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ApHTRACT
Twenty -four persons, as employees, ratd each of four

combinations of process chart and list o: vorbs as to
suitablility for employment in recording and reporting the
tasks and the steps involved in emch of these -taskoe which

" . . P :
are performed by employees in local genera  ‘nsurance

Il .
agencies. Nine persons, as employers, rated the <o sane
v .

combinations on the same bagis. These employors Vior
Selected from businesses identified o5 handling éeherai
insurance in the.telephone directory in use at the fime the .
study was undertaken. . '

The first purposerf the s*tudy was to detérmine'the
ccombination of ’'process chart and lisf of verbs pfeferréd by‘
employees and by theig employers. The second purposé of the
study was.tp provide, to each employer "wno parti '_ated in
the study, the combination of process chart and;list of
verbs found to be preferred generally, for each task

rréported'by that person'': employees. -
| InfOrmation wéé‘gathered by correspondence ;zd by
interview. It was not required that all the tasks performed
by an empléyeé be reported, if fhesé were'reported at all.
In thé absence of any repbrt of fasks performed by an
.employee, that employee was required to rate,'oﬁ thé basis
of‘suitabilify as defined for the purposes of the éfudy,

each of four combinations of process chart and list of verbs

for six tasks selected from a great variety of tasks

: (iv)
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~reported by other authors.

The general oonclusionﬁ@us'that one combinntion of
pro;eés chart and list of ?erbs 13 prefefred by both.the
employees and by theirﬁéﬁﬁioyers. Specific cornlusiong were
Athat thevcombinafion preferred by ti%e respondents was chosen
because of its overall suitabilify for employment, that
information with respect to writing tésk'nerformaﬁce
-statements is approbriate for uce, and that cerfain~
"fundamentals" do apply in local-genéral insurance agencies.

With reépect to further study, 1° was recommended that
"consideration.again be given to the Qork of Huffman et al.
(1968) in. "A Taxonomy of Office Activities for Business and
_Office Education”. It was also fecommendéd thaf this study,
that is, the study which is the subject of this thesis, be

replicated and expanded as might be found to re necessary.

<

(v)
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" CHAFTER 7
INTRODUCTION

Certaln conclusions were reached by this author in "A .

N

study of the Feasibility of Adapting the Familiar Process 7

Chart to New Office and Business Education Learnings Sysfemﬁ;’ “

» , ﬁ) \\ :
(NOBELS)" (Hart, 1976, pp. 54-55). These conclu51on$ are a;\\\

(4 IR \‘ ;. ‘r

follow: : B ey S
. t“ ) \\\
(a) it is indeed feasiblg to chart the steps 1% Volved in’

the tasks.whlch were considered; the fact 1s that the steps,
iIn each and every task sélected for charting, actually were
charted employing all the proéess'charts whichl had been
developed.

(b) as it is feasible to chart the steps in the tasks
considered not only under ”SIC* Performance Goals on
pages. 58- 1OQ but also under ”Performaaoe Goals by
Functions"” on pages 105~ 288 in Developmentvof Performance
Goals for a New Office and ﬁusinesé Education Learnings
System (NOBELS)" (Lanham, Hérschelmann; Weber, & Cook,
1970), so should it be feaslble to chart steps in any and
all tasks which might come to be considered. ‘

(c) while certain procedural difficulties were encouﬁtered
in charting thé tasks involved, and which difficulties no
doubt would be encounteredl;n charting tasks to be- |
considered in/any future study, these difficulties .do admit

6f being overcome, certainly on e strict adherence to a

*Standard Industrial Classification. o N



uniform set or instructions.wére\to b bequirod of persons
empioying uom%judaptatioﬁ or adaptationn of the familiar
process chart to rep01t on.ot'fice work.

(d)~'not only 1is it ie851ble, but it would appoar alsu tovbe
highly desiréble, to be'mr«vided with a standardlzed waané

t
of recording and reportluh what is being'done in the offire,

certainly in view of beneflts accrulng from fhere ex1st1ng

knowledge of what is required and from being able to employ*
'the.very same means by which fhat information wasvgéthered
%o develop instructional oOﬁtenfvahd.pfocéss for training
tﬁese young persons.

Recommendations, by that éame-author (Hart, 1976,
pp'~55—56),.wefe made for fﬁture study éf the desirability
of employing some variation or varlatlons oﬁafhe familiar
(vprocoss .chart to report what is being done in office’ work

land are as follow:
"(a) the recommendation that two process charts, each td

make use of two lists of verbs, be employed to-record and

report the steps in tasks involved, for instance, in local

e’ . a . -

general insurance agencies. . . . It is contended that,
from the information to e obtained by this means, it shoufd
pe possible to select the combinf,iu' best suited to
devising instruction better suit °. ~.aan that whiég exists,
to preparing young-persons to enter this t&pe of work,
something which would be of immediaté.benefit should it Be

decided to develop a program of studieé of this nature at

the post-secondary }yxgﬁlof education.

4
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@b) the reco%menda%ion that a aniform set ol insﬁruutionu
be developed and that strict adherence to these bo Fequl red
of persons emp¥oyimg any and all ﬁdaptationu ol the familinf
process chart, even to the extenf of involviry: thé$8 persors
in intensive training in order that this condition might be
achieved. | °
(c) the.recommendation that, in order to obéain .
enthusiastic co—opefation, by employers and employrces aliké,‘
Consideration be given to the approach taken by.Halsey
(1955, Rp. 203-207) in "Supervising teople", That author,
in ris chapter .on "Improving Work Methods", outlined "A .
,‘Six—Step Plan for Studying and Imprdving Work Methods" und
it very well might be that this approach, or some siﬁilar
approach, should be employed to gain the full_éo—operation
required to make any future study of this nature an
unqualified success. Then, too, it very well might be
concluded that ‘the approach should stress benefits accruing
to (i) the employer from knowing the tasks inyolved in the
operations which g0 to make up his whole business and from
_being able to employ this information in training new
employees, and (ii)‘the'employees involved from knowing
precisely what will be required in any position and -what
will have to be learned.in order that the duties in that or
any position might bé performed satisfactorily.

It was to the end of determining which combination of
process chart énd list of verbs is preferred for employment

in recording and reporting the tasks énd the steps involved



v

in each of th(‘:‘.(.; tasks thzfi’t,‘t thic study was directed.  Also,
1l wag dire(t‘té(‘i to th“e erid or providing the employers who
partioipatvd-;n the study with process charts of the tasks
perfofmed by ﬁheir employees in the eQerday éohdUOt of
business.

Statement of the Troblem

Y

It was contended, by the.authors.in "A -Taxonomy of
Office Activities for Business and Office Education"
,(Huffman, Brady, l'eterson, & Lacy, 1968, p. 3 ., that "new

instruction ié'needed to preparé young people to meet

’Tfourrght andiemérging requirements of the office". This

t 5 /'- _4 . . .
‘. Learnings System (NOBELS)" (1970, p. 3), held that "the .

.

contention was based on what these authors considered to be

the fact that, "while technological and scientific

innovations have caused changes in the office”, "the basic

instructidnal;prqgram intended to prepare persons fc office »
occupations has remained virtually urchurged”.
Lanham, Hersgcheimann, Weber, and "ok, in "Development

_of Pgrformancé'doals for a New Office and Business Education

market for job'prepapation is an increasing market
influéﬁged by higher than average replacement and estimated

increase"in numb.ic and proportion of the total labor
e T .

force".

. In‘"Development of Task Performance Statements for a
.c;lﬁ Pas i N

»,
ks

New‘foice éﬁd’Busineés Education Learnings System .
(NOTZLS)" (Lanham, Lanham, Herschelmann, & Cook, 1972,

S

p.Aiii) it was‘advanced %ha}‘"public pressures for

i
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accountability in education, movements toward carcer
education, a strengthening of Federal and state staffing and
Suppofting'of careér education thrusts . . . continuc‘the
necessity for revitalizing offiQe occupation preparation
with ;urrent and job-related task performances, the major
output of thié revision of NOBELS",

The position{ taken by thétauthor T this study, was
that instruction in business and office eddcation does neéd
to-berimprovéd, thét<NOBELS does present definite
buusibilities for improving that education, and that this
study does conéfitute a worthwhiZe beginning on the
application of NOBELS in a very,practical situation.
| The Problem, then, for the purposes of this\study, was /
one of determining the means preferred by employees and by
their employers for recording and reparting the tasks and
the Stepé involved in each of these tasks which are
pefformed,by these employees who are engaged in local
geﬁerai insurance agehcies.

_Review of the Literature

There was undertaken, in the course of the study, an
extensive review of literature pertaining to the approaches
which have been made to the wr Droblem of improving
instruction in Busine§s and c-fice education. No attempt
has Héen made to include refee: > ~tes d>ther than thokse which
bear directly on the subsect. Su.cctions, from th
literature rebiewed, have been restricted to those‘which

follow.



1. It was in "A Taxonomy of Office Activities tor
Business and Uffice Education” (Huf'tman ot al., 1968) that
1t was repoztod that provisgs ion had been made "for arn

orderly and Systemetic way of looking at . office activitieg
in tihe operating, iﬁ@eraoting, and managing dimensions
(p. iii); however, At waé then conceded that the Taxonomy '
"is a prellmlnary effort to develop a oomprehenelve aod

conolotenf Means of analyzing office activities" (p. 4) and
. that "it should be considered . . . an initial effort to
develop a ola081f1catlon scheme for office aet1v1tle> using
action verbs“ (p. 5).

The authors of the Taxonomy went on to state that 1t

"was developed within a framework of actlon verbo in the

bellef “that the verb in a sentenoe that describes behavior
1s the crucial element in preparing a behavioral objective"”
and that, "since the Taxonomy is to be used for the writing
of performance goals"”, "the verbs will provide for the
action statements needed in the goals" (p. 11).

It was noted that new instruction "ig needed to‘prepare
young people to meet curfent‘and emezging requirements of
the office" (p. 3) and thatinformation gathered through
“21s method of analysis "can be used as a basis for the
development of realistic performance goals (p. 1ii). What
were held to be the Objectives of the Taxonomy were set out
on page 4 and are asg follow:

1. To provide systematic guidance for the Observation ang



analysls of office activities.

2. To provide a common languaée for duscribing office
activities.

J. To provide a basis-for consolidating data from many
locations and occupations.

4., To provide'for writing performance goalg.

The positioﬁ, taken by the authors of the Taxonomy, was
that, with a properly selected list of verbs, "an
all-inclusive list of office tasks and activities can be
developed by adding nouns, adjectives, énd bphrases to the
verbs" and that any one verb "may be used to describe many
fasks by .simply changing fhe descriptorsiéttached”, thus

enabling "a simple framework of verbs" to "serve as a medium

for describing all office tasks‘and activities" (p. 11).

Another reason given for the use of verbs, "as. the
basis of the Taxonomy", "is their relative #onstancy in
' |
meaning". 1t was held that, since verbs represent

“fundamental processes that will remaih unchanged although
procedures in their performance may change", "a vocabulary

of verbs provides both an action and a constant base for

describing office tasks and activities” (p. 11);

There followed thé "collection of verbs” and the first
group of verbs "was obtained from the list of office ‘
activities that had been recorded during the review of
secondary' sources and offiqe visitsJ; with a total for the

finad group of verbs of. "approximately 2,000 by the time the

review of secondary sources was completed"; The verbs were
i AN

. | ~
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then studied in an effort "to uncover usets, patterns, an

r

classes into which the verbs might be crouped" (p. 12).

After intensgive study and analysis, what were termed

"Primary Division Verbs were grouped to form the

"Operating", "Interactinn', and "Managing" Domains® "After
: —TN

the three domalns and the primary divisions of each of the

domains had been determined, secondary divisions were

established tor each of the primary divisions to.indicate

distinctive ways 1n which the action of the primary verb

=

might be carried out. ach secondary dilvision is

concluded by the use of a category classified as 'other.'
This category creates an open-ended taxonomy to which- verb°

¢
-

may be added if necessary"” (p. 14).

Irimary Division Verbs, together .with the definition of

each of these Verbs, which Verbs go to makeiup the three
Domains, were set ou% on pages 25-26 and are as follow:

Operating Domain
Arranging: putting into an order or system

Calculating: computing new da
- data by some hematlcal Process

or combination of processes

7Qoll;cting: , securing data, suppllies, or
equlpment
Comparing: examining in order to determlne
, . similarities and differences .
Composing: creating and developing written
information R
Indexing: determining and indicating .

categories to which materials
may be assigned

Manipulating: performing simple manual or
' mechanical operations
Modifying: making changes ,
Purging: destroying or elimfhating
Recording: placing data or information on
paper, film, tape, or other
media

Storing: =~ - . setting aside for future use




Transmitting:
Verifying:

Q

\
Ziving out or sending out
determining the accuracy or
inaccuracy of data

Interacting Domain

Communicating:

-Assisting:

Coping:

Managing Domain

Planning:
Organizing:
Actuating:

7

.
Controllinmg:

oral means of requesting,
giving, receiving, or discussing
information

morale building, euidin., ond
training-type activities
performed by office workers

- using strategies Lo deal with

threat: positive action to
overcome; negative action to
overcome; action to escape; no
action

mental determining of a course
of action

establishing the work environ-
ment ,
stimulating and maintaining of
performance and effecting
corrective measures '
evaluating work performed and

the determination and recommen-
dation of corrective measures
based on fqedback I.

While it was conceded that the Taxonomy represents only
a'start on the whole problem of reconciling what shoﬁld be
taught and how it should be taught, with what isg required in
the‘World of office work,‘it was the hope of the authors of
the Taxonomy that, ultimately, "conditions under which each
task is to be performed and the criterzggofvsuccgésful
achievement will bé added tog each task description tb
develpp prototype performan e goals” (p. v). -FQllowing this

~"lead, it very well might betome a‘matter'of employing the
- Primary Division Vérbs, in eéch of the Domains, ds concepts

or clusters of skills to b téught. Once pérfofmance goals

were to have been developed for these Primary Division
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. . ~
o “ -

Verbs, -1t very well might become a matter of emploving task
analysis to assist in determining the obptimum conditiojn for
learnine the various tasks tho.student must learn to-
perforﬁ. |

2. It was in "Development of bFerformance. Goals for{a
New Office and Business Education iearnings System (NOBELS)"
(Lanham, Herschelmann; Weber, & Cook, 1970) that it was
acknowledged that "NOBELS Ac¥ion Verba and Synonyﬁs”, on

which the "Performance Goals" reported by the authors were

>

based, were "a direct outgrowth of the Taxonomy" (p. 8);

however, the authors did go on to state that.-an attempt had
‘been made "to classify steps of task ﬁ%rformance by the
Ataxonomy” but that they had "found the scheme not usable"

(p. 47) for reasons which were set out on page 48 and which

.

are as follow:

a. Office activities of 16 to 24 year old
workers, NOBELS' target group interviewed, could
not be classified in the three taxonomy domains of
operating,, interacting, and managing. Rather,
with the e&ception of those actions related to
social roles, the task verbs cluster around the-
input, processing, output classifications of the
single domain of operating.

b. Some verbs were. too narrowly defined to
describe the range of technical meaning of the
words as actually used in offices. 'For example,
the verb "average" was defined "to find' the
arithmetic mean," an accurate definition’ of one
type of average but a definition which excludes
all other meanings for describing centrality of
business phenomena. Interestingly enough, the
office tasks we studied did not require the use of
the verb "average" to describe office actions.

~ _
c. Numerous taxonomy verbs, especially in the
"interacting domain, " were abstractions that were
not defined in observable behavior. Thus, '
"empathize" as a verb is at least once removed in
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generality from actions that one would accept as
evidence of "empathic behavior" in an office’
worker., While some behaviors collected about
office workers in their social roles might be
described as "empathic," to do so would have
required a value judgment placed on the behavior
actually observed.

d. The view of the taxonomy authors that a
checklist -of verbs could be used in observing task
performance in an office did not match the
realities of time and resources available for datn
collection.- U

e. Strict adherence to taxonomy verbs frequently
resulted in awkwardness of expression ~f office
tasks. For example, "types," a common verb used
in office communication, had to be expressed as
"copies wilith a typewriter," a somewhat stilted
expression. The stilted expression resulted from
the attempt to codify under one heading all
copying: whether by pencil, duplicator, or’
typewriter. ' :
" The authors concluded byistating that ”tpe first taxonémy as
described, h&wever, was used as an important tool by all
data collectors of NOBELS to provide specific verbs that
described office actionsg obServed” (pp. 48-49). '

It was “o0 meeting the objectivesAdf'"developing a -
sampling cesign for collecting data from office work
stations”, of "developing a procedure and a training program

for data collection”, of "converting field data to

performance goals: rprimary (terminal), interim, and

pfevocational", of analjxing the data‘coliectedf, and of
"reportﬁng a master list of performance goals", that the
study was addréssed. That "*~=-Z35 and concepts from -
emerging office occupati~ .= ~actices” sgill have to be
isolated and cohverted to  woe ince goals"” was'alsq

acknowledged by the authors



Oh thw'basis of 244 interview casen _irom NOBELS pillot
data ceilection, "a tentative listing Jf 108 verbs .
describiné office acfions as reported'by employees and
interviewers.wae extréctedh. 1t was concluded thatl for
purpogses of anelysis, ”grouﬁing by synonym rather than’
developing a taxonomic hierarchy of generic.terms” was
deslrable. Accordingly, "an albhabe;ic listinﬁ of 108 verbe
used to code sfeps of basic tasks" and corresponding
synonyms, "together with the current recommended listing of
57 verbs and their synonyms recommended as a result of our
experiehce”, were developed (p. ugz.

Sixteen major verbs were subsequently developed and
served to classify all action verbs under the divisions of
(1) acquisition, i.e., "the source or sources of or
materials'en which the task is to be performed",
(2) Qfocess, i.e., "the sequence ef actioﬁs taken by the
worker to perform the work", and (3) disposition, i.e.,
"what the worker does with the product or output generated”.
These sixteen "major verbs" and corresponding ”actien verbs
of steps subsumed under these sixteen major verbs", and, in
parenthesis, "synonyms of aJNOBELS verb or a specialized |
verb used" (p. 55),lwere set out on page 56 And are as

follow: \ .

Call Wire (page, phone, telephone)

Check Adjus., Correct, Inquire, Oversee, "
Proofread, Scan, Test, Verify (confirm,
examine, inspect, update)

Compile Arrange, Attach, Batch, Bing, Collate,
Collect, Cut, List, Obtain, Select

- (choose, gather, get, make)
Compose Convert, Draw, Sign, Write (make up)



Compute Add, Count, Divide, Extend, Multiply,
Quote, Reconcile, Run Tape, Subtract,
. Total (balance, calculate, figure)
Deliver Deposit, Destroy, Disburse, Distribute, ’
Issue, Place, Refer, Request, Route,
Send, Transfer (give to, hand. to,
present, put, submit, transmit)
Determine Assign, Devise, Evaluate (decide,
design, formulate) q -
Duplicate Photograph (copy, mimeograph,
photocopy, Xerox) :
File Destroy, Hold, Locate, Maintain, Pull,
. Refer, Remove, Search, Sort (extract,
find, go through, look up, take from,
trace)
Inform Answer, Assist, Direct, Discuss,
Explain, Greet, Inquire, Instruct,
Interview, Note, Post (on bulletin
board), Repeat, Request (advise,
b confer, consult, describe, give
‘ direction, notify, remind, teach, tell,
welcome) '
Mail Address, Insert, Label, Open, Route,
‘ Seal, Send,. Stamp, Wrap (forward,
" stuff, transmit) )

\\k
T

Operate (EDP) Code, Feed, Perform, Punch, Run
Through, Sort, Wire (activate, program)

Recelve Answer (phone), Greet, Hold, Obtain,
Request, Take Dictation ‘

Record Add, Assign, Code, Complete, Label,

List, Note, Post (to ledger), Sign,
Stapp, Write (enter, fill in,

: -~ jounnalize, log, mark) .

