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Policies and Procedures

Policies and procedures are unique to each company. They are the
internal rules and processes that an organization follows. Some
companies have a lot of policies and procedures, some companies have
very few. In some companies these are not even written down!

When you start a new job, you may be given something called an
Employee Handbook or Manual. This book outlines company procedures
for employees. Sometimes the book is very thick and sometimes it is
just a few sheets of paper. Not all companies give employees this
information.

Reflection

Is it a good thing for a company to write down what it expects from its
employees? Why or why not?

What is included in an Employee Handbook?
The content will differ from organization to organization but the
following lists the most common areas:

1. Welcome Letter
2. History of the Organization
3. Organizational Chart
4. Company Policy
5. Benefits
6. Conditions of Employment
7. Employee Rules and Regulations
8. Fire, Safety and Security

The first two items will be very different in every company. The rest
of the items may be different in language, expectations and
consequences, but there are common categories sector to sector,
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company to company. The content of Employee Handbooks may contain
information about legislated rules, but most concentrate on internal,
staff related items.

A second handbook may also be given to a new employee. In a unionized
company, employees get a copy of their collective agreement. This is a
legal and binding contract between employees and management for a
specific period of time. It is regularly renegotiated.

Organizational Chart

This can be a drawing of lines and boxes that shows the levels of
responsibility in the organization or it can be a description of individual
departments.

    XYZ Company

XYZ Hotel
Rooms Division
Food and Beverage Division
Conference Department
Purchasing Department
Accounting Department
Engineering Department
Personnel and Training Department
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Each of the two divisions might also have several departments. In the
Food and Beverage Division there is probably a Food Production
Department, Catering, Banquet, Room Service, café, restaurant, bar,
lounge  or coffee shop. In the Rooms Division there would probably be
the Front Office, the Communications Centre (for calls and
reservations), Guest Services, Housekeeping, Laundry and Security.

What would an organizational chart look like? Can you guess what kind
of jobs you would find in each of these departments? They would also
go on the organizational chart (e.g., in a bar there would be a manager,
bartenders, and servers). There would probably also be a day shift and
a night shift.

What about other places we work? What might those look like? How
would they be described? Choose a type of business or service.
Brainstorm the divisions, departments and the related jobs that might
be found in the organization. You might choose:
q a bank
q a school, college or university
q public service
q the military
q a grocery store
q another type of retail operation
q a hospital
q a factory
q your choice

It is surprising the number of
different types of jobs that are
available in each organization!
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Company Policy

Areas often discussed under this heading include:

Policy I think this means:
promotion from within

open door policy

employment records

employee training

communications

termination

grievance procedure

resignation

Work with a group or a partner and fill in the column "I think this
means… ". Compare your answers with others in the class. Then choose
one area and write a policy you would like to see in the Handbook of the
company you will work in. Present your idea to the rest of the class and
explain how and why you made your selection.
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Promotion from within
Many companies have a policy of promoting from within. This means
that they will post a job first internally. Employees have the first
opportunity to apply. The hiring is based on job-related qualifications,
attendance, skill and ability, employment record and sometimes
seniority. If you see that this is a company policy, does this suggest
something to you? You may see a job that you would really like to do.
q Find out the qualifications needed and identify the paths to the

position
q Learn what skills are valued in that position and practise them
q Watch the posting board and apply

Open Door Policy
This is a tricky one. While the policy may say this, the
personalities and management styles of supervisors and
managers may not allow employees to feel free to discuss
any concern or issue openly.  An open door policy suggests that every
employee should feel free to discuss any matter of concern with
management. As a new employee it would probably be a good idea to
observe how others act and ask co-workers how things really work.

Employment Records
Every Human Resource or Personnel Department is responsible for
keeping accurate records. As an employee you need to tell them when
there are changes in your life:
q name
q address
q phone number
q marital status
q number of dependants
q next of kin
q courses that you have taken (that are work related)
q change in beneficiary (if you have company insurance)
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Training
Many organizations have training policies. They recognize the value of
life-long learning. There are two types of training: in-house and out
sourced.

In-house training could be the WHMIS Refresher course taught by a
supervisor or co-worker. It could be training on a new machine or a new
process. It happens on company time or paid time. Some training in
workplaces is voluntary and is done on your time or half of your time.
There may be up-grading courses or language classes offered. The
decision to attend is yours to make.

