer
service
policies

!document
complaints
returns

! use a
keyboard and
other point of
sale equipment

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

O use a
telephone or
intercom

 Olisten to
instructions

&money, bill
amounts

!cash
deposits,
reconciliation

&memos,
minutes,
policies and
procedures,
pay slips

!pay sheet or
time card,
benefit forms

Oparticipate
in team
meetings,
negotiate,
persuade, ask
for
information,
clarification

!noting daily
specials

&rules for
handling food

&computer
screens/
special
software

&exchange
rate

• This is by no means an exhaustive list of skills, but it can get the
learner on track. See the Essential Skills Profiles at

http://www15.hrdc-drhc.gc.ca/
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Integrating CanadaWorks

Each unit explores a different area of the Canadian Workplace. Some
units have a single theme, others are sub-divided into related topics.

Each topic includes a sample activity with comprehensive instructor
notes. The related benchmarks are also clearly described.

The sample activity could be used as a demonstration task, a showcase
for the learning that has occurred.

Your needs assessment will help you and your learners decide which
information is relevant to their personal employment goals.

Words from the field:

Organizational Culture: The students had a great time doing the
materials. They felt that all the activities were very relevant and up-to-
date.

Working By the Rules: There was a wealth of information in this
package. Thank you! My students enjoy group work so I organized the
material in stations. Students received a task sheet with 10 activities to
complete. Students had two weeks to complete all ten stations. I then
looked over their notes and had a classroom discussion with all the
feedback students gave regarding the stations. The students really learned
a lot about Canada's workplace policies and laws pertaining to
employers and employees.

Workplace Tools for Doing Business: It definitely gave me great ideas to
implement into my course outline…it reinforced and added new insight
into existing curriculum…
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Evaluating and Integrating the Internet into
Classrooms

The Future is Now.

Does this sound familiar? We do our learners a disservice when we
don't work towards increasing their access to information using
available technology.

There are of course barriers: no on-site computers, no Internet hook-
up, personal fear or an instructor who is computer illiterate to name a
few. We acknowledge the barriers but ask instructors to think outside
the box. Your local libraries are now connected, there are cyber cafes,
or ask friends and family for ideas. If computer skills are now listed as
basic or foundational skills, that means these are as necessary for us
as educators as they are for learners.

Asking the Right Questions
We have included web site addresses in the body of CanadaWorks as
well as in the Resource section. That does not mean that you look at
them for the first time with your learners. It's like showing a video in
a class, or using an article or book. As instructors, we become very
familiar with the content before introducing it to the learners. We
decide on how to integrate it into our themes and topics. We develop
activities to enhance the learning. We develop strategies to check that
learning has occurred. It's the same with the Internet. Learners need
to acquire skills in media literacy, critical thinking and evaluation so
that they can fully participate in a discussion.

Why are we using a site?
• Do we know who wrote it and maybe why? (affiliations, memberships)
• Do you know the point of view or bias? Is it relevant?
• Is the information reliable?
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• Is it sourced? Can you reach the author or web master?
• Is the reading level appropriate for your learners?
• Does the content match your learning objectives?
• Did you check for stereotypes or cultural bias?
• Is the information current? Is it up-dated regularly?
• Can you download quickly?
• Is the page easy to read or messy?

These are the same types of questions we constantly ask ourselves
about any material we use in the classroom. It may not be on a
conscious level with experienced instructors, but we think it is one skill
that all excellent instructors use.

Two important pieces of information:
• The Internet is a living entity, constantly shifting and changing. The

addresses in CanadaWorks are current on publication.  If an address
cannot be found there are two ways of searching for it. If it is a
long address try only the first part. Sometimes a home page can give
you access to the information or site you are seeking. The other
method is to use a search engine. Our favorites include:

• www.altavista.com   There is a Canadian specific site as well
• www.excite.com
• http://www.google.ca/ This is the Canadian URL and very good

• The information you download may be copyright protected. There
are usually statements of use. Or go to The Copyright Website for
information on educational and scholarly use.

• www.benedict.com/contents.htm
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A Word About Through the Looking Glass

A learner workbook was written to be used with CanadaWorks. The
language and constructs are written to meet LINC 5 requirements and
the context parallels CanadaWorks. The content is challenging for
LINC 4 and 5.

While we encourage self-directed learning for LINC 5, we ask that
instructors introduce lessons around the vocabulary before asking
learners to complete an assignment.

LINC 4 classes will need to use the workbook within the classroom and
within their groups. The instructor support should be more intense and
directed.