Sort Compare (index, match, separate)

Type Teletyive, Transcribe
It was these same verbs‘which were employed in this study in
Figure 2, "The First Process Chart Employed".

The authors (Lanham, Herschelmann, Weber, & Cook, 1370)
made no claim "“that the report represents a final set of
performance goéls" (p. 24). It was acknowledged that much
remains to be.done with NOBELS; however, the authors did
express the belief that it should be possible to deriwe

immediately substantial benefit from making use of the

"tentative list of universals, i.e., behaviors that are

¢ .
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fundamental to the'successful performaﬁce o most office‘
tasks” whiéh'they had formulated (p. 38). A consideration
of these "fundamenta;s" is undertaken in Chapter I
entitled “Results".

3. It was in "Development of Task Performance
Statements for a New Office and Busiress Education Learnings
System (%OBELS)" (Lanham, Lahhaﬁ, Herschélmann,‘& Cook,
1972) that it was conceded that "a claim to the development
of 'performance goals' as in the origigal repoft was in
error” and that what had been termed "performance goals"
.”has beén changed in the revised materials to the mére
modest designation of generalized task statements or
performance specifications from which performanée goals will
need to be developed”. The authoré went on to state.that,
"to be sure, the éompetencies and performanceslattached to
an office preparation progfam should be extracted from the
actua} perfofmanée of office work" and that "a generaiized
task statement even in its detailed form is at most a
genefalizafion of important steps taken o perform office
tasks and not the specific performance expected of a
Earticulaf office worker" (p.-309).

Products, generated in the course of that study and

incorporated in the covering report, were set out on page 53'A

and are as follow:

1. Reclassification and reordering of - task
statements according to the = _.:ber of individual
task sheets represented in vic interview data.

2. 'A compilation of all task statements separate
from the detailed presentation of steps for their

14
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performance, f{lowcharts, and supplementary
information. '

3. A list of task statements encompassing the
highest number of individual task sheets

4. List of task statements drawn from the medircal
and banking fields.

5. A concordance of verbs and objects of task
statements compiled and crosg-referenced.

6. Coding and notation system for all task

statements and their llstlngs for

cross-referencing.

Fifty-seven verbs had been identified in the original
reporfj(Lanham. Herschelmann, Weber, & Cook, 1970, |
pPp. 329-339) and these same verbs were identified in this

report (Lanham, Lanham, Herschelmann, & Cook, 1972,

 Pp. 348-358). These verbs bear directly on the verbs

employed in this study{ 'These'verbs, synonyms of these

?erbs, and definitions of these verbs are as follow:

. add to increase in number, size, or
importance i}

ad just to bring to a more satisfactory
change, state
set
answer . to speak, write, or reply
arrange to put into correct or desired
block in, order

block out, collate, design, devise, flowchart,
negotiate, plan, schedule, straighten

attach to make fast or Jjoin

affix, clip, staple

call to communicate or utter

page, telephone

check to inspect for satisfactory

examine, condltlon

inspect

code , any system of symbols for
meaningful communication

collect * to bring together into a band or

accumulate, group

assemble, batch, gather

compare , to examine for the purpose of

balance, : discovering resemblances or



match, © differences

reconcile '

compile to assemble and put in logical
list, : order o

make up, set up ‘

complete to fill, make entire, perfect

fill in, fill out . :

compute to determine by mathematical means
calculate, or arrive at an answer

convert, count, divide, extend, figure, multigfly,
subtract

correct to .change in order to set rlght
change, debug, fix, update, upgrade
deliver to give, transfer, yield
give, ‘ possession of :
hand to, present, submlt
destroy to put out of existence
discard, purge, throw away :
determine to settle a questlon or come to a
choose, decision
decide, evaluate, grade, identify, score, Select,
test S

- direct to assist by givikg.advice, -
assist, instruction, and s pervision'b A\

" describe, explain, help, instruct,” oversee,
provide, show, superVLSe, supply, take, teach,
witness

discuss ) to discourse about, examine and

confer, pass on

consult, interview, talk with

distribute to deal out, to dispense

give to, hand ¢ ,

duplicate to make a copy of

copy, mimeograph, photocopy, Xerox

file to arrange in particular order for
preservation and reference :

greet to meet and give salutations

welcome

hold an order or indication that some

‘keep, . - action is to be delayed

maintain, store .

inform - to make known or give instruction.

advise, alert, notify, quote, reiterate, relate,
remind, repeat, signal, suggest, tell .

insert to put into or inject

put in, stuff’

issue to give out or make available
assign, disburse, pay i
locate : to determine the place of, to seek
find, : out and find ‘

go thru, look for, search, trace

mail to send postal matter by mail

note to take due or speglal notice of

annotate, make note of, notate

16
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obtain . to gain or attain possesgion of
get, pick up, secure

open to make available for use ,
cperate to cause to function; to bring
activate, about; effect

deactivate,

load, move, put in, start,

thread, turn off, turn on

"~ package to enclose in a package or
bind, - protective covering .
tie, wrap - : {
place to cause to rest or lie, to
put | dispose, to put into

. proofread to read and mark correctionsg in

matter

pull to remove or cause be removed
extract, from a place (file) -
take from ’
punch to record data by perforating a
keypunch card or tape
receive to take in, to admit, to accept
take
record to set down in writing

enter, journalize, log, post

refer Yo send or direct for 1nformatlon
consult, lodk at, look on, look up, relay, turn
over .

remove to change or shift location, take
delete, off or away

erase, take off

reguest -

ask, ingquire

the act of asking for something

return to go back or send back
give back
run_tape to operate a tape machine, e.g.,

run through

adding machine
a term used for putting data into
a computer and operating

scan’ to make an intensive examlnat§
read, of, to check

review :

send to cause something to be conveyed
forward, or “ransmitted by an agent to a
route, destination

transmit

sort to arrange according to

break down, characterlstlcs
index, 'separate :
stamp to impress or mark with a device
take dictation +to write dictated material,
‘ ‘ usually in shorthand
total a result of addition, a summation
of factors
to copy dictated materials in

common, legible language

transcribe



trangter to pass from one to another

connect

Ltypewrite the act of using o typewriter
S (type)

verifly . to confirm, to prove to be true

contfirm : ‘

write to form or trace symbols on paper

compose, draw, handwrite, initial, label, make up,

mark, slgn, sketch,  tag

Finally, 1t was statgd that'éne early decision which
had been made wal “that:clér;ty was improved by visualizing
similar task stefs through flowcharting”. The authors went
on to state that, accordingly, "in the presentation to
follow, a flowchart of a performance goal is included when
the process of steps involves more than a straightline or
sequential ‘flow without alter?ative steps or decision
points"” (p. 54).

Task Analysis and Process Charts

With respect to "Task Analysis", Pipe, in
"Objectives--Tool for Change" (1975), stated that "task
‘aﬁalysis is a way of getting specific about what goes on in
;ny useful work", that "task analysis begins with breaking
down somebody's job into 'tasks'--all the distinct, logical,
necessary facets of the job", and that "a task occuples 2
significant part of a wopker's time and is performed for:
some purpose, by some method(s), acéording to some standard
of épeed, accuracy, of quality"”. The author went on tv
state that "eabh task is normally analyzed into its separate
.‘elements, one or mére of them" and that "aﬁ element is the

smallest step into which it is practicable to subdivide any

work activity without getting involved in analyzing separate

18



movements and mental prceuses“ (Pp. 30-37).

It was in "Objectiveys for Instruction and Evaluation”
(Kiblerj Cege la, Barkerp & Miles, 1974) that the authors
stated that "the teacher may also find Gagne's (1970)
behavioral analysis (also calledvtask analysis) technique
useful in preparing objectives for instructional units that
primarily‘foéus onlcomplex cognitive or bsyéhomotor skills".
The authors agreed with Gagne "that mastery of subordinate
skills is necessary before mastery of superordinate skills
can be achieved” and noted that "Gagne does provide a unique
and useful method for determining what are the necessary
prerequisite skills fof a givén terminal objective”. The
authors went on to state.thmt‘”the method, called behavioral
analysis, is accomplished by beginning with the terminal
objective for a unit of instruction . . . angd working
“downward' to the necessary behaviors for the unit'of

‘instruction", this being accomplished by determining what a
student must already know how to do in order to learn a
particular skill (p. 118).

Then, too, De Cecco, in "The Psychology of Learning and
Instruction: Educational Psychology" (1968), stated that

~hief purpose of task anaiysis is to help the teacher
lete. ine the optimum learnigg‘conditions for: the various

s the student must learn to perform", itsﬂhaviﬂg been .
acknowledged that "the teacher must not onlyfdescribe but

also analyze the tasks he expects. the studenﬁ to perform"

(p. 45).



20

Task analysls, thoen, oo employved in this study,

constituled the means by which the tusks, reported by

N
’

Omployﬂos engsaced in locol general Insurance agencles, were
broken down so these tasks and the steps involved 'in each or
these taskg might be recorded and foported. It remaing for
task analysis to be applied to the instruction ot theur and
other employees, but this 1 quite beyond the purposcs

1 .

sought to be achieved through this study.

With respect to "lrocess Charts™, Archer (1967), in "An

P

Introduction 1o Canadian. Business", defined a procesgs chart °
as "a written summafy of the varioﬁs production operations,
storageé, and inspectiénsvwhich take place 1n a
manufacturing cycle”. Archer went on to state that this
summary “enables a person to see more reagdly any weaknesses
in the present system, such as unnecessar& movement of
materials and unnecessary storage" (p. 348). : .
Terry (1970), in "0ffice Management and Control”,
included the process chart és one of the "common charts of
“office work simplification” and claimed that, generally, it
serves "to provide the facts for a work simphdification |
project in a clear and comprehensive manner". Terry went OA
to state the 'specifically, work simplification charts '
serve the following purposes: (1) assist in securing,
ofganizing, and visualizing the facts, (2) aid in analyzing
and evaluating these facts, (3) help‘formulafe an improved

procedure, and (4) assist in convincing others of the value

of the improved procedure”" (p. 79).
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In "Syn Lems Anal yuis for WPfeetive Administration”
Barich (199510 cloimed the process chart to be "a very
convenlent and uselul device” in that 1t records "the
detalled sy%tems data in readily understandable manner 50
that they may be analyzed to climinate unnecessary steps or
to change the order in which they are done to reduce effort,
fatigue, and time'. Barish eduated both "process” and
"procedure” to "a relatively simple activity or a small
portion of an activity which is performed wilthin one
organizational unit" and went on to deiflne the process chart
as "essentially a detailed, chronological record o %he
successive steps in a procedure” (p. 87).

The process chart, then, was selected for employment in
this.study for its versatility and ease of use 1n recording
and reporting the tasks performed by employees engaged in
local general insurance agencies. That the authors of
"Development of Performance uoals for a New Office and’ )
Business Education lLearnings System (NOBELS)" (Lanham,
Herschelmann, Weber, & Codk, 19?O;vp.‘54), and that the same
authors in "Development of Task Performance Statements for a
New Office and Business Education Learnings System (NOBELS )"
(Lanham, Lanham, Herschelmann, & Cook, 1972, p. 88),

recognized the utility of flowehakting, 1s borne out by

their statements that "one early decision\ was made that
clarity was improved by visualizing similar task steps
through flowcharting" and that a flowchart of a performance

goal (1970) or task (1972) "is included when the process of



steps Involves more than a straishtline or sequentinl Plow

withoutl alternative steps or decigion point:”

Nature of the General Insurance Agency
Schuman, 1n "Portfolio of Accounting gyutems rfor Small
and Medium-Sized Businesses” (M. D. James, Ed., 1906,

b. 688), stated the nature of the general insurance agency
to be as follows:

The insurance agency lives and breathes as a
service business, and therefore it is primarily a
sales organization. The public looks to the
insurance agent as an individual who is offering
personal, professional assistance in the ways and
workings of insurance, and therefore he looks to
the agent to relieve:him of the burden of securing
. the proper coverage. = I'olicyholders will buy
insurance because they have confidence in the
salesman. Such confidence comes about because
they feel their agent is knowledgeable and reauy
to perform services for thelr benefit. It can,
therefore, be said that the strength and purpose
of the service he performs arg similar to the
efforts of a conbultant building tomorrow's roads.
The areas that will be considered fall into
various categories and into degrees of importance.
The insurance agent might be called upon to
establish a portion for the protection of loss due
to fire, casualty, theft, and various other

hazards of everyday life. He may also help in the N

molding of the client's estate planning including
the proper setup for t_=« advantages.

This type of relationship creates a much closer
business contact than would be expected with the
normal sales-customer assoclation.

The importance, attached by Schuman to the sales and
service'aspects of the general insurance business,
particularly as these bear on the employees in local
general insurance agencies, was identified in the course of

this study. More information on these aspects of the

- general insurance business 1s provided in Chépter Iv
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entitled "Discussion”. >

'urpoges of the ;tudy

The turposga of the Study were two.in number and are as
follow:

1.  the determination_of which combination of process chart
and list of verbé is preferred, by theoemployees and
employers canvassed, for employment in recording and
reporting the tasks and the steps involved in each of these?
tasks which are performed by empioyees in the wconduct of
everyday business in local general insurance agencies.

2. the provision, to each employer_wﬁo participated in the
study, of the combination of process chart and listlof verbs
found to be preferred generally by the employees canvassed,
for each task reported by that person's employees.

With respect to the fi?st Purpose stated for the study,
namely " the determination,df which combination of process
chart and list of verbs is preferred, by the employees and
employers canvassed, for em:loyment in recording and
reporting the tasks and the uteps involved in each of these
tasks which are performed by employees in the conduct of
everydéy business in local general insurance agencies", if
is contended that this Purpose bears directly on the Problem.
stated for this study. This waSoborAe out by the employees’
and employers canvassed in the course of the study. |

Related to the first Purpose stated for the study was

the First Question to be Answered which is: Is there any

one combination of process chart and list of verbs preferred
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by the employees canvassed on the basiy of sultability for
employment in recording and reporting the tasks and the
steps-involved in each of these tasks which they perform?

Related to it was the Second Question to be Answered which

is: If there is one combination of process chart and list
of verbs preferred by the employees canvassed, is this same
combination preferred by their amployers who were aiso
canvassed in the course of the studj?

With respect to the second Purpose stated for the
study, namely "the provision, to each employér who
par*icipated in the study, of the combinati&% of pfocess _ é
chart and list of verbs found to be preferred generally by
the employees,canVassed, for each task réported by that
person’'s employees”, it is contended that fhis Purpose
should benefit these employers by\pointing up problem areas
in their day-to-day operations so these might be corrected
and by providing’the‘means by which new employees might Dbe
readily trained. This was also borne dqt by the employees
and employers canvassed in the course'qf the study.

Assumptions and Delimitations

It has been.a med that conclusions based on fhe data
generated in the cigise of the‘sfudy were not adversely
affected by not requiring that all tasks performed by an
employee be reported, if these were reported at all, and by
accepting, iﬁ the absence of any report of tasks performed

by that employee, that employeé's assessment of the four

combinations of process chart and list of verbs for the six

+



tasks Qct out in Appendix 5.
lso, 1t has been assumed that literature originating

in the United States does apply, to a significant, if
QSomewhat limﬁted, extent, to the Canadian scene. Certainly,

there exists a number of instances in which application is

ﬁot appropriate; however, it has been assumed that, fér the

most part, the views of authoré from the United States aggj

relevant for the purposes of this 3tudy.

With regpect,to Delimitatiogs; the Population, on which
the study has been based, is restficted to that set out
under "Population and Sample" in Chapter I1I. ,NQ attempt‘has
been méde to generalize conclusions from this study to any
population other than that Population. ‘

Also, the study has been restricted to "local general
insuraﬁce agencies”. That conclusions baséd on‘it very well
might be extended to other businesses would have to remain

to be determined.

Definition of Terms

NOBELS——the-acronym for "Eew‘gffiée and - Business
Education Learnings System" as employed by Huffman et al.
(1968), by Lanham, Herschelmann, Weber, and Cook (1970), and
by Lanham, Lanham, Herschelmaﬁn, and Cook (1972).

Local génefal insurance agencies——businesses identified
as handling general insurance in the "Extended Flat Rate
Calling to Alberta Government Telephones Areas" section of
the "Edmonton &‘Vicinity Phone Book" which became effecti&e

von March 7, 1976 but which was replaced by the one which

.~
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became oftective on March 6, 1077.

.Task--a process, a procedure, "a relatively simple
activity or a small portion of ankantivity which 1s
perfprmed within one organizational gnit" (Barish, 1951,

p. 87) and which has both a beginning and an end as set'out
in Figures 2 and 3 employed in this study. |

Process chart--as defined by Barish (1951), "a
détailed, chronoclogical record of tge successive steps in a
procedure" (p. 87) and as iilustrated*by Barish on page G2.

75uitability—~suitability for embloyment in recording
and reporting the fasks and the steps involved in each of
these tasks which aré performed in the course of everyday

~work in local general insurance agencies.



CHAVYTER IT-

METHOD

Research Design and Statistical Test

Van Dalen, in "Understanding Educational Research"
(1966, p. 206), included ”surveyiétu es"as one category of
"descriptive research” and, on pagesdz;;j:}w, went on to
describe " job analysis" under that category. It is wilth
"Jjob analysis" or, as set out in the title of this thesis,
with "task analysis", that this study was concerned.
Alternaﬁively stated, the hesearch‘QQSign employed in.this
study may be described és‘;@ing "jbgwanalysis", which falls
undef the category 'of "survey studies", which category falls
under ”descriptive reseafch”, all as set out by that author.

,igﬁ Qf%f claimed that "an analytical knpwledge of job
lcomponentsjﬁégps administration”, among other things, to .
"detect weaknesses, dpplicafions, or inefficiency in the
pfeéent work procedures” and "to set up traihing programs
and_prepare-instructional materials for\prospeqtive and
~ inservice employees”. That it would be practicable to
“~employ‘directly, in an instructional sefting, the reésults of
the analysis undertaken in this study, would‘have to remain
to be investigated. A more extensive consideratioﬁ of this
whole matter is included under "Recommendations for Further
Stﬁdy" in Cﬁapter IV entitled "Discussion".

With respect to "Statistical Test", individual t tests

~were employed to determine any significant difference
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between the ratines as SIFNLd each of the four combinationg
of process chart and llst of verbs by the employees
“ecanvassed in the course of the study.

Population and Sample

It had been decided, even before the study was begun,
that local general insurance agéncie: should constitute the
Population. This was done because of the author's
familiarity with general insurance operations, beéause there
exists considerable diversity in the tasks to be encountered
In these general insurance agencles, ahd because it was
believed that it would be easier to obtain the co-operation
of the management of local general insurance :.encies fhan
it would be to obtain the co-operation of the management of
general insurance agencies situated in larger centres of
population. |

Accordingly, the Population, from which the Sample
employed in thls study was drawn, was comprlsed of all
bu51nesses listed as handling insurance in the "Extended
Flat Rate Calllng to Alberta Government Telephones Areas"
section of the "Edmonton & Vicinity Phone Book" which became
effe&tive on March 7, 1976 but which was replaced by the one
which ‘became effective on March 6, 1977. There were 23
businesses so listed and which constituted the Population
for the purposes of this study.