If your company schedules information meetings, you can expect to be
introduced to new information. This is informal in-house training.

Sometimes, you will be cross-trained. This means that you will be
trained to do other tasks. When it is slow in your department or
someone is on holidays, you will do that job.

Reflection

Do you think cross training is a good thing for employees? Why or why
not?

Out-sourced training is conducted away from your place of business. The
company may send you for training and pay for it. Or you might find a
course that would help you in your work. You take it, and when you pass
the course, you apply for tuition reimbursement.

Most companies will only pay after training has been successfully
completed and if is related to the work you do.
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There are many ways to receive
training.
In-house:
q some companies have a training

department
q some companies use videos or on-line

courses
q some hire outside trainers or

instructors to deliver specific
training

q some companies set up a training
corner with print resources

q some companies encourage outside
training

Out-sourced:
q college or university courses
q school boards (continuing education)
q private training groups
q apprenticeship programs
q distance education

q on-line programs
q correspondence courses

Communication Systems
There are many ways that you find out what is happening in a company.
§ Bulletin Boards
q There are different types of bulletin boards in most companies.

There is usually a board for union information, one
for health and safety information, one for
company memos and one for casual postings. It is
important to read these postings to make sure
you get information you need.
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§ Pay Slip Attachments
q Sometimes a company attaches very

important information to a pay slip.

§ Binders or Computer File
q Sometimes copies of all

communications are kept in a binder or in a computer file.

§ Company Meetings
q These can be formal or informal. Company-wide meetings are

usually held when something is changing or when there is a need,
to share new information.

§ One-to-one Meetings
q These are usually meetings with an immediate supervisor or

someone in human resources or personnel.

q The Grape Vine
q The grape vine is very informal. There is also a risk that the

information is wrong. This is gossip that one person passes on to
another. It happens in every organization and should be taken
with a grain of salt.

Termination
This means that you have not made the decision to leave your job. You
have been terminated or dismissed from the organization. This can be
done for a number of reasons usually related to company rules being
broken, or due to downsizing. A lay-off is different than a termination.
When you are laid-off, there is a chance that you will be recalled to
work when business improves.
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Resignation
This means that you have chosen to leave the organization. If you
decide to quit a job, you usually need to do it in writing. Some
companies will ask you to leave immediately and will pay your salary in
lieu of notice. Some companies ask for notice. This means that you will
stay at your job for an agreed period of time. The organization will look
for a replacement and you may be asked to help train the new person.
Every company or organization has a different approach to handling
resignations.

Grievance Procedures
In a company where people are unionized, there is a very structured
approach to handling grievances. Shop stewards and the collective
agreement will have this information. Non-union companies may or may
not have a formal system for grievances. This is important information
to know.

What emotion is this man
feeling? What are his body
language and his gesture
saying? Do you think his way
of communicating is an
effective one to use in the
grievance procedure? What
would be most effective?
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Employee Benefits

Benefits are different company to company. When you start a job, you
need to know the pay rate and the benefits. Sometimes you will hear a
benefit referred to as a "perk".

Hmmm…..

In one organization, the favourite perk is parking. The employee of the
month in one hotel gets to park right next to the main entrance!

The following chart gives you an idea of the range of benefits a
company can offer. Fill in the blank column with your best guess about
what these benefits actually are. Compare your answers with the
others in your class.

Benefit or Perk Description
Holidays and Vacation
Travel (Hospitality, Travel
Sectors)
Leave of Absence
Social Activities
Sport or Exercise Facilities or
Activities
Meals
Awards
Medical Benefits
Dental Benefits
Pension Plans
Insurance
Saving Opportunities (e.g., Canada
Savings Bond)
Can you think of others?
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It is important to know what the benefits of a job are and if you are
entitled to them. Some benefits are for everyone, some are not
available to part-time or contract workers.

Conditions of Employment

These are again different from company to company. But generally
these might include:
q pre-employment medical q uniform
q orientation q name tag
q police reference check q personal conduct
q pay period q punctuality
q probationary period q attendance
q union affiliation

Pre-employment Medical
This is sometimes done by your family doctor and occasionally by a
company doctor or nurse. Sometimes it's just getting a doctor's letter
about a TB test, other times it is a detailed medical check-up. This
depends on the job you will be doing.

Orientation
A company often asks new employees to come in for a day to tour the
place where they will work, go over the health and safety rules and
meet their supervisors. They may have to attend a short training
session. This differs by sector and organization. It can be a
requirement of employment.