It Had'been hoped that the Sample and the Populationﬁ
from which it would be drawn, would be one and the same.

“This was found not to be possible as six businesses declined
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to participate in the gtudy, as three businesses handled
only life insurance, and as two businesses h?d gone out of |
busindss.

The Sample, then, on which the results reported for
this study were based, was comprised of those businesses
which had "insurance" mentioned in the telephone directory
listings, which had been found to handle general insurance,
and which had agreed to participate .in the study. There
were 12 such businesses which constituLed the Sample for the
purposes of this study;-

Appendix 4 provides information on how it came about
that 24 employee—respondents and nine employer-respondents
eventually participated in the study. Also included in
Appendix 4 is a tabuiation of findings based on data
generated.in the course of the study.

Instrumentation

LS

Figure 1 sets out "Information with Respect to Employee
and'Employer". One of these forms was completed for éachl
employee involved in the study whereas only one such form
was completed for each employer no matter the nu;ber of that
person's employees so involved. Figure 1 is shown on the
following page. ‘ | \ | -

Fligure é sets out "The First Process Chart Employgd"
and Figure 3 sets out "The Second Process Chart Employed”.
These Figures are shown on.subseqﬁent pages. |

Table 1 sets out "The First List of Verbs Considered by

Empioyees“ and Table 3 sets out "The Second List of Verbs



Date S

Figure 1: Information with Respect
to Employee and Employer

With respect to Employee:
o Identification number _

Name ‘

Title

Telephone number ___ -

Age last birthday __ years
Educational background

Responsible for __ Employees
With this Employer __ years
In this line of business __ years

With Respect to Employer: ’

‘ Identification number(s)
Name , of Employee(s) reported
Address for this*€mployer

Name of '
-.contact person
Title '
Telephone number __ -~

In this line of business __ years

BEEREE

Other Information:




Identification number . ' Page __ of __ pages
: Figure 2: The First Process Chart Employed
Task charted ;

Task began with

Task ended with

Estimated percentage of time spent on task __~-rank __

Step 1n task

Acquisition-~receive

Process--check, compile, compose,

! compute, determine,

duplicate, operate,

recdrd, sort, “type

Disposition——call, deliver,

file, inform, mail

-Acquisition--receive : @
Process~-check, compile, compose,
compute, determine,

duplicate, operate,-"

record, sort, type

Disppsition——call, deliver,

file, .inform,‘ mail

-

Acquisition--receive

Process~--check, compile, compose,

compute, determine,

duplicate, operate,

- record, sort, type

Disposition--call, deliver,

+file, inform, mail

Acquigition--receive

Process~--check, compile, compose,
compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver,

. file, inform, mail

Acquisition--receive

Process-~check, compile, compose,
‘ compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver,

file, inform, mail .
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Figure 3: The Second l..._c¢ss Chart -Employved
Task charted :

Task began with
Task ended with
Estimated percentage of time spent on task __--rank __

ldentification number _ Page of ___ pages

slon
Acquisition

. . Process

v . . Dich. s on

; . . ){ _ Step in task

et .

. . |

. L] \ ; »
=4

3
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Considered by‘Employoes“. Table 2 sety »utg"Thv gt of
Verbs Imployed by the Author in Completing lhe trocess
Charts”. These Tables are shown in Appendi% 1.

Figures 4, 5, 6, and 7 were used by emﬁloyees to rate
each of the four combinations of process chert and list of
verbs as to suitability for emplovment in recdrding and
reporting the tasks and the stepn ‘ayolved ln“each of these
tasks which they perfqrm in the course of tbeir everyday
work. Flgure 8 wa.u employed to collect eacb employee's
ratings so these might be analyzed. Provislon, by‘means of
paired comparisons, was made to ensure conslstency between

the individual ratings assigned on Figures 4 5, 6, and 7

and the overall ratings assigned on Filgure 8 No attempT

was made to influence any employee's ratlngs All that was
sought to be accomplished was to have thelr ind: rldual
ratings be cons1stent with their overall ratlngs «These
Figures are shown in Appendix 2. p ; _

~Figure 9 sefs out "The Form used by Eﬁployers‘to Rate :
Each of Four Combinations of Process Chartgand List of
Verbs". Figure 9 is also shown in Apﬁendig 2.

Data Collection Technique

Appendlx 3 'sets out the local general\lnsurance
agenc1es 1nvolved in. the study, that is, tée ‘Businesses
Identlfled as Handllng General Insurance and Which
Participated in the §&pdy" and "Letters Addressed to

Employees and Emplgyers in the Course of the Study"”

"The First Regular Letter Addressed to Employers™”

/



served to introduce the authorvand solicited the
participation of these employers in the study. That there
should be certain benefits accfuing to these employers, from
rparticipating in the study, was emphasized i:;)mis letter.
"The First Regular Letter Addressed.to Employees" made

mention of the fact thaf t r employers had agreed to
participate in the study and suggested that. there should be
certain benefits accruilng to them, the employees, from
participating in the study. Enclosed with this letter were
Figure 1 and Table 1. Requested to be returned or submitted
to the author were completed Figure 1, a list of their tasks
and the estimated percentage of time spent on each of these
tasks and the steps involved in eéch of these tasks, and
certain other information with respect to these tasks.

| "The Second Reguiar Letter Addressed to Employees"” .
requested that each employee rate each of.four combinations
of process chart and list of verbs on the basis of
sulitability for employment in recording and reporting the
tasks and the steps involved ip each of these ta;ks which
that employee performs or‘which other employees perform in
the course of everyday work. The employee was then
requested fo provide overall ratings of these combinations,
‘all the while making certain that the overall ratihgs‘wereku
consistent with the individual ratings. Enclosed wi@h this
letter were Table 3, four combinations'of process chart and
list of verbs for one of the tasks reported by thaf employee

or for each of six tasks selected at random from "SIC



Performance .Goalsg"# in "Development of Performance Goals for
a New Office and Business Education Learnings Syvatem

(NOBELS )" (Lanham, Herschelmann, wWeber, & Cook, 1970

Pp. 58-104), Figures 4, 5, 6, and 7 required tor individual
ratings of these comblnatlonu, and Figure 8§ required for
overall ratings of thesge same combinations. Requested to be
returneq to the author were these combinations of process
chart and list of verbs, and completed Figures 4, 5, 0, 7,
and 8.

"The Special Letter Addressed to an Employee Should the
Overall Ratings Not be Consistent with the Individual
Ratings Reported by tha't Employee" provided such employee
with the opportunity again to consider both 1nd1v1dual and
overall ratings of the four combinations of process chart
and list of verbs Prepared fer one of the tas.ns .reported by
that employee or for each of six tasgks reported by other
employees. Enclosed with this letter were the combinations
of process chart and list of verbs, Figures 4, 5, 6, and 7,
and a new Figure 8. Requested to be returned to the euthor
were the combinations of procese chart and lisf of verbs,
the previously completed Figures 4, 5, 6, ang 7, and the
newly completed Figure 8.

"The Secona Regular Letter Addressed to Employers"
requested that each employer complete Figure 1 and then rate

each of four combinations of Process chart and list of verbs

(on the ba51s of suitability for employment in recordlng and_

-

*Process charts of these six tasks appear in Appendix 5.
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reporting the tacsks and the steps involved in each of thege
tasks performed by employees in the course of everydhy work)
af'ter having considered each task of a number of tasks
selected at random from all)the tasks reported by all the
employees canvassed or each of six tasks selected at random
from "SIC Performance Goals". Encl&sed with this letter
Were Figure 1, the four combinations of process chart and
list of verbs for the tasks selected for consideratioh,
Figure 9 required for overall ratings of these combinations,
and'Tables'l'and 3. Requested to be returned to the author
were completed Figures 1 and 9, and the combinations of
process chart and list éf verbs for the tasks selected for
consideration.

In instances, where it was not possible to obtain a
1ist of the tasks and the estimated percentage of tiﬁe spent
on each of these tasks and the steps involved in each of
these tasks, and certain other information with réspect to
these tasks, from an employee, that employee was cbntacted
in person. That émployee was requested, after having“
consldered the four combinafions of process chart and list
of verbs selected ét random from "SIC Performance Goals"; to
complete Figure 1, Figures 4, 5, 6, and 7, and Figure 8. 1In
similar fashion, employers were contacted in person and
requested to complete Figures 1 and 9. Information, )

. |
including "certain other information with resﬁgﬁf'to ﬁhese
tasks”, which was obtained by interview, was t;éaigd/in the -

same manner as information obtained by correspondence.



"The Third Regular letter Addressed to Employees”
advised that their participation in the study was at an end
and thanked them for their po—operation.

”fhe Third Regular Letter Addressed to Employers”
advised that, except for providing them with‘process charts
embodying the combination of process chart and list of verbs
found to be preferred for employment in recording and
reporting the tasks ana the steps involved ih each of these
tasks which are performed in the course of everydéy work,
which process charts are to be completed for the tasks
réported by their employees, the study had been completed.

Thislletter wenﬁ on to thank them for their co-operation.

Data Treatment and Analysis

With respect to treatment of the data received from the
employeeSIWHo participated in the study, Table 2, entitled
" "The List of Verbs Employed by the Author in Completing the
Process Charts”, made use of thé verbs froh Tabkes 1 and 3
to complete Figures 2 and 3. Combinations of process chart
and list of verbs were prepared by the author and subjected
to the scrutinj of both the employees and their employers.
These fou? combinations were then rated as to suit%bility,
as defined for the purpdses of the s+tudy, and these ratings
were recorded. Also recorded was information with respect
to "Hardware", "Software", "Supplementary steps"”, "Reported
criteria", and "Educational cues" as reported by the
employees and information with respect to "Reported |

criteria" as reported by their employers. This information
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is presented in Chapter III entitled "Results".

With respect to analysis of the data generated 1n the
course of the study, individual t tests were employed to
determine any significant difference be?ween each of the
ratings of\the four cé@finatibns of process chart and list
of verbs. A ratio scalé of measurement had been introduced,
in the individual rating forms, namely Figures L, 5, 6, and
7, to make possible, and did make possible, direct
comparison of individual ratings of these combinations on
. the basis of suitability for employment in recording and
reporting the tasks and the steps involved in each of these
: fasks which are performed in the course of everyday work in

local general insurance agencles.



CHAFTER 111

RESULTS

The owners or managers of 10 local general iﬁsurance
agencies, which agencies are set out in Appendix.B under.
"Businesses Identified as‘Handling General Insurance and
Which Participated in the Study", had agreed to participate,
or had agreed to have their employees participaté, in the
study. Nine of these persons actually did participate in
the study as employers.* . They completed forms rating the
four combinaéions of process chart and list of vefbs as to
sultability for employment in.recording and reporting the
tasks and the steps involvéd in each of these tasks which
-are perfﬁrmed in the course‘of everyday work in local
general insurance agenciesi

Committed to the study, by their employers, were 28
employees. Actually partic¢cipating in the study were 22 of
these employees and the proprietors of two one-person local
general insurénce agencies, a total of 24 persons who rated
the combinations of procéss chart and list'of verbs as
employees. . The difference between the number of employeei
'o?iginally schedu%ed to participate in the study and the
number of employees actually participating in the study was
attributable to staff turnover wifhouf there having Been
full replacement of staff no longer with an'employer, to

absence of staff on vacation, and to failure, on the part of

¥Details of participation in the study appear in Appendix 4.
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one employee, to complete the required rating forms.

Also appearing in Appendix 4 are particulars of
findings reported for this study. These are set out in
tabular format in Appendix 4. These findings, reported in
narrative forma%, follow. .

The first choice, of 22 emploggés, or 92% of the
empdoyees, and based on sultability for employment in
recording and reportin- the tasks and the steps involved in
each of these tasks which are performed in the course, of
everyday work in local general insurance,agencieé,,was the
combination of Figﬁre 3 and Table 3. One employee selected
the combination of Figure 3 and Table 1 as first choice, and
one employee selected the combination of Figure 2 and
Table 3 as first’choice.

The second choice, of 18 employees, or 75% of the
employees, and based on the same criterion, was the
combination of Figure 3 and Table 1. Four employees, or 17%
of the employees, selected the combination of Flgure 2 and
Table 3 as secoﬂd choice. One employee selected the
combination of Figure 3 and Table .3 as second choice, and
one employee selected the combination of ngure 2 and
Table 1 as second choice.

The third choice, of 18 employees, or 75% of the
employeeé, and based on the same criterion, was the
combination of Figure 2 and Table 3. Four employees, or 17%
of the employees, selected the combination of Figure 3 and

Table 1 as third choice. One employee selected the'
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combinatioh of" I"eure j and Table 3 as third choice, and
one employee selected the combination of Figure 2 and
Table 1 as third cholice.

The fourth cﬁoice, of 22)employees, or 92% of the
employees, and based on the same criterion, was the
combination of Figure 2 and Table 1. One émployee selected
the combination of Figure 2 and Table 3 as fourth choice,
and one employee selected the combination of Figure 3 and
Table 1 as fourth choice. |

With respect to individual t tests, all at the .01
level of significance for a one-tailed test, there being a
critical valuebof 1 of 2.807 at 23 degrees of freedom for
this level of significance,* there wasﬂdetermined to be a
'significant difference between the mean rating of the
combination of Figure 3 and Table 3, the first choice, and
that of the combinatioQ.of Figure 3 and Table 1, the second
choice, t in this inétance having been determined to be
5.153. There was a significant difference between the mean
rating of the combination of Figure 3 and Table 1, the
second choiée, and that of the combination of Figure 2 and
Table 3, the third choice, t in this instance having been
determined to be 4,155, There was a significant‘dif; rence
between the mean rating of the combination of Figure 2 and
Table 3, the third choice, and that of the combination of
Figure 2 and Table 1, the fourth choice, t in this instance

having been determined to be 6.705.

¥Van Dalen, 1966, p. 465. _ .
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The first choice, of seven employers, or 78% of the
employers who participated in the study, and based on
sultability for employment in recording and reporting the
tasks and the steps involved 1n each of thege tasks which
are performed in the course of everyday work in local
general insurance agencies, was the combination of Figure jl
and Table 3. One empioyer gselected the combination of
Figure 2 and Table 3 as first choice, and one employer
selected the combination of Figure 2 and Table 1 as first
cholce.

The second choice, of six employers, or 67% of the
employers, and based on the same criterion, was the
combination of Figure 3 and Table 1. Two employers, or 22% .
of the employers, selected the combination of Figure 2 and '
Table 3 as second choice, and one employer selected the
combina?ion of Figure 3 and Table 3 as second choice.

The third cﬁoice, of five employers, or 56% of the
employers, and based on the same criterion, waS~the '
combination of Figure 2 and Table 3. Two employers, or 22%
of the employers, selected the cémbination of Figure 3 and
Table 1 as third choice, and two employers, or 22% of the
employers, selected ﬁhe combination of Figure 2 and Tablevl
ags third choice.

The fourth choice, of six employers, or 67% of the
employers, and based on the same criterion, was the ‘j

combination of Figure 2 and.Table 1. One employer selected

the combination of Figure 2 and Table 3 as fourth choice,
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one employer selected the combination of Figure 3 and
Table 1 as féurth choice, and one employer selected the
combination of Figure 3 and Table 3 as fourth choice.

Finally, the ranking of the four combinations of
process chart and list of verbs, by the employees and byl
thelir employers who pérticipated in the study, on thehbasis
of suitability as defined for the purposes of the study, was
determineq'to be the;Fame. |

It was*in "Development of Task Performance Statements
for a New Office and Business Education Learnings System
(NOBELS )" (Lanham; Lanham, Herschelmann, & Cook, 1972) that
it was reported that "this éeparate listing of 3?3vtask
statements represents the principal output of NOBELS"
(p. 66). Then, on page 87,‘the authors, when explaining
"detailed tésk statements”, went on to say that statements
of "detailled summary performance tasks" include (1) a
listing of "hardware", that is, materials of wood, metal, or
harder consistency like machines used, (2) a listing of
"software”, that is, the programs, policy manuals,
cétalogues. or references used, (3) "educational cues”, that
is, the suggestions o~ the task writers (all classroom
practitioners) of implied.instructional key elements for
teéching, (4) "supplementary steps”, that is, alternatives
of p.. formance or steps performed bx/a few workers, and
(5) ":zorted criteria”, that 1s, requirements of successful
performancé as quoted directly from the task sheets.

The employees, as set>out in "The First Regular Lett-=>



Addressed fo Employees", were requested to provide any
information they might be able to provide with respect to
"Hardware”, ”Séftware"} ”Shpplementary sfeps”, and "Reported
criteria”, and, should phey perceive ariy of these, to
provide information on JEducational cues” which were defined
as "suggestions on implged instructional key elemenfs for
teaching". The employers, as set oug in "The Second Regular
Letter Addressed to Employers"”, were réquested, when
cogpleting Figure 9, to pro&ide any iﬁformation'fhey might
be able %o pfovide with resﬁect to "Reported Criteria™ which
were defined as "requirements of successful performance" and
“which they believed to be important in the tasks considered.
/ The "hardware", reported by tﬁe employees who
participated in the study, was that identified by. Lanham,
Lanham, Herschelmann, and Cook in their 1972 report, with
only minor differences experienced in the terminology
employed. Ther; were no "supplementary steps" reported by‘
these employees. There were no "educational bges" reported,
if these were perceived at all, by these employees. The
"software”, reported by fhese employees, was that identifiéd
in the 1972 report, again with only minor differences
experienced in the terminology employed. - These employees
dia attach considerable importance to a thorough
1 srsténding of the rate books and related manualsféo
widely employed in local general igsurance agencies, with
this importance having.been borne out by what tﬁeir

P
employers had to say about it. The "reported criteria®”,.
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réported by both employees and their employers, did not
differ from those identified in the 1972 report.

It was 1n "Development of Performance Goals for a New
Office and Business Education Learnings Sys tcm (NOBEI.S)™
(Lanham, Herschelmann, Weber, & Cook, 1970, pp. 38; 291)
and, a short time later, in "De.clopment of Task Ferformance
Statements for a New Office and Business Education Learnings
System (NOBELS)" (Lanham, Lanham, Herschelmann, & Cook,
1972, p. 310) that these authors dealt with certain
"universals, 1.e., behaviors that are fundamental‘to the
successful performance of most office tasks" (1970, p. 38).
These "fundamentals of office task performance”" (1970,

p. 291; 1972, p. 310) were three in number and are as
follow:

Accuracy as a desired generalized behavior of
_~ ~ office workers is a function of checking for

potential error and of correcting error. When

supervisors so universally say they require

"absolute accuracy"” as they did in NOBELS'

interviews, we must conclude they mean: “An

accurate office task performance means perceiving

what an accurate product is, identifying likely

points of error, chc ving and correcting so that

the product is acct ¢ because the worker has

checked and eliminaica a-y potential inaccuracy.”

Inadequate communication skills, both oral and

written, are a frequent source of unsuccessful

office performance. Communication skills adequate

to iristruct others or to modlfy office actions are
sought by supervisors.

Organizing and classifying Jdf both numerical and
verbal data--all symbolic data--are even more

necessary behaviors in our emerging electronic
technology than ever before.

It is with the pressing need, of their employees, for

accuracy in all the tasks they perform for their employers,
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that the emplbyérs, who- participated in this study, were so
very much concerned. This was brousht out in interview
after interview with these employers. Also brought out in
these interviews with these employers was their substantial
concern for:the'need, of thelr employees, to develop
adequate, if-not fully satisfactory, communication skillsfﬁ
Then, tco, there was broughf“dut in these interviews, but to
a lesser: extent, ?heir concern for the need, of theilr
employees, to possess computational skills at least adequate
for the many tasks these employees are required to perf Ty
\ ’ 2t

in the course of their everyday wors 1 local general
insurance agencies.

Finally, as set out in "The-Third Regular Letter

Addressed to Employers", 1t is intended that these employers

be provided with a copy of the combination of process chart

D TLd
L ]

and list of verbs, which combination has been found to be’
preferred for employment in recording and repofting the
tasks and the steps involved in each of these tasks
pe%forme%iby all employees partieipating in the study, fqr
each of the ﬁaSks each of;their employees reported. Six
'prdcesé_charts have been seléeted at random from those to be

provided to these empioyers and these pfocess charts appear

on the immediately following Ppages.



Identification number _2 Page _1 of _1 pages
Figure 3: The "Second Process Chart: Empl_yed

Task charted Prooe581ng premlum payment. from Qollcyholde

Task began with Receiving premlum payment

Task ended with Destroying copies_of premium notlce, etc.

Estimated percentage of time spent on task _5--rank _6

Declsion
Acquisition
Process .
Disposition

Step in tasR
Receives premium payment from
policyholder

Totals money received

Transfers money to cash drawer

Pulls premium notice copies

Compares amount of;paymentiwith
amount shown on premium notice
copies ,

Obtains cash journal

Obtalns receilpt book

. Records premium payment 1nAgash
. Jjournal 44

Issues receipt to pglicyholder

Returns cash journal

Returns receipt book

Destroys copies of premium hotice

. . o 1

Table 3 Verbs_j
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Identification number _8 Page _1 of _1 pages
Figure 3: The Second Process Chart Employed

Task charted Issuing license plates, etc.

Task began with Obtaining required forms from customer

Task ended with Transferring finished forms to mail-tray

Estimated perc?htage of time spent on task _5--rank _o

De01s1on

i Acquisition
PG Process

Disposition

Step in task

Obtains required forms from
cus tomer

Obtains required=dgdeéentification
and other informatipn .

Completes license plate form
/

Checks own work

Issues the license plates

Obtains renewal form of driver's

o = -
license from customer

Completes driver's license form,
including change. of address

Requests payment from customer

Obtains payment from customer

Obtains signature of licensee

Checks all forms to see - if
completed correct;y L

Issues the driver's license

~Holds payment in cash drawer

. Transfers finished forms 1o
. - . mail—"tréy

L__;___,_‘_ _ . ' Table 3 Verbs_]
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Identification number 13 Page 1 of 1 papges
Figure 3: The Second Process Chart Employed

Task charted Issuing postal money order

Task began with Receiving request for money order

Task ended with Returning money order register to drawer

Estimated percentage of lime spent on task _5--rank _8

Decision : _
Acgquisition : :

Process
Disposition

Step 1in task

Receives request for money order

Obtalins blank money order from
cabinet

Stamps amount of money order on
protectograph

Obtains money order. register from
drawer

Records amount of money order and
charge in money order register

Requests payment from cusfomer

Obtains payment from customer

Places mone¥ in cash drawer and
makes change i1f necessary

Issues money order

. . . Returns money order register to
. . . . drawer

Table 3 Verbs_]
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Identification . number 18
Figure 3:

Page _1 of _1 pages

The Second Process Chart Employed

Task charted Handling applicatlon for household coverage

Task began with Receiving request for coverage

Task ended with Holding appllcatlon and check for mailin g

Estimated percentage of time spent on task 15--rank _4

Declslon
Acgulsltlon

Disposition

Step in task

Receives request for household _
coverage from customer at counter

Locate: application form and rate
book

Pulls customer's file flolder

Obtains particulars of coverage
wanted by the customer

Computes amount of premium

Completes application form

Collects premium from customer

Records payment in receipt book

Records particulars of policy
requested in Application Register

Delivers copy of _ppllcatlon and
, recelpt to customer

(

Inserts copy of application form
in customer's file folder

Issues check for premium less
commlssion 10 insuring company

Files rate book and receipt '

Files customer's file folcar

Holds application form and =" =c._
for mailing to insuring compally

Table 3 Verbs |
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Identification number 23
Figure 3: The Second Process Chart Employ d

Page 1 of 1 pages

Task charted Handling routine filing duties s

Task began with Collecting items from out-baskets

Task ended with Returning file folders

Estimated percentage of time spent on task 70-~rank 1

Decision

Acgquisition

Process
Disposition

Step in task

Collects items from out-baskets

in office

Sorts 1tems to be filed from

items to be mailed or dellvered

to other desks

Delivers items to be mailed to

malling table

Holds 1tems to be delivered to
other desks

Sorts’ items by where they are to
be filed :

Sorts items in each group for
filing

Pulls required file folders

Punches each item with two-hole
punch

Attaches each 1tem in correct
file folder

Returns file folders

Table 3 Verbs._|




Identification number 31 Page _1 of _1 pages
Figure 3: The Second Process Chart Imployved

Task charted Answering telephone inquiry, etc.

Task began with Receiving telephone call

Task ended with Recording and delivering message, etc.

Estimated percentage of time spent on task L5 —rank 1

Decision
Acquisition
Process
‘ Disposition

Step in task

Receives telephone call

Obtains name of caller and nature
of call :

Determines whether or not can
answer :

Transfers call (if cannot answer)

Obtains_requested information (if
can_answer)

Informs caller

Records message

Delivers message

\\

{ __Table 3 Verst

NN



CHAPTER TV

DISCUSSION

The Problem, for the purposes of the study, was stated
to be "one of determining the means preferred by employees
and by thelr employers for recording and reporting the tasks
and the steps involved in each of these tasks which ere
performed by these employees who are engaged in local
general 1lnsurance agencies".

The Purposes of the study were two ih number ani/aée as
follow:

1. the determination of which combination of process chart
and list of verbs is preferfed{\by the employees ahd
employers canvassed, for employment in recording and
reporting the tasks and the steps involved in each of these
tasks which are performed by employees in theeconduct of
everydaj business in local general insurance agencies;'\

2. the provision, to each employer who participeted in the
study, of the combination of process chart and list of v- s3°
found to be preferred generally by the employees canvassged,
for each task reported by that person's employees.

With respect to the first Purpose stated for the study,
namely "the determination of which combination of process
chart and list of verbs is preferred, by the employees and
employefs canvassed, for employment in recording and

reporting the tasks and the steps involved in each of these

tasks which are performed by employees in the conduct of
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evefyday business in local general insurance agenciles", 1t
was determined tﬁat’the combination of Figure 3, "The Second
Process Chart Employed", and Table 3, "The Second List of
Verbs Considered by Employees”, 1s the one preferred by both
the employees and.their employers who participated in the
study. Now, it very well might be that this finding alone,

with nothing more required to have been accomplished by the

study, warranted i1ts undertaking. Then, too, the study does-

provide a tried and proven means for recording and reporting
what is being done, by way of the tasksﬂwhich.are performed,
in local Beneral insurance agencies.. ‘

With respect to the second Purpose stated for the
study, namely "the provision, to each employer who
participated in the study, of the combination of process
chart and list of verbs found to be preferred generally by
the employees canvassed, for each task reported by that
person's employees”, it is intended that this ihformation be
provided to these employers in the next little while. ‘That
there should be benefits acéruing to them, from having
problem areas in thelr day-to-day operatiohs pointed up so
these might be corrected and from being provided with the
’means by which new employees might be readily trained, has
been recognized by these employers. Ther too, there should
be benefits accruing to the employees who participated in

the study or, for that matter, to persons yet to be employed

in these local general insurance agencies, from having their

v

tasks flowcharted so all employeés might be enabled, even to
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the extent of being enoouroged, to do better work, has been
recognized and widely approved by employees and employers
alike. 1In addition to thesge process charts, for any and all
tasks reported b& thelr employees, the employers have
reqoested that they be provided wi th, and they will be
provided with, copies of this thesis. That they be provided
with the meang whereby they will be able to record and
report the tasks performed by their employees, and to
analyze and deal wlth these tasks as might be required, is
not only their intention but also is the inﬁention of this
author. | : g
Now, it was determined in the course of the study that
additional information, particularly on the verbs to be
employed and on the manner in which these verbs should be
employed, was required in order that detailed summary
performance goals might come to be wrltten The approach,
taken in Table 2, "The List of Verbs Employed by the Author
in Completing the Process Charts", was developed early in
the study and its appropriateness was confirmed through
COnsulfation with both employees and their employers as the
study progressed. Also, the findings with respect to
"hardware", "software", "educational cues", "supplementary
steps", and "reported criteria”, which findings were,
reported by lLanham, Herschelmann, Weber, and Cook in 1970,
and a short time later by Lanham, Lanham, Herschelmann, and
Cook, the same authors, were found to apply in local general

insurance agencies. It very well might be that these



findingg pbrovide adequate information required for wreitine
these detailed summary performanconqon;u. That the writin.-
of" these performance goals will be stimulated, as a matter
of course and hopefully in the near future, will have to
remain to be determined. El

Conclusions

Generally, 11t hags beén concluded that the coubination
of Figure 3 and Table 3, that is, the combination o "The
Second Process Chart Employed” and "The Second [iast of" Verbs
Considered by Employees”, is the one preferred by employees
and empPbdyers alike. The second, third, and fourth choices,
of both the employees and their employers, are respectively
the combiﬁation of Figure 3 and Table 1, that is, the
combinatign of "The Second Process Chart Employed” and "The
First. List of Verbs Considered by Employees", the
combination of Figure 2 and Table 3, that is, the
combination of "The First Process Chart Empioyed" ahd "The
Second List of Verbs Consideréd by Employees", and the
combination of Figure 2 and Table 1, that is, the

combination of "The First Process Chart Emplbyed" and "The

First List of Verbs Considered by Employees".

The First Question to be Answered was "Is there any one
combination of process chart and‘list of verbé preferred by
the employees canvassed on the basis of suitability for
employment in recording and reporting the tasks and the
steps inyOlved in each of these tasks which they perform?”

In answer to thiquuestion, let it be reported that there



was determined Lo be a sigr . Jleant difleronce at p < 01

between the mean rating of the first cholce o combination
. . o N .

of Figure 3 and Table 3 and the mean rating ot the second

cholce of combination of'Figure 3 and Table !. Then, toc,

not only was there a significant difference between the
first and second choices, but there were also sirnificant
différences between the second and third choicés and between
the third and fourth choices.

Related to the First

Second Question to be An
e

'combination of procesgl
the omployeesvcah;aééed._ \“t.;_:#éhe r&ﬂbination preferred
by their employers who werenélgg'banvassed in fhe.course of
the sfudy?" "In answer to “his question, let it be reported
that the cémbination of Figure 3, "The Secon¢ rocess Chart
Employed”, and Table 3, “fhe Sécond List of Verbs Considered
by Employees", was rated the highest by the employees
canvassed and by their employers who also barticipated in
the study. Then, too, not only were the employees and their
employers in agreement as to the first choice of combination
of process chart and list of verbs, but they were also in
agreement as to the second, third, and fourth choiceé'which
were respectively the combination of Figure 3 and Table 1,
the combination of Figure 2 and Table 3, and the combination
of Figure 2 and Table 1.

Specifically, it has been concluded that Figure 3, in

preference to Figure 2, was included in the first choice of
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92% of the employees and 78% of their employers, and in the
second cholce of 75% of the employees and 67% of their
employers, beéause it normally requireé fewer pages to
flowchart a task in that it often can set out that task on
one page, because fhere is provision made for the broad
category of "Decision", becausec both Table 3 and Table 1
verbs can be accommodatedfwithout haviné to reduce these to
16 verbs, and because some verbs, which common usage
requires be placed in one bf the categories, have to be
placed in on; of the other categories. Then, too, it has
been conpluded that Table 3 verbs, 1in preference to‘Table'l
verbs, were included in the first choice of 92% of the
embloyees and 78% of their empioyers. and in the third
cﬁoice of 75% of the eﬁployees and 56% of their employers,
because these verbs provide adequate‘covg}agé without being
cuhbersome or confusing. These conclusions have been based
on information gathered from employees and théir employers
in the course of the study. As mentioned previously,
detailed information on these éhoices appears in Appendix 4.

Specifically, it has been concdluded gﬂaf the .
Information, provided by Lanham, Lanham, Herséhelmann, and
Cook (1972, p.'87), on "hardware", "software", "educational
éues", “supplementary steps”", and "reported criteria"i is
appropfiate for employment in describing the tasks which are
performed iﬁ local general-insufance'agencies{ Tﬁis
conclusion has been based on information gathered from

employees and their employers in the course of the study.



Specifically, it has been concluded that the
importance, attached by Lanham, lanham, Herschelmann, and-
.;Cook 61972,vp. 310), to "accuracy of checking and |
proofreading, to oral ar . written.communication, and to
hcomputation of numerical data", 1s warranted and applicable
to ope ations observed in local general insurance agencies.
Also, as claimed by Schuman, in ”kortfolio of Accounting
Systems for Small and Medium-Sic~d Businesses” (M. D. James,
Ed., 1968, p. 688), it was observed that, indeed, "the
insurance agency lives and breathes as a service business, -
and therefore it is primarily a sales organization". So,
with service generally its soie source of revenue, it is of
"little wbnder that communication, not only within thé agency
"but also with the public, is of such major importaﬁce.

Tﬁése conclusions have been based on information gathered

J
study. - -

from employees and their employers in the course of the

Recommendations for Further Study

That "new instruction is needed %o prepare young people
to meet current and'emerging requirements. of the office”
"(Huffman et al., 1968, p. 3), that "the -market for office
job preparation is an inéreasfng market influenced by higher
than average replacement and estimated increase in numbers
and proportionﬁof the total labor force" (Lanham,
Herschelmann, Weber} & Cook, 1970, p. 3), and that "public

pressures for accountability in education, movements toward

career education, a strengthening of Federal and state

e
Ry
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staffing and supporting ot carcer educadion ihruntu
continue the neceg: oo for revitalizing eccupntion
ireparation with current arud job-related iask performances"”
(Lanham, Lanhem, Herschelmann, & Cook, 1972, p. iii), have
already been recognized and set out in this thesis.

‘There continues to be concern expressed .over the eed
to provide young people with improved business and office
education, to which education Bueiness‘will have to. make a

. & , )
substantially greater contribution than it has ever made
" before. This is borne out by what Hostrop (1975) and
Strobach (1976) had to say on this subject. Hostrop, on
page 16 in his chapter on "The Céll for Accounfability":
steted that "reses ch into the relationship between
education's output and the nation's manpdwer neeQS is
- disquiet’ 1g" ‘and that "educational systems are falling far
short ef turning oﬁ% the right numbers and combinations of
manpdwer Qﬁeded for optimum developmedt". Hostrop went on /
to say that, "on the other hand, society's employment
structures and incentives are poorly gearede to make the best

use of educational personnel and hence to serve .he real

needs of development" ‘He concluded by saying that "it is

eunderstandable that dlssonant students have become

Strobach, on. page 10 in his

i
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education to provide adequately cducated individuals, who

become the employees that perform busin. tasks” but that,
"with accelerating technological and social change, this

traditional educational need is being transformed to include
a need for oogoing educational experiences for employecs, to
help them adjust to new work requirements and new job
opportunities"lt.Strobaoh went on‘%o shy that, "in thisgs
cnuse, education would benefit from a dialogue with business
Qn emerglng technology and corresponding educational needs
$f employees" and that "education could also benefit from an
awareness of the changing composition of the work force,
whose members are candidates for continuing eoucation
programs"”. He concluded oy saylng that "business would
clearly beneflt from such a linkage 1n obtaining employees
who are more approprlately educated for jobs they can be
expected to carry out".

That it will be to future work grOLoe, .2t what it is
hoped w1ll be improved 1nstructlon in b sines* and offlce_‘
education will be dlrecteq, must be recog:.. med. Teriy h
.(19?7), 1 pages 41-42 in his . article on "The Supervisor of
“the (les ) Future"”, suggested. that "some of the '
ehara?fe;létigs irliﬂneh future work'groqpe will differ from
those\ofwthe preeent" are (a) future employees will be
younger overall, withﬁmore than 35 per cent of the
population of the United States less than 25’years old in
@

1980 (b) the attltudes of employees of all ages are L .
s, S

. 3é ?mg in keeplng with the evolution of social beliefs and
ﬂﬁ;.-; R O



values, (c¢) though sex discerimination in hiring and placide
of employee&yé&:likeiy to persist indetinitely, i1 wil!
continue to decreas e, voluntarily or through affirmative
action programs, (d) suitable jobs for the nonskilled, the
handicapped and the disadvantaged will be tound, and

progress in their promotion and upgrading will become

common, and (e) better and more advanced formal education

*will characterize future employees.

Further study of matters related to business ar ! .1 .ce

edu¢dtion, then, wouid appear not only to be warranted but

AVg&eo to be highly de51rmble,jtihat it is antlcipated that

0
Bu81ness will comé to make a considerably greater input,

" than it has ever ma?eb into buginess and office education,

and that it 1S antiéipatedsthat the very nature of the

clientele to be #erved will change, would have to be taken

~into consideration in any further study which mlght come to

e undertaken
The first recommendation for further study 1s that
coneideration again be given to '"A Taxonomy of Office

Activities for Business and Office Education" (Huffman et
. [ oxd

]

al., 1968). Particular em; sis would have to be placed on .

the definitions of the verbs to be empleyed. ‘Once these
verbs were to.be defined in acceptable terms, that is, in
terms WhECh;WOuld be acceptable to Business, to etudents,
and to specialists in business and offiéeteducation,’the 20
Primary Dlv%slon Verbs could be treated as general areas of

competence requlred to be-attained by students of and in
"

3



bio ‘ness and office educatiorn.

As set out in the Taxonomy, the Lecondary biviasion
Verbs serve "to indicate distinctive ways in which the
actlion of the Primary Division Verb is carricd out” (po 1hY,

With performance goals, each of these to include Lhe
conditions under which competence is t~ be demongtrat d and
appropriate criteria of success® ] pel rmance, enunciated
for each of‘these.Secondary DI ‘isicn Verbs, directly, and
for the ~responding Primary . on Verbs, indirectly,
task analysis could be employed to good édvantége in
determining the optimum conditions under which thééé
performance goals might bevattained. ‘

The second recommendation for further study is in
keeping with what Lanham, Lanham, Hersc.helmann, and Cook
(1972, p. 309) had to say when speaking of "generalized task
reffogmano@ goals or pgrformance specifications from which
performance goals willigeetho'be developed"”, namely that
"the competenéies and performances attached to an office
preparation program should be extracted from the actual
. pgrformance of office work". It is this approach which is
advocated b~ taken in this or any further st%%?;which might
come to be .ndertaken. ,

No matter that those authors had»gone to stag?)thag

"a generalized task statement even in its detziled form is

at most a generalization of important steps taken to perform

office tasxs and not the specific performance expected of a

particular office worker"”, generalizations of this nature

D R VU
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would agoist substantially once consideration wore Lo be
given Lo providing instruction related 1o thege tasks.