Police Reference Check
For example, if you plan to work with children, you may
be asked to have a police reference check completed.
This means that people with a criminal history of
harming children will not be hired.
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If your job includes handling money, you may be asked if you are
bondable. That means that there is nothing in your record that would
mean you may be untrustworthy with cash.

Case Study
A couple in their 40's applied to an agency to become short term care
providers. This agency placed developmentally handicapped children
with families in order to give their parents a short break. This couple
had two children, a comfortable home and the training to be good
providers. They were asked to complete a police reference check. Each
of the adults had a record. The woman had shoplifted when she was 18
and was charged and convicted. She was sentenced to community
service. Her husband had a drug charge from 1972. He had been
arrested while at university for carrying a small amount of marijuana.
Neither had been in any trouble since. They had completed university
and had responsible jobs.

Do you think they should be hired by the agency? Why or why not?

Pay Period
This can be weekly, bi-weekly or monthly. You can receive an hourly
wage or be paid a salary. The company handbook usually describes when
and how often employees are to be paid.
Remember that for all employees there are some deductions for legal
reasons. These include income tax, Canada Pension Plan (CPP) and
Employment Insurance (EI).

Probationary Period
These periods are different lengths for different companies or
organizations. A common probationary period is for three months from
your hiring date. You may not be entitled to benefits until this period
has been successfully completed.
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Union Affiliation
The organization that hires you may have one or more unions for
employees. Not all positions may be unionized. Some positions may be
affiliated with one union and other positions are affiliated with a
different union. If you are working in a union position you are expected
to pay union dues and you will receive a copy of the collective
agreement when you are hired.

Uniforms
Some organizations pay for uniforms and some don't. Nurses buy their
own uniforms. Factory workers are usually given a uniform but may have
to contribute towards their safety shoes. These are questions to ask
when being hired.

Nametags
Some uniforms have these sewn on a pocket. Sometimes a badge is
pinned to a worker's clothes. This is not seen in every company.
Organizations that deal with sensitive information  (e.g., Revenue
Canada) ask employees to wear photo identification (ID) around their
neck. If you forget your ID, you are not allowed into the building!

Reflection

What kind of jobs should require people to wear nametags? Think
about this for a few days. Consider people you interact with. Do they
wear name tags? Why do you think they do? Are there people who
don't wear identification that you think should? Why?

Personal Conduct
The behaviour that is expected from job to job can be quite different.
Some of it is defined by law. (human rights legislation) Some of it is
expected for reasons of safety. Some behaviour may reflect directly
on how an organization is perceived by the public. (Have you ever been
served by a rude clerk or cashier?) Companies often spell out their
expectations.
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Can you suggest a job or organization where this would be very
important?

Conduct or Behaviour Job or Organization
gum chewing
grooming
hygiene
dress
swearing
joke telling
smoking
personal calls

Can you add other behaviours that could have a negative impact on
individuals in an organization?

Hmmmm….

Did you know that Canadians continue to spend more than any country
on personal hygiene items such as deodorant and toothpaste? Why do
you think they do this?

Punctuality
Being on time for work is an expectation. If you are going to be late,
call in. Records are kept by most organizations and a bad record could
affect your position.



CanadaWorks WTS Workplace Training and Services

112

Attendance
A record is also kept of an employee's attendance. Poor attendance
may also have a negative affect on an employee's relationship with a
company. An employee is expected to call in an absence.

Employee Rules and Regulations

These are usually tied to the building and the way business is
conducted. They are usually cause for disciplinary action. These will
differ company to company, sector to sector.

Some examples:
1. repeated tardiness or absenteeism
2. fighting
3. taking breaks without permission
4. stealing
5. not following safety rules
6. insubordination (refusing to obey reasonable requests from a

supervisor or manager)
7. gambling or drinking while on the job
8. lying on an employment record
9. refusal to wear personal safety gear

Can you think of other rules that should be here?

Fire, Safety and Security
A work site, whether it is a school, a factory, a hospital or a bank posts
fire exits and safety information. Most handbooks describe this in
detail. A handbook may also include a map of fire exits, location of
first aid kits, and the process to follow if you witness an accident or
are involved in an accident.
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The handbook may also include information on ensuring personal safety.
The company may arrange a car pool for late shift workers. They may
make suggestions about storing purses or other personal property.
There may be suggestions about what to do if you feel your personal
safety is being threatened.