Then, too, further investigation of their "Pundamentals of
off'ice task pertormance" (1972, p. 310) would appear Lo
warrant furthor atudy.

Thls study should bebreplicﬂted. It should involve
other local glneral Insurance agencies. It could involve
any broad afoﬁping of like businesses. 1t should make use
of' the conmbination of Figure 3, "The Second frocess Chart
Employed", and Table_}, “The Second List of Verbs Considere:d
by Employuos”. It should account fqr a‘subgﬁantial portion,
if not all, of each employee's time spent on 1he job. Tt

should employ interviewers highly skilled in using this

combination of process chart and list of verbs, and in

obtaining related information from the employees who would

6; interviewed. It should Produce data which could : -

analyzed in terms of instructional content and process,

\\\\ {Whigfer on a competency or some other basis. It should be
thern,

and only then, that there should be determined t@?
value of this whole aporoach to improvihg business énd-ﬂ?;
office education in terms of applicability in an

instructional setting.
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Table 1: The First List of Verbs .
Considered by Employees

accumulate* : _
collect)--to bring together into a band or group
activate '
© (operate)~-to cause to function; to bring about; effect
add
--to increase in number, size, or importance
adjust . :
--to bring to a more satisfactory state
advise '
inform)--to make known or give instruction
affix "
(attach)-Zto make fagt or join
alert
(inform)--to make own or give instruction
annoid te ‘
note )--to take due or special notice of
answer
--to speak, write, or reply
arrange .
-=to put into correct or desired order
ask :
(request)--the act of asking for something
assemble '
(collect)--to bring together into a band or group .
assign '
(issue)--to give out or make available
assist :
(direct)--to assist by giving advice, instruction,
. and supervision
attach | .
-~to make fast or join
balance :
(compare)--to examine for the purpose of discovering
: resemblances or differences
batch - . : :
(collect)--to bring together into a band or group
bind |
(package)--to enclose in a package or protective covéring
block in : .
(arrarige )--to put into correct or desired order
block out o :
arrange)--to put into correct or desired order

1

*Where
"accumulate" is the- synonym of the
NOBELS Action Verb "collect" and

"to bring together into a band or group"
the definition of "collect".
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break down ‘
(sort)--to arrange according to characteristics
calculate
igomputei——to determine by mathematlcal
_ means or arrive at an answer
call
--to communicate or utter

change
(adjust)--to brlng to a more satisfactory state

change

{correct)--to change in order to set right

check

--to inspect for satisfactory condition

choose :

(determine)--to settle a question or come to a decision

clip

(attach)--to make fast or joln

code

--any system of symbols for meanlngful communlcatlon

collate

iarrange)——to put into correct or desired order

collect

--to bring together into a band or group

compare

--t0o examine for the purpose of dlscoverlng
resemblances or differences

compile
--to assemble and put in logical order

complete )
to fill, make entire, perfect

compose
" (write)~--to form or trace symbols on paper

compute
——to determine by mathematical
. means or arrive at an answer
confega "
(discuss)--to discourse about examine and pass on
confirm
(verify)--to confirm, to prove to be«true
‘connect
(transfer)--to pass from one to another
consult
(discuss)--to dlscourse about, examine and pass on
consult '
(refer)--to send or direct for 1nformatlon
convert
{(compute )-~to determine by mathematical
means or arrive at an answer

co

duplicate)--to make a copy of
correct

--to change in order to set right



count
(compute )--to determine by mathematical
' means or arrive at an answer
deactivate 4 : .
operate)--to cause to function:; to bring about; effect

debu )
icorrect)——to change in order to gset right
decide

determine )--to settle a question or come to a decision
delete K

(remove )--to change or shift location, take off or away
deliver

--to give, transfer, yield possession of
degcribe

(direct)--to assist by giving advice, instruction,

and supervision

design

(arrange)--to put into correct or desired order
destroy )
~--to put out of existence
determine
--to settle a question or come to a decision
devise
arrange )--to but into correct or desired order
direct
--to assist by giving advice, instruction,
and supervision
disburse
issue)--to give out or make available
discard
destroy)~--to put out of existence
discuss '
--to discourse about, examine and pass on
distribute ‘
--to deal out, to dispense
divide ,
(compute )--to determine by mathematical
means or arrive at an answer

draw _
iwrite)——to form or “trace Symbods On paper
duplicate :
--to make a copy of
enter
(record)--to set down in writing
erase
(remove )--to change or shift location, take off or away
evaluate ' )
(determine)--to settle a question or come to a decision
examine

check)--to inspect for satisfactoryscondition

explain ‘ :
Zdirect)——to assist by giving advice, instruction,
and supervision
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extend . L
(compute)--to determine by mathematical
means or arrive at an answer

extract . :
ipu115~—to remove or cause to be removed

from a place (file)
feed
(operate)--to cause to function; to bring about; effect
figure :
(compute )--to determine by mathematical

means or arrive at an answer
file
~to arrange in particular order for
preservation and reference

£fill in
(complete)--to flll make entire, perfect
fill out
(complete)--to fill, make entire, perfect
find
(Tocate)~-to determine the place of, to seek out and find
fix
(correct)--to change in order to set right
flowchart <
(arrange)--to put into correct or de51red order
forward
(send)--to cause something to be conveyed

or transmitted by an

agent to a deigination

ather g B
écollect)——to bring together into a band or group
et : .

Eobtain)-—to gain or attain possession of S0
ive

deliver)--to give, transfer, yield possession of

ive back ’
(return)--to go back or send back P

zlve to
(distribute )--to deal out to dlspense

g0 thru
(locate)——to determlne the place of, to seek out and find

rade

Edetermine)——to settle a question or come to a decision
greet '

--to meet. and give salutations
“hand

(distribute )--to deal =out, to dlspense .
hand to

(deliver)--to give, transfer, yield possession of
handwrite

write)--to form or trace symbols on paper

help ~

(direct)--to assist by giving advice, 1nstructlon,

and supervision

71




hold
-—-an order oi indication that some
action is to be delayed
identify
(determine)--to settle a question or come to a decision
‘index )
sort)--to arrange according to chardcteristics
inform
--to make known or give instruction
initial
(wrltei——to form or trace symbols on paper

inquire v
irequest)——the act of asking for somethlng

insert

--to put into or inject

inspect

(check)--to inspect for satisfactory condltlon
-instruct

(direct)--to assist by giving advice, 1nstructlon,

and supervision -

interview

Zdiscuss5——to discourse about, examine and pass on
igsue '

-=to give out or make avallable

journalize
(record)--to set down in writing

kee
(hold)--an order or indication that some
action is t be delayed
keypinch
{punch)--to record dada by perforating a card or tape
label
(write)--to form or trace symbols on paper
list
(compile)--to assemble and put in logical order
load :
(operate)--to cause to function; to bring about; effect
locate
--to determine the place of, to seek out and find
lo : .
(record)--to set down in writing
look at
(refer)--to send or direct for information
look for
Zlocate5——to determine the place of, to seek out and find
look on
(refer)--to Send or direct for information

look w

{locate )--to determine the place of to seek out and find
look u
'(referi——to send or direct—~fér information

mail
--to send postal matter by mail

L

2l
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maintain

(hold)--an order or indfation that some
action 1s to be dalayed

make note of

(note)--to take due or spedial notice of

make u
(compile)--to assemble and put in logical order

make u

Ewritei-~to form or trace symbols on paper

mark

(write)--to form or trace symbols on paper

" match

(oompare)——to examine for the Dpurpose of discovering
resemblances or differences

mimeograph
(duplicate)--to make a copy of
move :
(operate)--to cause to function; to bring about; effect
multiply
(compute)--to determine by mathematical
means oOr arrive at an answer L

negotiate
(arrangei——to put into correct or desired order.
notate

notei——to take due or special notice of
’note
-~to taﬁg due or special notice of

notif ﬁg
{(inform to make known or glve 1nstructlon
obtain ' \

-~-to gain or attain p0558851on of _ -~

open
-~to make available for use

operate

-~-to cause to function; to bring about; effect

- oversee

(dlrect)——to assist by giving advice, instruction;

and supervision

package

——to enclose in a package or protectlve coverlng
page

(ce 1)--to communlcate or utter

bay -

(1ssue)—~to give out or make available

"photoco
idupllcate)——to make a copy of

ick u :
Eobtaln)--to gain or attain pos39581on of

place
--to cause to rest or lle, to dispose, to put into

plan :

(arrange)--to put into correct or desired-order
ost ‘ .
Erecord)—-to_set down in writing

Y
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Lo present .
"‘%deliver)——to give, transfer, yield possession: of
proofread .
--to read and mark corrections in matter
ovide
(direct)--to assist by giving advice, instruction,
and supervision
“pull:
--to remove or cause to be removed
from a pla:e (file)
punch

—-to ﬁocord dat: by perforating a card or tape

urge '
Edestrqy)——to put out of existence
ut -

P_ .
(place)--to cause to rest or lie, to dispose, to put into n
“(insert)--to put into or inject .

Wy

ut in .
}Eoperate)——to cruse to,function;'to bring about; effect

uote | .
éiniorm)—rto‘make known or give instruction ‘
- read . ' o : o g .
(scan)--to make an intensive examination of, to dRéck o
- receive \ . '
--to take in, to admit, to’'accept
reconcile o o
(compare)--to examine for the ourpose of discovering
' - resemblances or diiferences
record
--to set’'down in writin
refer ' .
--to send or direct for information
reiterate
(inform)~~to make known or give instruction
relate
inform)--to make known or give instruction

relg :
(refer)--to send or direct for information
remind . .
(inform)--to make known or give instruction
remove , '

--to change or shift location, take off or away

repeat
‘(inform)--to make known or give instruction
request

--the act of asking for something

return ° '

--to go back or send back -

review . : ‘

(scan)--to make an intensive examination of, to check

’
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- stamp g%e ~v ,

route

(s end)——to cause something to be eonveyed
e .~ Oor transmitted by an
apenT to a destination

run g%pe
~~to“8perate a tape machine, e.g., adding machine [
run_through )

~-a term used for putting data into ’ e

a computer and. operating
scan
~—to make: an 1ntenelve examination of, \to check

schedule

-(arrange)--to put 1nto oorrect or desired order

score .
'J' -

idetermlne)——to settle a question or come to a decision

search '

'(locate)——to determine 'the place of, to seek out and find

‘secure
Zobtaln)——to gain ot attaln posse851on of

select , S
idetermine)——to settle a question or come to a decisian
send

~-%o cause something to be conveyed

oF transmitted by an
agent to a destination

separate '
(sorti——td arrange according to characterlstlcs

set
(adjust)--to brlng to a more satisfactory state

set up

(compile)--to assemble and put in logical order

Show v - )
Zdlrect)——to ass1st by glVlng adv1ce '1ns$ruct;on,

i, and supervision
sign . ‘ @ -
Lwrlte)—-to fqym or trace symbols on- paper T B
K
<

al
ilnform)—~to make known or give. 1ns¢ructlon
sketch =~ #

(write)--to form or trace symbéi&ign paper . -

sort ,
~-to arrange accordlng to characterf%tlcs'5

--to 1mpress or mark w1th a dev

staple
(attach)--to make fast or JOln

start 7
(operate)--to cause to function; +to bring ebout; effect .

store
(hold)--an order or indication ihat some

“action is,to be delayed

straighten . ’
Zarrange5——to put . into correct or desired order
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stuff

']P& ﬂ.

(inse ert)s--to put into or inject N

submit

“g(deliver)--to

subtract .
"mpute)--to

sive, transfer, yield possession of /

determin~ by masthematical

means or arrive at an answer

est

(inform)--to make known or. give instruction

~and
supply e

supervise -
lw(dlreet5—~to dssist by glVlng advice, instruction,

superv1‘§1 on

(dlreci)——to assggt by giv.ag advice, ihstruction,

supegxigsion
S -
write)--to ﬁorm race symbols on paper

and

take~&

(direct)~-to ESSlSt by giving advice, instruction,™

" and
take > J

irecelve)——to“;;}

take dictation

p o

a

supervision

e in, to admit, to aéeebt

--to write dlctated materlal usually in s@grthand

take from Ay
pull)--to remove or Léuse to be remoJed R e T A
- from a place (file) - U,ﬁ%,ﬂgc«"’n‘ﬁ
take Off . R ’0, S ' R 3\7-_"
(remove -—to change or shif+t locatlon, take off og‘away“
talk .with
’(dlSCUS? --1to dlscourse about examlneggﬁd pass. on« .
« teach. » - - fv e
‘(leECt)——tO a881st by giving adv1ce, 1nstructxon, N
. and supervision A a et
te‘~ hone woow T "
(ce -to communlcate or utter ’ N

tell. .
(inferm)——to make known or glve 1ns§rueff5%g

test o

(&etermlge)——to settle

thread

operate)--to

throw
(destroy)~-to
tie
TEEckage)——to
totgl .

-~a result of

trace

.
- »lf

5 question or co@rg‘o a decikion

cause to function;’ to bring. about; effect

#

s : » ; : L

put out of existence)

enclose in a package or protectlve coverlng

addltion,'a summatlon of factors .

Y

(locate)—-to determ;ne the place of to seek out qn& find

transcribe

--to copy dictated materlals in common.,leglble‘languagé

transfer

--to pass from one to another . _

»




tr it

(st --to cause something to be
or transmitted by an
agent to a destination

-

conveyed

turn off
(operate)--to caqse To functlon, to bring about;
turn on

operate )~-to cause- to funutlon,
turn over

(refer)--to send or direct for information .

" typewri te
--the act of using a typewrlter {type)

update;..

(correct)--to change in aorder to set right

upgrade

(correct)--to change in’ order to set right
verify

-—to confirm, to prove .to be true

welcome o '
(greet)--to meet and glve salutationq‘
witness L

»

to brlng about;

effect

effect

(direct)--to assist by g}Vlng advice, 1nsfructlon,

and superv151on . o )
wrap - .
(package)--to enolose 1n a’ paqkage onﬁbrogiﬁt1%b poverlng
write _5\. :
~-t6 form or trace symbols on paper . "~w~‘
Xerox ¥ V
(dupllcate)——to make a copy of P ' *
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Cons1dered4§y Employees
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P IR AN
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LAk
i

._add*

.

i}

_=~-to make a copy of

"~~%o increase in number, 81ze, or importance

adjust

.~7to bring to a more satisfactory state

answer _
--to speak, write, or reply

- arrange

~--to put into correct or de31red order
attach®

--to ma! fast or join

call

--to communicate or utter

check

——to 1nspect for satisfactory condltlon
code

ao J+ The Second List of. derbs

@

--any system of symbols for meaningfdl communication:; -

collect

--to bring together into a band or group

compare -

--%0 examine for the purpose of discovering
resemblances or differences

'complle 3
~-1to assemble and put in logical o@@er

complete ™

--to fill, make entlre, perfect |

compute

~-to determine by mathematical
means or arrlve at an answer

correct

“ e " --to change 1n order to set rlght

deliver .

<-to give, transfer, yleld possessioh,of

destroy B . '

--to put out of existence

-determine :

--to settle a question or comgjto a decision

direct

--to assist by gr&gng adv1ce, 1nstructlon,
and supervisfon \

discuss ‘

--to discourse about, examine and pass on

distribute

--to deal out, to dlspense

dupllcate o - . o

“Where ‘
"add" is the NOBELS Action Verb and
“to increase in number, size, or importance"

o . . , : L
- (3

‘
B

K\‘ﬁa ;

its definition.
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file

--to arrange in particular order for
preservation and reference

greet

--to meet and glve salutations

hold ’

--an order or indication that some
action is to be delayed

inform

-~to make known or give instruction

ingert )

-~-to put into or inject:

issue

~--to give out or make available

locate

~-~to determine the place of, to seek out and find

mail .
--to send postal matter by mail
note

--to take due or special notice of
obtain

--to gain or attain posse551on of

- open

--to make available’ for use

operate N

--to cause to function; to bring about;

. package

--to en¢lose in a packageé or protective. coverlﬁg

place

--to cause to rest or lle, to dispose,

proofread

~--t0 read and mark correctlons 1n matter

pull

~-~t0 remove or cause to be removed
from a place (file) .

punch

£%0 record data by perforatlng a card or tape

receive
--to take in, to admit, to'adcept
record

~¥£o set down in wrltlng.

refer

--t0 send or direct for 1nformatlon
remove

--to change or shlft locatlon, take off or away

request
~=-the act of. asklng for somethlng

return
-—to go. back or send back

un tape - -

o R

to put into

fres
¥

;7

L-—to operate a tape maghlne, €.gs, addlng machine

run thrqough

. =-—a term used for puttlng data into

a computer and operating
ﬂ - 4
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scan .
=+to make an intensive examination of, to check
send
--to cause something to be oonveyed
or transmitted by an BN
agent to a destination
sort . o
-—to arrange according to’ characteristics ‘ :
stamp .
~~to 1mpress or mark with a device : oo
take dictation
--to write dictated material, usually in shorthknd
total . !
--a result of addltlon, a summatlon of factors '
transcribe
--to copy dlctated materlals 1n cgmmon, leglble ]anguage
Ztransfer i
-~to pass from one to another - < : S
pewri te . W : ’
:¥ “the act: of us1né‘a typewrlter (type)
verify -%-
--to- conflrm “to Prove to be. true : -
write ' " e "
--t0 fBﬁm Or trace symbols on paper ’ . “w -

E

Y
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lDisposition——call, deliver,

e e

\ ldentifﬁcatioh number¥
\ : ‘
Figure 4: The Form used by Employees to
Rate Combination of Figure 2 and Table 1
' Lo .
{ \ 3
Identification number ' ‘ Page o
Figure 2: The First Process chart Emplo
Task charted _ - \ .
Task began with . ' o
Task ended with A

‘Estimated percentage of tlme spent on task __--nr

Step in task

1

Acquisition~-receive :
Process--check, compile, compose,
compute, determine,
duplicate, operate,

record, sort, type

file, inform, mail

A

o)

\¥ 2

Table 1: The First List of Verbs
Considered by Employees

accumulate¥®

(collect)--to bring together 1n;o a band or grOu
activate

(operate)--to cause to function; to bring about;

B4
ipackage)——to enclose in a package or protectlve‘

write . J
--to form or trace symbols on paper
Xerox i . ' ;
(duplicate)--to make a copy of /

Hees

9
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bldure4§ The Form used by Employees_to Lo
Rate uomblnatlon of Figure 2 and_ Ta ble 3

———

Fdonfl fication number lage [
PFigure 23 The Plrst l'rocess Chart Em)Lo

Task charted i

Task began with ___ ]

Task' ended with » .

Estimated percentage of time spent on task __ -~ T

.
Step in task

Acqulsltlon——recelve . ,
Process--check, compile, compose,
compute, determine,
duplicate, operate, -

record, sort, type
DlSpOSltlon——call deliver,
. file, inform, mail

«

Table 3: The Second List of Verbs
Conslderea by Employees

~ ~—
add¥* .
%o increase in number, size, -Oor importance
adjust

--to bring to a more satisfactory state

typewrlte
——the =~t of using a typewrlter (type)

verif:

e et

--to ¢ nfirm, to prove to be true

write
—_fo form or trace symbols on paper

v

] !

e

Tdentification nuamboer

Q0
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Figure 6: The Form used by Employecs to
Rate Combination of Figure 3 and Table 1

[~ AN
Identlflcatldg number __ - S Page ___ 0
Figure 3: The Second Procese Chart Empl
Task charted K
Task began with J
Task ended with .
Estimated percentage of tlme spent on task __--Tr
Decision N .
Acquisitic:. Lo Co
. . Procegs :
' Disposition

-

Step in task

\\ .

Table 1: The First List of Verbs
Considered by Employees
. .\
accunulate* o
(a0llect)--to bring together into a band or grou
activate

(operate)~—to cause to function; to bring about;

wrap

(package)-—to enclose in a package or protective
--to form or trace symbols on paper ;

XeoX Q\¥

(duplica

N

e)-~to make a copy of

vd/‘

Tdentitication numbor

9

o

L)l
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Figure 7: The PForm uysed by Embloyees to
- Rate Combination of Figure 3 and Table -3

“Task began with

Identlilcatlon number 7 Page 0
Figure 73: The_ < Second Process (nhart Emp;
Task charted ) .

Task ended with ) P
Estimated percentage of time spent on taCR __--r

Declsion
Acquisition
Process ‘
.Disposition

Step‘in task

[ 2
N <
\ n . T N
\ N Umn y . l <L
Table 3: Y The Second List of Verbs

.Considered by Employees
/

-

add*
““%o increase in numbsr. size, or importance

adjust

--to bring to a more satisfactory state

typewrite
-—the act of using a typewrlter (type)

verify .

-~-to confirm, tovprove to be true
write

--%to form or trace symbols on paper

& <

.

D Tdentification number

oo o |
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Tt T

ldent:fication rumber __

Figure 8: The Form used by Employees to Rate
Each of Four Comblnations of Process
Chart and List of Verbs

Figure 3 Figuie,j

.
o

Choice of . Figure 2 Figure 72

Combination /Table 1 /Table 3 /Table 1 */Table 37
Figure 3/Table 1 _ :

Figure 3/Tarle 3 C -
] : g
Figure 2/Table 1 _ ////
Figure 3/Table 1 _
| Figure 2/Table 1 _
Figure 2/Table .3 . —
. , —
Figure_ 2/Table 3 _
Figure 3/Table 1 _
Figure 2/Table 1 _
Figure 3/Table 3 ’ <,
Figure 2/Table 3 _
Figure 3/Table 3 _
Total Choices _ _ _ —
. ' k.S
} Total.
choices .Rank Rank
TN : . : Rating from
Combination of ' _ Figure 4 _ :
Figure 2/Table 1 o — () () 1
, ‘ _
_ Rating from
Combination of - Pigure 5 _ —
Figure—2/Table 3 _— ) ()
; !

% ' : y - Rating grom'
-Combination of Figure 6 _ — ]
Figure 3/Table 1 o — () () -

I ) -~ Rating from
Combination of _ Figure 7 _ —
Figure 3/Table 3 _— ) (I 7

)

%
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Identification number(s) of Employee(s) involved
, .

- Figure 9: The Form used by Employers to Rate
‘ Each of Four Comblnations of Process
Chart and List of Verbs ' <

Choice_ of Figure.2 Figure 2 Figure 3 Fi e 3
Combination /Table 1 /Table 3 /Table 1 Table

Figure 3/Table 1 . }
Figure 3/Table 3 ' . : r

Figure 2/Table
Figure,B‘Table

—

=

Figure 2/Table 1
Figure 2/Table 3

Figure- 2/Table 13

Figure 2/Table 1
Figure 3/Table 3 . , _

Figure 2/Table 3

| Figure 3/Table 3 ‘ , o

Total Choices
Rank ‘ () . () () ()

Reported Criterina

-

Figure‘)VTeble . A | _ - . | \‘
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Businesses Identified as Handling:®
General Insurance¥ and Which
Participated in_the study

Alfred Arnston Insurance Agency
Hay Lakes, Alberta

Co-0p Insurance Services
10203 - 100 Avenue o
Fort Saskatchewan, Alberta

Co-Operative Insurance Services
Elevator Road
Stony Plain, Alberta

Dome f%surance Services Ltd.
28 Grandin Mall
St., Albert, Alberta

Forrest Insurance Services Ltd.
11 St. Anne Street a
St. Albert, Alberta

Johnson Realty & Insurance Ltd.
1 Athabasca Avenue
Devon, Alberta

Norman Knott Insurance

Gibbons, Alberta

Jules LaRose : ]

General Insurance & Real Egtate

Legal, Alberta )
, . i

John A. Mills, Insurance Agent

Onoway, Alberta

Smith Insurance Service Ltd. A f
10204 - 100 Avenue
Fort Saskatchewan, Alberta

TeléiTpip Company, Inc.:
Edmonton International. Airport
P. 0. Box 9802 ‘
Edmonton, Alberta

¥As set out in "Extended Flat Rate Calling
to Alberta Government Telephones Areas'" in
Edmonton & Vicinity Phone Book-~-effective
March 7% 1976. i,
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Whitson Insurance Services ,
ho32 - 48 Avenue '
Bon Accord, Alberta



The First Regular Letter
Addressed to Employers

TO WHOM IT MAY CONCERN

This letter will serve to introduce Mr. Bill Hart,

Candidate for the Degree of Master of Education in
Vocational Education. Mr. Hart has been known to me
for approximately three years and I have no hesitation-

in. stating that I know him to be completely honest, and

trustworthy.

B Sy

thesis requirements for the M.Ed. degree and: I“Ehould
appreciate your cooperating with him in the reséarch
project which he has undertaken. I believe 1t tm;be
very much worthwhile in terms of benefits to the whole
field of Business Education and certalnly in- terms™of
benefits to be realized by participants in this

study ---1it most assuredly should be of assistance to
you by having the duties of your employees flowcharted
so these might be anal; zed and improvements made, and
so new employees might be more readlly tralned than is
the case at the present.

_ Sincerelyy

“D. W. Manuel, Ph.D.,
Associate Professor

DWM/ck

. 98

Mr. Hart is responsible to me for meetlng the L;fx;
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. 7) . The First Regular lLetter
Addressed to Employees ‘

Dear

Your employer has been contacted and has agreed to
Farticipate in the research study which I am conducting
as part of the requirements for the degree of Master of
Education in Vocational Education. As was set out,in
the letter from Dr. Don Manuel, which letter served to
introduce me to your employer, thee should be some
very real benefits to be realized from participating in.
this study--your duties would be flowcharted, with the
_ distinct possibility that your performance of these

‘would be improved and you would be able to do a better

job, and you would be that much petter able to help in
training new staff, once your and others' duties were
to be flowcharted and possibly improved, SO they tgqo .
might be able to do a better job. ' . v

I have ®nclosed a copy of "Figure 1: Informgtion
with Respect to Employee and Employer"” and it shouild be.
completed and, along with other information with“which
I propose to deal shortly, submitted to me. -

Now, just what will be required of you? Well,
Barish¥*, on bage 45 of “Systems Analysis for Effective
Administration"”, stated the purpose of the "duties
questionnaire” to be that of. providing "a detailed
story of the activities of all the individuals in the --
section” and went on to say that, "in. the

*Barish, N. N,
Systems Analysis for Effective Administration
New York: Funk & Wagnalls Company, 1951.

2
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questionnaire, eaah employe- 1s requested to list his
duties and the average amount of time he estimates he
gpends on each one". So, first of all, what 1 should
like you to do is to complete a "dutles questionnaire”, .
that is, a list of youi duties, in descernding order of
the percentage of time you spend on.each of these, !0
the extent that at least six of your duties might be
considered. The first entry in a "duties
questionnaire", that is, the duty or task which took up
the greatest percentagé of some employee's working
time, might be as follows:

. R
Estimated Percentage -

Task (or Duty): of Time Involved: Rank:
Given an incoming telephone .

call, answers and supplies’ - 40 1
information to the caller.®* . »

. \

Then, please break down each of these tasks into
the . steps involved--to assist you in doing just this, I
have enclosed a copy of wTable 1: The First List of
Verbs Considered by Employees". TthWList \
provides all the verbs which you shéuld consider N
employing to describe each of the stepi\which go to
make up your individual dutiés--these verbs are listed
‘on the left and are underlined, and these are the ones
to be employed. Where the verb on the left is a
synonym of a NOBELS Action Verb, the NOBELS Action Verdb
is given in parenthesis-—"add” is a NOBELS Action -Verd
so only its definition 1is given, whereas "activate” 1is
a synonym of. the NOBELS Action Verbd "operate"” so the R
definition of woperate" is given. So, the first task
might be broken down as set out on the following page.

¥This 1s an actual task reported on page 263 of
Lanham, F. W., Herschelmann, K. M.,

Wweber, C. P., & Cook, F. S.

Development of performance Goals_ for a New Office
and Business Education Tearnings System (NOBELS ) .
Golumbus: C.V.T.E., The Ohio State University, 1970.
The "Estimated Percentage of Time Involved" has been

quite arbitrarily assigned as no information of this
nature was provided in that report.




" .references used),

‘Taskz | - | ’ Step in Task:t

Pe

Given.an incoming telephone
- call, answers and supplies
information to the caller.
) Receives call.
) Obtains name of caller.
) Determines na .re
of call.
) Refers call (if
cannot answer):
) Obtains requested
information (if
i can answer).
P . (6) sSupplies shipment
' dates/rateS/ggogress
‘ . of repair. N
(7) -Records calls/messages/
. orders/appointments.
° . B (8) Delivers messages.’

Then, for each task hich you have reported, you
should enter informatigf with respect 1c
U'Hardware" (materials of wood, metal or harder .
¢onsistency.like machines used), : ‘
"software!” (programs, policy manuals, catalogues, or
“Supplementary steps"” (alternatives of performance or
" steps performed by a few workers), : ‘
"Reported criteria’y(requirements of successful
performance ), ‘ . :
and, should you perceive any of these,
"Educé%ional cues" (suggestions on implied
instruciibna% key elements for teaching).*

. Once each of your duties (or tasks) were to be
broken down into.its constituent steps, 1L would put
these into flowchart format and provide you with
proggss charts, of one of the duties which you perform,
for'your further consideration. Meanwhile, please
complete and return the’ copy of Figure 1--also, please

*pdapted from page 55A0f 5 : o
Development of Performahce Goals for a New Office
and Business Education‘Learnings System (NOBELS).
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send in the list of your duties and the corxresponding
list of the steps invelved in each of these duties, and
the information with respect to "Hardware"” and so on.

Please do not hesitate to get in touch with me. (my
home telephone number is 459-8364) should you feel that
you require more information--I propose to keep in
cloSé touch but just what you are 'eing usked to do
mi Qggd some flarification and I should be pleased
uestions. Thank you wvery much.

el
-w ™
.

Bill Hart
i

f
. -
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The Second Regular ‘letter

Addressed tu Employeey

Dear

Thank you very much for all you have done so far
with respect to the study which I am conducting as part
of th@ requirements for the degree of Master of
.Education in Vocational Education. ‘

Four combifdations of process chart and list of
verbs are enclosed for one of the tasks which you.have

reported or, should you not have had the oppor;unity to-

complete your listing of your tasks and so on, from
which I would have been able to complete covering
process charts, for each of six tasks which have been
selected at random from "SIC Performange—Goals" on
pages 58-104 in "Development of Performance Goals for a
New Office and Business Education Learnings System
(NOBELS )" (Lanham, Herschelmann, Weber, & Cook, 1970).
The first combination employs the process chart shown
as Figure 2 and the verbs from Table 1, the second
combination employs the process chart sho as Figure 2
and the verbs from Table 3, the third mbination
employs the process chart shown as Figure 3 and the
verbs from Table 1, and the fourth combination, employs
.he process chart shown as_Figure 3 and the verbs from
Teble 3. Also enclosed are Table 3 (you will notice
inat it is substantially shorter than Table 1 as it
includes only the NOBELS Action Verbs and the
definition of each of these Verbs) and a copy of each
of Figures 4, 5, 6, and 7, which coples are to be

. employed in rating each of the four combinations of
process chart and 1ist of verbs on the basis of
suitability for employment in recording and reporting

109



w

the tasks and the steps involved in each of these tasks
which you perform or which are petformea by others.

Now, what I should like you to do is to rate, on a
scale from O (low) to 9 (high), each of the four
combinations, on the approoriate form, : gﬁ\its
suitability for employment in recording un eporting
these tasks and the steps involved. in each of these
tasks. » Figure 8, a copy of which Figure is also
enclosed, then ohould .be completed--you should select,
from each of the six choices of combination of process
chart and list of verbs, the combination which you
believe to Le the more sultable. Your ozé?all ratings
on this form should be consistent with yfdur individual
ratings from Figures 4, 5, 6, and 7; should the ranking
based on your overall ratlnps not be consistent with
the ranking based on your individual ratings, then
either your overall ratings or your individual ratings
should be changed. Please remember that your numerical
.ratings should be reflected in your/overall ratings-of
thése combinations--for instance, you were to have
rated one combination the highest £n some individual
rating form (Figure 4, or Figure or Figure 6,
Figure 7), it should have been rated the highest on
Figure 8 as determined. by the number of times it was
chosen; otherwise, some manner of change or changes
should ‘be made to produce con51stency between your
overall ratings and your 1nd1v1duaﬂ ratings. Please
remember that "suitability", for the purposes of this
study, is defined as "sultablllty for employment in
recording and reporting the tasks and the steps .
involved in each of these tasks which are performed in
the course of everyday work"

-

AN

Finally, all process charts, Figures 4, 5, 6, and
7, and Flgure 8 should be returned to me for further
processing. I promise to keep you informed of progress
being made in this study. Again, please do not _
hesitate®to get in touch with me should you require
more information. Again, thank you very much.

Sincerely,

Bill Hart

1O



L
The.Special detter Addressed to an fmployee Should
the Overall Rat}ngs Not be Consistent with the

Thdividuzl Ratings Reported by that Employee

Dear

~

Thank you very much for considering the process
charts made up for one of the tasks which you reported
or for the tasks reported under "STC Performance
Coals" and for rating each of the four combinations of
process chart and list of verbs as to sultability for
employment in recording and reporting the tagks and the
steps involved in each of these tasks which are

performed 1in the course of everyday. work.

There is no great problem but it would appear that
there 1s some inconsistency between how you rated each
of the four combinations, on an individual basis, and
now you rated these overall. Really, what I am trying
to say is that it is rather easy for some manner of
inconsistency to occur--so please Dbe assured that the
situation can be corrected with 1ittle difficulty. For
this reason, I have enclosed the process charts,
Figures 4, 5, 6, and 7, and a new Figure 8.

Now, what I should like you to do is again to
consider each of the ratings on Figures L, 5, 6,
~and 7--then, on Figure 8, and quite independently of
the individual ratings, You should choose, from each of
fhe six "either/or" choices presented, the combination
which you feel is more suitable for the purposes of
this study. Please mark your choice in fpe appropriate
space and add up your cholces. Then, please transfer
your totals to "Total Choices" and determine the "Rank"
of each combination from the number of "Total Choices"
each received. With respect to individual ratings. of

1



these combinations, from Figures 4, 5, ®, and 7, the
numerical ratings would determine the "Rank" of each of
these. Finally, each "Rank" should be the same for
each of the four combinations, that 1s, one combilination
should be ranked thé, same whether based on its '
numerical rating or sed on the number of cholces it
received in the overall_rating.

Pleagse return the process charts, Figures L, 5, 6,
and 7, and the newly completed Figure 8 just as soon as
it might be convenient to do this. Again, please do
not hesitate to get in touch with me should you feel
that you require more information. Again, thank you
very much. - .

Sincerely,

Bill Hart
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The Second Regular Letter
Addressed to Employers

Dear

The research .study, in which your employees and
you are -playing such an important part, is progressing
very satisfactorily--in fact, the data-gathering
portion of the study is nearing completion, thanks to
all of you. ) °

Now, what I should like you to do is to complete
the enclosed Figure 1--this information will be used
for identification purposes only. Then, please go over
the combinations of process chart and list of verbs
which, together with Tables 1“and 3 and Figure 9, are
also enclosed. On Figure 9, you should select, from
each of the six "either/or" choices of combination of
process chart and list of verbs, the combination which
you believe to be the more sultable for employment in
recording and reporting the tasks and the steps
involved in each of these tasks which are performed by
your employees or which have been selected at random '
from "SIC Performance Goals" on pages 58-104 in
"Development of Performance Goals for. a New Office and
Business Education Learnings System (NOBELS)" (Lanham,
Herschelmann, Weber, & Cook, '1970). Please indicate
your choices in each column-~-then, please transfer your
totals to "Total Choices" and determine the "Rank" of.
each combination from the number of "Total Choices”
each combination received. Please remember that
"suitability", for the purposes of this study, is
defined as "suitability for employment in recording and
reporting the tasks and the steps involved in each of
these tasks performed by employees in the course of



their everyday work". Finally, please indicate any
"Reported Criteria" which are defined as "requirenents

o successful performance" and wliich you belleve to be .

a

important in the tasks considered.

Please return Figure 1, the process charts, and
Figure 9 just as soon as it might be convenient to do.
‘this. Please do not heésitate %o get in touch with me
should you feel that you require more information.
Thank you very much. :

Sincerely,

Bill Hart

A
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'he Third Regﬁiar Le tter
© Addressed to FEmployees

Dear :

It is with considérable pleasure that I write this
short letter to let you know that the research study,
to which you have contributed so very much, is all but
complete. All that remains for me to do is to defend
my thesis and subsequently to provide your employer
with a copy of the combination of process chart and
list of verbs, which combination has been found to be
the mos+t suitable for recording and reporting the tasks
and the steps involved in'each of these tasks performed
by all employees participating in the study, for  each
of the tasks which you neported. o

Our relationship has Jbeen most pleasant and very
rewarding to me personally. I should like you to know

how much I appreciate all you have done to make the
study such a success. Thank you very kindly.

Sincerely,

Bill Hart



The Tihird Regular lLetter
Addressed to Employers

N\

Degr :

This short letter is to let you know that the
research study, to which your employees and you have
contributed so very much, has been completed. As I
indicated in my recent letter to your employees, what
remains for me to do is to provide you with a copy of
the combination of process chart and list of verbs,
which combination has been found to be the most
. duitable for recording and reporting the tasks and the
steps involved in each of these tasks performed by all
employees participating in the study, for each of the
tasks each of your employees reported. It is ’
anticipated that it should be possible to supply this
information to you in the next little while.

Until I can get in touch with you about sending
these copies out.to you or, better still, about
delivering these to you, I should like you to know how
much I appreciate your co-operation--and it has indeed
been pleasant working with you and I have found the
whole experience to be highly rewarding to me .
personally. Thank you very kindly.

Sincerely,

Bill Hart -
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[Figure 10: "Derivation of the Number of Businesses
Which larticipated in the Situdy ag Respondents

Population--businesses ligsted as handling insurance 23
Businesses which declined to participate in the study - ©
Buslnesses whicthandled only life insurance -3
Businesses whichchad gone out of business . - 2

after commencement of the study

Sample--businesses which participated in the study 12
Businesses with no employees, the management -2

of which were treated as employees

Business from which no rating forms were obtained -1

¢

Businesses which participated , 9
in the study as respondents

: -
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Figure 11: Derivation of the NumEEF\Qf Dl dwees

Who larticipated in the S1'dy as Respondents

Fmployees scheduled to participate
in the study as respondents

Employers of businesses with no employees, the
management of which were treated as emplqyees

Employeces engaged after commencement of the study

Employees terminated after commencement of the study

Employees absent on vacation

Employee from whom no rating forms were .