Note: This is not a complete description of information that can be
found in company handbooks but it does give an overview of common
elements.

These individuals work in a
popular restaurant. The owner
has certain expectations of her
employees. Can you guess what
she would include in her company
handbook. Which areas would be
emphasized?

Write the rules that might be connected to:
q pre-employment medicals and on-going health
q uniforms
q punctuality
q meals and breaks
q grooming
q hygiene
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Unions and the Collective Agreement

Many workplaces in Canada have one or more unions in place. The
agreement between workers and management is called a collective
agreement. There are union representatives called shop stewards who
are elected by employees to negotiate with management on many
issues.
The history of unions in Canada actually started almost two centuries
ago (e.g., local unions of dock workers in the War of 1812, Montreal
shoemakers and Toronto printers of the 1830's). By the middle of the
1800's the unions were becoming more international. These unions had
their headquarters and most of their members in other countries.

These early unions existed on their own, but this began to
rapidly change:

q 1863: several Hamilton unions formed a central Trades union
q 1873: there were 100+ unions in Canada

q 1873: the first national convention which set up a national
organization, the Canadian Labour Union

As you can see, unions have a very long history in Canada. Many of the
employment standards that provide basic minimum rights for Canadian
workers are the results of union activity. These standards include
things like minimum wage laws, overtime pay, maternity leave benefits
etc.

Hmmmm
Is there a place for unions? Some people say that they are one of the
few ways that ensure a voice for employees on the job and in our
society. What do you think?
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Brainstorm any ideas you have about the pros and cons of unions. Fill in
the chart with your ideas. Compare them to the ideas of others. Find a
friend or relative who belongs to a union and one that works but is not
part of a union. Ask them their opinion. Report your findings back to
the class. Were there ideas you now need to add to your pro and con
lists?

Pros* Cons*

* Pro (for) means positive ideas, thoughts or reasons
* Con (against) means negative ideas, thoughts or reasons.
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Collective agreements describe in a legal contract the way in which a
company treats and manages its employees. This process is at times
loud and angry.
 
Does this picture look familiar? Have you
seen picket lines outside of buildings?
When talks break down between union
representatives and management, there is
sometimes a strike or workers are locked
out. Sometimes strikes last a very long
time and sometimes things get settled
quickly. Workers do not like to go on
strike but they say that sometimes they
have to.

All sectors have unions but not all companies in a sector are unionized.
The public service (government) has unions. Teachers and professors
are unionized as are nurses and other caregivers. They may even share
the same unions.

When you start a new job in a union environment it is important to read
your collective agreement and to find out the name of your union
steward. The language used in collective agreements is legal language
and sometimes difficult to understand. There are words used within
unions that are common to all.

Using pages 117 and 118, work with a partner and match a word or
words with a meaning. Compare your answers with others. Could you
guesstimate? Were you able to guess the meaning from the context?

STRIKE
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Word Meaning

affiliated union Production and maintenance workers  not office or professional
personnel

collective agreement Payments by union members

arbitration These are non-wage benefits like paid vacations, pensions etc.
The employer pays all or part of the cost.

bargaining agent Temporary, long or final separation from employment. There is no
work.

blue collar workers A union that is a member of a group of unions

collective bargaining When union and management cannot reach an agreement, a third
party intervenes. Their decision is legal and binding

dues This may be added to a collective agreement. It protects a
worker’s job in some situations. E.g., new methods or machines

fringe benefits A contract between one or more unions and one or more
employers. It usually covers things like wages, hours, working
conditions

grievance Method of determining wages etc. The result is a written
agreement or contract

job classifications The union named by a labour relations board for the purpose of
collective bargaining

job security Complaint against management by one or more employees

layoffs Jobs are rated based on the requirements of the work
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Word Meaning

local (union) This is a deliberate slowdown of work without an actual strike

moonlighting The stated daily period of work

no strike clause A union official who represents a group of members. They are
usually part of the workforce they represent

overtime Some employees have limited freedom to strike

picketing Workers obey all laws and rules about their work. Everything
slows down

piece work These are branches of larger unions. They are usually responsible
for the negotiation and administration of their own agreements

posting A single individual holds more than one paid job at a time

seniority Wages depend on the number of pieces produced

shift A label attached to a product that shows it was made by union
labour

shop steward Extra hours worked

slowdown Required display of job vacancies

strike, walkout Work stops or a workforce refuses to work. When negotiating
fails, unions call for strike action

strike-breaker, scab A worker's status compared to others. Often used to make
decisions around lay-off, recall, promotion etc.

union label Many of these are included in collective agreements: hours,
safety, rest period, uniforms etc.

work to rule A unionized worker who continues to work or someone new hired
to replace striking workers

working conditions Patrolling near an employer's place of business, usually with signs
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Catchy Phrases

We shall overcome.