Employees ®ho participated in
the study as respondents

3

obtained

U

)




Flgure 12:

Findings Based on Data Generated

in the Course of the Study

G

Combitiation Of

Figﬁfeaz

/Table 1

Figure 2
/Table 3

Employees

First Choice

Second Choice

Figure 3

/Table 1

oy
i =

= h.155
Third Choice 1/24( 4%) 18/24(75%) L/24(17%)
4 = 6.705 |

Fourth Choice 22/24(92%) 1/24( 4%) 1/24( 4%)
Employers

First Choice 1/9(11%)  1/9(11%)  0/9( 0%)
Second Choice  0/9( 0%) 2/9(22%)  6/9(67%)
Third Choice 2/9(22%)  5/9(56%)  2/9(22%)
Fourth Chbice 6/9(67%) 1/9(11%) 1/9(11%)

}“i Fure j
/TB ble 3

0/24( OB 1/24( WA) 1/24( b 22/24(92%)

5.153%

L/28( L) b/2h(17%) 18/24(75%)  1/24( )

1/24( L%)

0/2L( 0%)

7/9(78%)
1/9(11%)

0/9( 0%}

i‘(&
1/9(11%)

*Where the value of 1, with df = 23, between the mean
ratings for the first choice of combination of F./ e 3
and Table 3 and the second choice of combination of
Figure 3 and Table 1, was determined to be 5.153.

|
|
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[dentification number WCH{73p.0l Page 1 ol _0 pages
Figure 2: The First ngocsé/chart Emnloyed

Task charted Checking computaions Gy proofing machine
Task began with Rec. deposit slips, ttc.

Task ended with Transf. checks/deposit slips to pickup box
Esstimated percentage of time spent on task __ --rank __

Step in task

Acquisition- Receives deposit slips/checks/cash

Process-~check, &ompile, compose, receipts/withdrawal
compute ) determine, slips N
duplicatfe, operate,
record, kort, type

Disposition--call} deliver,

file| inform,.mail

Acquisition--receile Sorts checks made payable to cash/

Process-~-check, compile, compose, personal from business
compute, determine, checks
duplicate, operate,
record, type
Disposition--cal deliver,
] inform, mail

Acquisiti6gf~re eive Duplicates checks made payable to
compile, compose, -cash

determine,

operate,

sort, type

deliver,

Acquisition~-rece Punches check amounts/codes on
Process-~-check, comps compose, machine

compute, ine,

“duplicate, @]

record, sort, type

. sposition--call, deliver,

file, infofm, mail

Acquisition--receive Ihserts/punches deposit slips on
Process-~-check, compile| compose, machine
compute, determine,
duplicate,
record, sor
Disposition--call, dediver,
file, j

Table 1 Verbs_]

116



3

Identification number WCH(3p.o62) Page 2 ot 2 pa.
Figure 2: The First Irocess Chart Employed

Task charted

Task began with ’ )

Task ended with

Estimated percentage of time spent on task __--rank ___

Step in task

Acquisition--refeive Totdls/verliles all entries,/debit,
Process~~-checl, compile, compos credit counterg
, determine,
ate, operate,
sort, type
deliver,
form, maill

Digsposition--call
file, 1IN

Atgquisition--receive W;?%éq,machine number, date on tape
Procesg--check, compile, ComposSth ' '
compute, determine
duplicate, operat

record, sort, type
Disposition--call, delivgr,
file, info¥m, mail

Process--check, , compose,
compute, termine,
duplicate/ operate, i
_ record, ort, type
Disposition--callj deliver,

, inform, mail

Acquisition--rdceive Records recap totals on
Process--chec compile, compose; consolidation form
comphate, determine, -
dup)ficate, operate,
, sort, type
call, deliver,
ile, inform, mail

‘Acqﬁisition—frece've Transfers checks/deposit slips to
Process--check, conpile, compose, pickup box
compute, dgtermine, :

duplicate, \perate,
‘record, sort) type T
DlSpOSltlon——call (deliveD, D |

file, in orm, mail

S

R

Table 1 Verbs |



O — ‘fL S

g s e e o —

Identification number WCH(3p.02) . Page 1 of _1 paes
ifigure 3: The Second lrocess Charl kmployed

Task charted Checking computations by proofing machince

Task began with Rec. deposit slips, etc.

Task ended with Transf. checks/deposit slips_to_ pickui box

Estimated percentage of time spent on task __~-rank __

Decision
Acquisition
Disposltion
. Step in tasgsk

Recelves deposit slips/checksy
cash receipts/withdrawal ulips

Soris checks made payable to
cash/personal from business
checks —_

Dupticates checks made ;nyable.tg
cash

Punches check amounts/codes on
machine

Inserts/punches deposit slips 1in
machine '

Totals/verifies all entries/
debit, credit counters

Writes machine number, date on
tape

Attaches machine tapes to checks

Records recap totals on
consolidation form

Transfers checks/deposit s1ips to
. . pickup box

1

Table 1 Verbs_|




Identification number(éQH(}p.GS) Page _1 of _2 pages
Figure 2:- Tha\ First I'rocesg thart Employed

Task charted Checking computalions by proofing machine

Task began with Rec. deposyt slips, etc.

Task ended with Transf. chbcks/deposit slips to pilckup box

Estimated percentage of time spent on task __--rank __

5\\///§tep in task

Acquisition-<feceiv® Receives deposit slips/checks/cash
Process--check, ¢ompile, compose, receipts/withdrawal |
compute,) determine, slips '
duplicatle, operate,

record, vort, type
Disposition-~call} deliver,
file} inform, mail

Acquisition--receile Sorts checks made payable to cash/
_Ppocess--check, compile, compose, personal from business
1< compute, determine, checks

DTN duplicate)| operate,
record, Gord, type
Disposition-~-cally/deliver,
fi¥e/ inform, mail N

Acquisit}6gi:re'eive Duplicates checks made payable 1o
compile, compose, cash

determine, A

, operate,
sort, type
deliver,
inform, mail

Acquisition--recelxeg\ Pufiches check amounts/codesﬂon

Process--check, e$\§9mp%se, machine
. compute, iMe, .
duplicate,
record, sort, tybe
Disposition--call, deliyer,
file, infoym, mail

Acquisition--receive Ihserts/punches deposit slips in
Process--check, compile} compose, machine
compute, determpi
duplicate,
record, sort,/
Disposition--call, dgliver,
file, A

Table 3 Verbs_]
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TdoniliLOJtlon number WCH(3p.o2) Page _2 of _o pages
Figure 2: The First lrocess Chart Employed

/Task charted

Task |began with

Task |ended wlth

Estimatod percentage of time spent on tagsk __--rank __

Step in task

Acquisition--rgtelive Totals /Vellileb all entries/debit,
Process--chegk, ¢omplle, compos credit counters

: -r determine,
operate,
record sort, _type

iile,i1~ orm, mail

Acqulsltlon——reoelve W;;%éﬁ machine number, date on tape
Process--check, complle, COmpPose,
compute, determine
duplicate, operat
record, sort, type
Disposition--call, delivgr,

file, infoym, mall

Acquisition--recelve Attaches machine tapes to checks

Process--check, D , compose,
compute, ermine,
duplicate/ operate, ‘ L
record, gort, type : :
Disposition--cal deliver, .
il inform, mail

Acqulsltlon-—r:celve Rcords recap totals on

Procéss—--checly, complle compose, consolidation form
comphte, determine,

dup)icate, operate,

(fecord) sort, type

Disposition-Xcall, deliver,
: ile, inform, mail

Acqulsltlon——rec-'ve Transfers checks/deposit slips to

Process--check, cogpile, compose, pickup box
compute, dytermine,
duplicate, xperate, ’
record,

Disposition--call, (d ‘
file, %nform, mail

'Table_B Verbs_|

1.
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Identification number WCH(3p.62) Page _1 of _1 pages

Figure 3: The Second Process Chart Employed

Task charted Checking computations by proofing machine
Task began with Rec. deposit slips, etc. -
Task ended with Transt. checks/deposil slips to plckup box
Estimated percentage of time spent on task __--rank __

Decislon
A_33151t10n
Process
Disposition
RS ‘ Step in task

Receives deposit slips/checks/
cash receipts/withdrawal slips

sorts checks made payable to
cash/personal from business i
checks .

Duplicates checks madegpgxable to
cash

Punches check amounts/codes on
machine

Inserts/punches deposit sllps in
machine ‘

Totals/verifies all entries/
debit, credit counters

Writes machine numbér, date on
tape

Attaches machine tapes to checks

‘\

Records recap totéls on

pickup box
e

. f\\\\; _ consolidation form |
. \ Transfers checks/deposit slips 1o

Table 3 Verbs_|
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Identificati. 1 number WCH(8p.ok) lage 1 of _3 pages
Flguce 23 The First Process Chart Employed

Task charted Handling recelpts for customer accounts

Task began with Rec. customer passbook, etc.

Task ended with Del. cash rec., etc., and fil. deposit slip
Estimated percentage of time spent on tas%ﬂzk;—rank L

Step in_ task

Keceives customer passbook, deposit,
Process--check, /compile, compose, deposit slip
compu e, determine,
ate, operate,
recgfd, sort, type
Dlsp031tlon— call deliver,
file, inform, mail

Acquisityéﬁ——receive Pulls customer record card
Process/-check, compile, compose, __,
compute, determine, 4
duplicate, operate,
record, sort, type
Disposition--call, deliver,
, inform, mail

Acquisition--rece™®  Determines whether or not date

Process~-check, cmn:\- compose, stamped on check,
compute, @ , deposit slip
duplicate, ogferate,
record, s type N

Disposition--cal FJeliver,

Anform, mail

Acquisit}dﬁi:reoeive Stamps date on check, deposit slip
compile, compose, (if not already

e, determine, stamped) -

dup)¥icate, operate,

, sort, type.

file, inform, mail

AcquisitiomN-receive Checks endorsement/deposit/check
Process (check) compile, compose, sums with deposit slips
" coRpute, determine, '
duplicate, .operate,
redord, sort, type
Disposition--call, deliver,
file, inform, mail

Table 1 Veqbs_
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Identification number WCH(8p.O64) Page _2 of _J pages
; Figure 2:. The First Process Chart Employed

Task charted '

Task began with

Task ended with ,

Estimated percentage of time spent on task __--rank __

Step in task |

Acquisition-freceive Computes interest . ‘
Process--che¢k, complle, compose,
ompute, determine,
dupiicate, operate,

rec¢rd, sort, type
Disposition-fcall, deliver,

file, inform, mall __ :

A

Acgquisition-treceive Subtracts interest from total loan
Process--chegk, complle, compose, payment

‘ , determine,
dupNcate, operate,
reco sort, type

- (\"

:Determines whether amounts to be
o, compose, Pposted manually or_b
,. machine ' .

Acquisition--receive
Process--check, compi
compute,
duplifate,’

record, 7 B
Disposition--call, deliver,
fi Anform, mail

Posts amounts manually (if these are
compile, compose, 1o He posted manually)
e, determine,. _ - ’
operate,
, sort, type -
n-\call, deliver,.
ile, inform, mail

Acquisitidn--regeive Posts amounts by machine (if these
Process—-cyeck, ‘compile, compose, 2re to be posted by

v determine, machine)

operate,
svrt, type
eliver,
nform, mail

Table 1 Verbs_]




Identification number WCH(8p.O4) Fage _3 of _J pages
Figure 2: The First Process Chart Employed

Task charted

Task began with .

-Task ended with

Estimated percentage of time spent on task __--rank __

Step in task

Acquisition——reéeivw\\DeteFEEZEéBwhether or not amount

Process——check,\comoil-, compjose,\ already stamped with
compute, embdsser

duplicate, o¥ferate,
reécord, , type
Disposition--cal, deliver,

inform, mail

compile, compose, = amount not already be

determine, stampied)

operate,

sort, type
, deliver, LA

s T

inform, mail T

Acquisition--receive Wrr¥eg cash amount on cash slip/
Process——check compile, (compose, deposit receipt/payment

compute, determing ticket
duplicate, opers
record, sort,
Disposition--call, ds
file mail

Acquisition/f;;;eive Del(?ers cash rece;pts to _money

Process--gheck, compile,/compose, drawer/passbook to
compute, detergine, customer

duplicate, operate,

record, sort, /type

Disposi ti n——call delivep,

file, inTorm, mail

Acquisitionk-receive Files deposit slip
Process--chég¢k, compile, compose,
comfute, determine,
dupl\cate, operate,
reco , sort, type
Dlsp081tlon——c 11, deliver,
inform, mail

Table 1 Verbs_|
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Identification number WCH(8p.ok) lage _1 of _. pages
I'igure 3s The Second Process Chart Employed

Task charted Handling receipts for customer accounts ,

Task began with Rec. customer passbook, etc.

Task ended with Del, cash rec., etc. and fil. deposit slip

Estimated percentage of time spent on task __--rank __

Decision
Acquisition
. Process
Disposition

Step in task

Receives customer passbook,
deposlt, deposit slip

Pulls customer record card

Determines whether or not date
stamped on check, deposit slip

Stamps date on check, deposit
slip (if not already stamped)

Checks endorsement/deposit/check -
sums with deposit slips /

;

Computes interest

Subtracts interest from total
loan payment

Determines whether amounts to be
posted manually or by machine

Posts amounts manually (if these
- are to be posted manually)

Posts amounts by machine (if
these are to be posted by
machine)

Determines whether or not amount
already stamped with embosser
i

Stamps amount with embosser
(should amount not already be
stamped)

Writes cash amount on cash slip/
deposit recelpt/payment ticket

Table 1 Verbs_j
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Tdentification number WCH(B1. 68 ) / Page _2 ol _i pnw‘;w
Pigure 3: The Second Proceu: chart Employed
Task charted
Task began with .
Task ended whth o

Estimated percentage of Time spent on task _ --rank __
Decision
. Acquisition
. . Process ~ '/)
D . . Disposition . |
. Step in task
. \\\ Delivers cash receipts_to money
. . draweerassbook to cusiomer

Files deposit slip

M&M . . .
. . . ~ : Table 1 Verbs_|

!
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Identification number WCH(8p.O6H) Page _1 of _3 payes
’ Figure 2: The First l'rocess Chart Employed

Task charted Handling recelpts Tor customer accounts

Task began with Rec. customer passbook, etc. .
Task ended with Del. casn rec., etc. and F11l. deposit slip
Estimated percentase of Tim . ~nt on task __--rank

Step in T .-

Acquisition-<€feceive Receives customer passbuuk, deposit,

Process--check, /complile, compose, deposit slip .
compuge, determine,
duplfcate, operate,
recprd, sort, type

-call, deliver,

Acquisi420n~—receive Pulls customer record card
Procedgs—--check, compile, compose, :

compute, determine,

duplicate, operate, ' .

reecord, sort, type

DispoSifion~-call, deliver,

, inform, maill

Acquigiltion--rece Determines whether o& not date
Process~--check, COMDING, compose, stamped on check,
compute, (eterming, deposit slip

duplicate, oyerate,

record, SoXj
Disposition--cally
£ike

eive Stamps date on check, deposit slip.
compile, compose, {1f not already
determine, stamped)

operate,
sort, type
call, deliver,
file, inform, mail

L .receive Checks endorsement/depoSit/check
, compile, compose, Sums with deposit slips
pute, determine, ‘
licate, operate,
ord, sort, type
-call, deliver,
file, inform, mail

Disposition

Table 3 Verbs_|




Tdentification number WCH(8p.ol) Page 2 off 3 oo
Figure 2: The First irocess Chart Imployed

Task charted

Task began with

Task ended with ___ v ~ -

Estimated percentage of time spent on task __--rank __

\

Step in task

receive Computes interest L
k, complile, comppse,
T9, determine,
duplicate, operate,
rec¢rd, sort, type
Disposition~+call, deliver,
file, inform, mail
[ 4

AcquisLtion-
Process--che

<«

Acquisition-4receive Computes net amount of loan payment
Process--cheg¢ks compile, composec,

<§ombu , determine,

duplNcate, operate,

recory, Ssort, type -
Disposition--call, deliver,
- . fil inform, mail

Determines whether amounts to be
compose, posted manually or by
D, machine

duplicate, optrate,

Acquisition--receive
Process--check, compi

record, type
Disposition--call,/ dgeliver,
i), Anform, mail

‘Process- , -/ compile, compdse, are to be recorded
' e, determine, manually)

cate, operate, :
, sort, type
ition-Y%call, deliver,
\\ ‘Y¥ile, inform, mail

Process-- compile, compose, are to be recorded by
“determine, machine)
operate, ) =
rt, type
Disposition- deliver,

\nform, mail

Table 3 Verbs |



ldentification number WoH(Hp.ol) : Page 3 of __J bayen
Figure : The Iirst Irocess chart tmployed

:k charted : . o

ok began wilth _ e

sk ended with :

Eotimated percentage ; ‘me spent on tack __--rank __

Step in task

Determines whether or not amount
compose, already stamped with
' embosser

Acquisition--recelvd
Process—--check, complle,
rcompute, CQ

duplicate, operate,
‘ record, SO'!, type
Disposition--cal deliver,
fi nform, mall

ive Stamps amount with embosser (should
compile, compose, amount not already Dbe
e, determine,’ stamped) ~F
cate, operate,
(feécor®, sort, type

~ :Tll, deliver,

\\gi\;\\?nfprm, mail

Acquisitigh--reg

Acguisition——receivé\<§§§%a§ cash amount on cash slip/
Process--check, compile, COmposSD, deposit receipt/payment

compute, determing
duplicate, operg -

record, sort,

‘Disposit5gg——call, de
file, Anform,

Acquisition-~Treceive Deigvers cash receipts to money

Proces®-cHeck, compile,/ compose, drawer/passbock to
‘ compute, deterpgine, customer

duplicate, operate, ¢

record, sort, [type

Dispositlon--call, delivep,

\X file, inform, mail . _-

-receive Files deposit slip

Process--chack, compile, compose,

comfute, determine,

_ "duplicate, operate,
N recond, sort, type

Disposition--cidll, deliver,
, Inform, mail

Table.3 Verbs_|

)



Identification number WCH(8p.o64) Page _1 o1l _2 pages
FPigure 3: The Second Process Chart Employed

Task charted Handling recelpts for customer accounts

Task began with Rec. customer passbook, etc.

Task ended with Del. cash rec., etc. and fil., deposit slip

‘Estimated percentage of time spent on task __--rank ___

Decision
Acquisition
Process '
Disposition

. Step in task

—

Receives customer passbook,
deposit, deposit slip

Pulls customer record card

Determines whether or not date:
stamped on check, deposit slip

Stamps date on check, deposit
s1ip (if not already stamped)
e ’

Checks endongemer.,/deposit/check

sums with deposit slips
[ N -

Computes interest.