The ABC's of the Canadian labour movement:
q CLC Canadian Labour Congress
q AFL-CIO American Federation of
                              Labour (the American version of
                              CLC)
q CNTU           Confederation of National Trade

                         Unions
q ICFTU International Confederation of
    Free Trade Unions
q ILO International Labour Organization

These are the larger federations but there
are many others. They are local, provincial,
national or international. Sometimes they are
called unions, sometimes they are
Associations or Federations. They are a part
of the lives of many Canadians: teachers, fire
fighters, steelworkers, and food handlers to
name a few.

The Canadian Labour Congress web site has
lots of workplace/union information. It also
has links to other union web sites.

http://www.clc-ctc.ca/eng-index.html

As you plan your career path, you might want
to explore the unions that will be part of the
sector or industry you are hoping to be part
of.

Daily union news from
around the world:
http://www.labourstart.org/

Daily Canadian union
news:
http://labourstart.org/cana
da/

Worklines
The newsletter of the
Ontario Workers Arts
and Heritage Centre
http://www.web.net/~owahc
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Policies and Procedures:
Instructor Notes

Class Handbook

§ As a group, discuss places in which the learners
have worked, the types of rules that existed, and
how the rules were communicated to employees

§ Review the items that are often included in
Employee Handbooks

§ In small groups, brainstorm the items that could
be included in a Class Handbook.  These may
include topics such as the following: Class Mission
Statement, Performance and/or Attendance
Awards, Safety Rules, Housekeeping, Smoking
Policy, Emergency and Fire Instructions, Late
Arrivals Policy, Homework Policy, Learner
Responsibilities, etc.

§ As a large group, compare and contrast
brainstorm lists

§ Determine a final list of items that will be
included in the Class Handbook

§ Ask learners to volunteer to work on different
parts of the handbook

§ Ensure that all items have been accounted for
§ Discuss layout: title page, table of contents,

titles, bullets, size of type, and so on.
§ As a follow-up, the class may want to share their

handbook with another group of learners to “field
test” the document

§ Ask learners to develop a feedback form that can
accompany the booklet

§ Have learners review the feedback and make
revisions as necessary

Skills to Practice
q share information
q brainstorm: make suggestions,
   give opinions, write in point
   form
q compare and contrast ideas
q write informational text
q edit material
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Tips for Level 5

§ Ask learners to think about the different jobs
that are depicted and what critical topics would
be included in a company handbook

§ Ask learners to write and present the rules that
could be connected to each topic

Skills to Practice

q make deductions
q write text
q orally present ideas

Related Benchmarks

Speaking
Level 4: relate a story about every day activities
Level 5: express necessity, worry, or concern

Reading
Level 4: get the gist, key information and important

detail of simple. Explicit two to three
paragraph texts

Level 5: identify factual details and some inferred
meanings in moderately complex business
texts

Writing
Level 4: copy information from manuals
Level 5: write a paragraph to relate a procedure or

routine
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Class Handbook
Let’s Brainstorm!

What Topics
Should Be In A

Class Handbook?
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What critical topics should be included in a company
handbook for the above jobs?
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A Few Ideas About Company Handbook Topics…

§ uniforms
§ professional manner
§ pre-employment medicals and on-

going health assessments
§ hygiene
§ safety procedures
§ safe disposal procedures
§ W.H.M.I.S. training

§ grooming
§ hygiene
§ time management/scheduling
§ client relations

§ pre-employment medicals and on-
going health assessments

§ uniforms
§ procedures
§ safety training
§ emergency training
§ safe work practices
§ grooming

§ health and safety training
§ W.H.M.I.S. training
§ First Aid training
§ safe work practices

§ bonded workers
§ grooming
§ accuracy
§ records/documentation
§ professional manner

§ hygiene
§ food handling and

preparation
§ disposal of food
§ safe work practices
§ First Aid training
§ uniforms
§ grooming