. N
. Computes net amount of loan

payment RSN
ANAN

. Determines whether amounts td ke
posted manually or by machine

: !
Records amounts manually (if
these are to be recorded
manually)

Records amounts Dy machine (if
these are to be recorded by
machine)

. Determines whether or not amount
. ~alreainstamped with embosser

Stémps amount with embosser
(ghould akount not already be
tamped )

Writes cash amount on cash slip/

\___Table 3 Verbs_

.
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Identification number WCH(8p.ol) lage 2 of _g‘pagesi
Figure 3: The Second Process Chart Employed '

Task charted
Task began with
Task ended wlth

-
Estimated percentage of time spent on task __ --rawk __
Decision
Acquisition
. Process
. . . Diébosition ,
. . . . ( : Step in task

deposit receipt/payment tiqget

Delivers cash receipts to money
drawer/passbook to customer

Files deposit slip

Table 3 Verbs_]




Identification number WCH(49p.80) Page _1 of _3 pages
Figure 2t The First Process Chart Employed

Task charted Handling over-the-counter requests, etc.

Task began with Rec. cust./tel. inquiries/checks

Task ended with Del. info./messages, mail. m-f's, etc.

Estimated percentage of time -spent on task __ --rank ___

Step in task

Acquisition-<fecelive® Receives customers/telephone
Process--check, /compile, compose, inquiries/checks
compuye, determine,
duplfcate, operate,
recprd, sort, type
. DispositionfF-call, deliver,
r file, inform, mail

AcquisitioL——receive Obtains caller's name, account
Process--check, >, compose, number, insurance

cémpute, ermine, ©policies

duplicate/, operate,

rgcord ort, type
Disposition-~-ca deliver,

inform, mail

AcquisitionLZ;eceive Checks records for information
compile, compose,
ute, determine,
icate, operate,
regokxd, sort, type
Dispositiont-cgll, deliver,
. fiNle, inform, mail

Acquisitionf--recelve Explaing bank policies, charges
Process--check, coNpile, compose, _ :

compute, termine,

dyplicate, ‘pperate,

rgcord, type

Disposition--call, deliver,
file, , mail

Acquisition~

eceive Obtains microfilm of requested
Process=-chec 1 , compose, information
compu¥e, aqtermine, ‘
duplicite, perate,
record, tyre
Disposition--cally “d4liver,

file, orm, mail

Table 1 Verbs_]

S
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ldentification number WCH(49p.80) Page _2 of _3 pages

Figure 2: The First Process Chart Employed
Task charted
Task began with
Task ended with \

Estimated percentage of time spent on task __--rank __

Step in task
etermines whether or not can answer
compose, 1inquiry

Acquisition--receive
Process--check, compi
compute, e
duplic

—

brm, mail

Transfers call (if cannot answer)
il¢, compose,

Acgquisition-
Process~--chgc

co tefmine,

dyp op¢rate,
. rt, | type
Dispositipnf- elivep,

inform, mail

Answers questions regarding
ompy compose, customer accounts

n .
Procesg--ch 0

co

' dypllitate, operate,
r , | sort) type

Di57 s/'tio[ , iver,

AcALLéitng— reoeive Calls branch bank to check on

hte, operate,
sort, type.

ocgss—-fghe compile,. compose, missing information/
om
edord

posifti¥n

, deliver,

inform, mail

P
b, determine, customer
u
VTN

ive Requests customer send another

ompile, compose, check/come in to Bank

Jetermine,

Table 1 Verbs

—



Identification number WCH(49p.80) tage _3 of _3 pages
Figure 2: The Firust Process Chart Employed

Task charted

Task began with

Task ended with

Estimated percentage of time spent on task

__—--rark ___

Step in task

Delivers information/messages

. <
Acql&l@tlon— receil

ile, compose,

+

Acqulslk xnf—recelve ails microfilms

Process+4-dheck, compile

cpmpute, determ

d plicate, operakle,

ord, sort, typ

Dlsp031tlon -call deliver,

file, inform, (uaip

ACQulsltlo

eceive Files checks, ledger card

Process--check, compile, compose,

cdmpyte, determine,

dupliate, operate,

reg¢or sort, type

Dispositiond~-call, deliver,-.

, inform, mail

Acquisition~--feceive  Holds letter for enclosure

Process--check, compile, compose,

compdte, determine,
duplikate, operate,

recordl, sort, type.

Disposition--c4dll, deliver,

, inform, mail

Acgquisition--receive

Process--check, compile, compose,

compute, determine,

duplicate, operate,

record, sort, type
DlSpOSltlon-—call dellver,

flle, inform, mail -

Table 1 Verbs_j
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Identification number WCH(49p.80) . Page _1 of _1 paves
\ Figure 3: The Second Process Chart Employed

Task charted Handling over-the- counter requests, etc.

Task began with Rec. cust. /tel. 1nqu1rles/bhecks

Task ended with Del. info./messages, mail. m- f's, etc.

Estimated(percentage of time spent Qn task ___--rank __
De0131on N
i31tlon '

. Process

. . Disposition _
. . Step in task

Receives customers/telephone
inquiries/checks

Obtains caller's name, account
number, insurance policies

Checks records for information

Explains bank policies, charges

. . Obtains mlcrofllm of requested
. . . information

Determines whether orynot can
. answer inquiry

. Transfers call (if cannot answer)

. G Answers questions regardlng
. . . customer accounts

. . . Calls branch bank to check on
missing information/customer

Requests customer send another
. . : . check[bome in to bank

DeliVers information/messages

Mails microfilms

’

Files checks, ledger card

Holds letter for enclosure

Table 1 Verbs_|



Identitication number WCH(49p.80) Page _1 of _3 pages
Figure 2: The First I'rocess Chart Employed

Task charted Handling over-the-counter requests, etc.

Task began with Rec. cust./tel. inquiries/checks

Task ended with Del. info./messages, mail. m-f's, etc.

Estimated percentage of time spent on task __--rank __

Step in task

Receives customers/telephone
compile, compose, inquiries/checks
, determine,
ate, operate,
recofd, sort, type
Disposition-f£call, deliver,
file, inform, maill

Acquisition-
Process~-check,

Acquisition4-receive Obtains caller's nameiraccount
Process~--chqck, I compose, number, insurance
' conpute, termine, ©policies
- duplicas operate,
Tred ort, type
Disposition- deliver, .
inform, mail

-

Acquisitiontfreceive Checks records for information
Process- compile, compose,
ute, determine,
icate, operate, 4
re¢goxd, sort, type ‘ "
Dispositionf{-ckll, deliver, ‘ .

‘ : fiNe, inform, mail

Acquisitiont--rece\ve, Directs customer in bank pollc1esif
Process--check, co-plle, compoge, . charges

compute, termine, -

dyplicate,

regcord, sory
Disposition--call, deliver,
file,

(]

Acquisition--eceive Obtains microfilm ®f requested
Process--chec ‘compose, information

compu ermine,

duplicate, bperate,

record, , type
Dlsp051t10n—-call ddliver,
file,\infform, mail

Table 3 Verbs_|
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Identification number WCH(49p.80) fage o of _3 pages
_ Figure 2: The First Irocess Chart Employed

Task charted o
Task began with
Task ended with
Estimated percentage of ti@e spent on task __ --rank __

Step in task

\betermines whether or not can answer
compose, inquiry

Acquisition--receive
Process—--check, compi
compute, (g

duplicate,
record, =8 type - —
Disposition--ca ver, —

f brm, mall

Acquisition-
Process--che

Dispositi

Acquisiéggé-

Procesg--Lhe

eive Calls branch bank to chgck on
compile, compose, missing information/
b, determine, customer

te, operate,
sort, type
, deliver,
inform, mail

ive Requests customer send another

check/come in to bank
2

“Table 3 Verbs |
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Identitication number WCH(49p.80) Iage 3 of _3 pages
Figure 2: The First I'rocess Chart Bmployed

Task charted

Task began with

Task ended wilth

Estimated ;ercentage of time spent on task

--rank ___

Step 1in task

Delivers information/messages _

compose,’

Acqulsl n——regelve alls microfilms

Iroceos heck, compile)\ compose,

compute, determNae,

dyplicate, opera

re\cord, sort, typ

Disposit on —call dellver,

file, inform, @allD

‘Acqu181t1 -

eceive Files 'checks, ledger card

Process--check, compile, compose,

cdmpyte, determine,

dupliate, operate,

rebtord, sort, type

Disposition4-cd4ll, deliver,

inform, mail

AéQuisition—

eceive Holds letter for enclosure

Procegs--check, compile, compose,

compite, determine,

dupli}cate, operate,

recorll, sort, type

Disposition--call, deliver,
: inform, mail

Acguisition--receive

Process—--check, compile, compose,
compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver,

file, inform, mail

Table 3 Verbs

-t
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Identification number WCH(49p.80) Page _1 of _1 pages
Figure The Second Process Chart Fmployed

Task charted Handling over-the-counter requests, etc.

Task began with Rec. cust./tel. inquiriesacheckg__

Task ended with Del. info./messages, mail. m-t's, ete.

Estimated percentage of time spent on task __--rank __

Decision
Acquisition
Process
Disposition

i

__step in task -

.
Recelves cugtomerg/telephone
inquiries/checks

Obtains caller 's

name, account

number,

insurance policlegs

Checks records for information

Directs customer in bank
policies, charges

Obtains microfilm of reguested
information

Determines whether or not can
answer inquiry

: . Transfers call (if cannot answer)

Answers questions regarding
customer accounts ,

Calls branch bank to check on
missing information/customer

Requests customer send another
check/come in to bank.

Delivers information/messages

Mails microfilm

Files checks, ledger card

Holds letter for enclosure

Table 3 Verbs_|

1734



FIAentichation number WCH(S5hp.83) Page _1 of _3 pages
‘ Figure.2: The IFirst Process Chart Employed
Task charted Compiling and typing reports and bulleting

Task began with Rec. rough drafts, etc.

Task ended with Del., rep., mail., bulletins, and fil. cards

Lstimated percentage of time spent on task __--rank

Step ih tas

Acquisition-<«fecelve® Receives rough drafts/bulletinsg/

Procegs--check,”/compile, compose, cards

ompdte, determine,

vlicate, operate,

Yecord, sort, type

1on--call, deliver,

file, inform, mail

lsition--receive Obtains news clippings of bankruptcy

Procdss--check, Qomp1le®, compose, listings
compute, @etermine,
duplicaté, operate,
record,/ sort, type
Disposition--¢gdll, deliver,
\ file, inform, mail

Acguisikion-—receive Pulls previous month's report/loan

Process-vchgck, compile, compose, ledger sheet
conjpute, determine,

uplicate, operate,

eqord, sort, type

Dispositidn+4-call, deliver,

inform, mail

AcquisitionVfreceive Checks material/format/totals/report

Process- , compile, compose, for accuracy
pute, determine,
duplicate, operate,
: regqord, sort, type
Disposition+d-call, deliver, -

file, inform, mail

Acquisition-treceive Computes interest/deposit ticket
Process--che compile, compose, totals/number/per:e: -
determine, calls made

ate, operate,
sort, type
deliver,
form, mail

Table 1 Verbs_|
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Idontlilcatlon number WCH(54p.873) Page

2 of ) pasiea

Figure 2: The First lrocess Chart Employed

Task charted

Task began with

Task ended with

Estimated percentage of tlme spent on task

--rank

Step in task

Acquisition--receive Writ

bankruptcy names/unpaid

Proceass--check, compile,

balances on report

compute, determine

duplicate, opera

record, sort,
Disposition~--call, ‘dell

Acquisition--recefve Records unpaid totals on records/

Process——check ompile, compose, solicitation

de termine, information on cards

operate,

) sort, type

~—r

Dispogition-—all, deliver,

inform, mail

Acquisition--recel

Types reports/bulletinslliéts

Process--check, compose,

compute,

duplicate, oper

record, sort,

Dlsp051tlon——call del'

file,

Acquisition:;fQZZive Proofreads materlals

Process-€chec compile, compose,

pute, determine,

dyplicate, operage,

rkcord, sort, type

DlSpOSltl n--call, deliver,

/ flle, inform, mail

Acqulsiféon-—receive Obtains épproval

Processf--check, G[EEI!!? compose,

compute, dftermine,
duplicate/ operate,
record, brt, type

on--call/ deliver,

Disposi

\\ file/, inform, mail

Table

1 Verbs_]

141



‘ T ]
Tdentification number‘ﬂQH(ﬁup.Bj) bage _3 of _J pages

‘ ©aure 2:  The Firvst I'rocess Chart kmployed
Task cha: led
Task began with
Task ended with
Estimated percentage Of Time spent on task __--rank __

Step in_ task

v

Acquislition\~r celve Duplicates/staples reports

compile, compose, g

determine,
, operate,
sort, type
1, deliver,

inform, maill

L
Del. ers reports..
--che compose, ‘

duplicete, Operate,
sort\_type )

\ file,

Acquisiti&g——receive\\ﬂails bulletins o
Process~~aheck, compile) compose,
compute, determine, .
dyplicate, operasg,

racord, sort, typ
Disposition -call, deliver,
' ‘ file, inform, fnaid .

Acquisltlion- eceive Files cards
Process~-check, compile, compose,
compuyte, determine,
duplilate, operate,
recory, sort, type
Disposition-- 11, deliver,
, inform, mail

Acquisition—~rece? ,
Process--check, c- _1ile, compose,
compute, deteimine,
duplicate,Aoperate.

record, sort, type
Disposition—*call, deliver,
' ‘ file, inform, mail

Table 1 Verbs_]
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Tdentification number WCH(54p.83) Page _1 of _1 pages
Figure 3: The Second Process Chart Employed *

Task charted Compiling and typing reports and bulletins

Task beégan with Rec. rough drafts, etc.

Task ended with Del. rep., mail. bulleting, and fil. cards

Estimated percentagi‘of time spent on task __~--rank __

Degision
. Acquisltion
Process
Disposition

step in task

Receives rough drafts/.u}letins/
ce.ds i

Obtains news clippings of
bankruptcy llstl;gs

Pulls previous month's report/
loan ledger sheet

Checks materlallformat/fotals/
report for accuracy il

Computes 1nteres (dqp051t tlcket
totals/number/percent calls made

Writes bankruptcy names/ﬁhpald
balances on report

Reoords unpzid totals on, recovds/
solicitation information on cards

Types rgpbrts/bulletins/jists

' Proofreads materials

Obtains_approval

‘Duplicates/staples reports

Delivers'\rep@rts ] o

Mails bulletins

Files cards

e g

Table 1 Verbs_|]
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Identification number WCH(54p.83) Page _1 of _3 pages
Figure 2: The First Process Chart Employ;d
Task charted Compiling and typing reports and bulletins
Task began with Rec. rough drafts, etc.
Task ended with Del. rep., mail. bulletins, and fil. cards
stimated percentage of tlme spent on task _ --rank __

Step in task

Acquisition- Recelves rough drafts/bulletlns/
Process--check,”compile, compose, cards

compdte, determine,
slicate, operate,
ecord, sort, type

DisposjXion--call, deliver,
(/' file, inform, mail
Acqulsition——receive Obtains news clippings of bankruptcy
Process--check, 119, compose, listings
compute, ermine,
duplicat operate,
record, /sort, type
Disposltion--ca)¥l, deliver,

fZle, inform, mail

Acquisi%@on—ireceive Pulls prev1ous month's report/loan
Process-tychejck, compile, compose, ledger sheet
compute, determine,
uflicate, operate,
edord, sort, type
Dispositidn4-call, deliver,

\ , inform, mail

Acquisition;zg;ceive Checks material/format/totals/report
ec compile, compose, fOr accuracy

pute, determine, : o

licate, operate,
ord, sort, type
~call, deliver, |
file, inform, mail

Disposition

Acquisition-treceive Computes interest/deposit ticket
Process~--che¢k, compile, compose, totals/humber/iercent
a:m]ﬂﬂp, determine, calls made

ate, operate,
sort, type
dellver,
orm, mall

Table 3 Verbs_]
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Identification number WCH(54p.873) Page

_< of _3 pages
Figure 2: The First Process Chart Employed

Task charted

Task began with

sk erided with
:mated percentage of time spent on task

__~--rank ___

ﬁh‘ Step 1n task
Acquisition--receive Writdw

bankruptcy names/unpaid

Process--check, compile,

balances on report

compute, detcrmine

duplicate, opera

record, sort, t

Dispogsltion--call, del

file,

compufe, determine,

ompile, comgfj@, solicitation
nformation on cards

operate,

type

deliver,

inform, mail

Acquisition--receil

Types reports/bulletins/lists

Process--check, compile, compose,

compute, dete

duplicate,

record,

, compile, compose,

pute, determine,

plicate, operate,

ecord, sort, type

DispositAion--call, deliver,

// file, .inform, mail

Acquiiition——receive Obtains approval

Prooes&——check, omplle, compose,
compute, ermine,

\ duplicate/ operate,

% " record, rt, type

L _ _n--callf deliver,
? fi ', inform, mail

Table 3 Verbs_|

145



Tdentification number WCH(S4p.83) Page _3 of _3 pages

Figure 2?: The First I'rocess Chart Imployed

Task charted

Task began with

Task 'ended with -

Estimated percentage of time spent on task __ --rank L

Step in task

Acquisitionk-r ceive Duplicates/staples reports

Process~-chek¢kf compile, compose,

determine,

operate,

sort, type

\l1, deliver,

\e, inform, mail

Process--check, compile\ compose,

compute, determine,

dubplicate, operale, *

regord, sort, typ

Acquisition--recelive Files cards

, compile, compose,

compute, determine,

duplicate, operate;

record, sort, type

Disposition--cg4ll, deliver,
¢ inform, mail

[}

Acquisition--receive

Process--check, compile, compose,

compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver,

file, inform, mail:

Table 3 Verbs_|
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ldentification number WCH(54p.B73) Page _1 of _1 pages
Figure 3: The Second I'rocess Chart Employed

Task charted Compiling and typlng reports and bulletlins

Task began with Rec. rough drafts, etc.

Task ended with Del. rep., malil. bulletins, and fil. cards

Estimated percentage of time spent on task __--rank __

Decision
Acquisition
Process
‘Disposition

[

Step in task

Receives rough drafts/bulletins/
cards

uUbtains news clippings of
bankruptcy listings

Pulls previous month's report/
~loan ledger sheet!

Checks material/format/totals/
report for accuracy

Computes interest/deposit ticket
totals/number/percent calls made

Writes bankruptcy names/unpaid
balances on report

Records unpaid totals on records/
gsolicltation information-on cards

Types reports/bulletins/lists \

Proofreads materials

f

Obtains approval

Duplicates/étaples reports

Delivers reports

Mails bulletins

Files cardé

B Table 3 Verbs_|
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Identification number WCH(1p.88) Page _1 of _3 pages

FPigure 2: The First P'rocess Chart Employed
Task charted Sched. and rec. patients for med. arpoint.
Task began with Rec. appoint. request/patient -
Task ended with Dir. patient, etc. and del. X-rays, etc.
Estimated percentage of time spent on task __ --rank __

Step in task

Receives appointment request/patient
ompile, compose,
computé¢, determine,
dupligate, operate,
recordi, sort, type
Dicposition--gall, deliver,
ile, inform, mail

Acquisition-—
Process--check,

Acquisition{ﬁreceive Checks appointment book/type of
Process-+«check), compile, .compose, X-ray

ute, determine,
duplNcate, operate, -
sort, type
deliver,
inform, npail

Disposition--ca
il

Acquisition--receive\ Determines whether or not \
Process--check, £, compose, appolntment should be
compute, (determing, arranged g
duplicate, rate, ‘

record, sort
Disposition--call, dg
file,

Acguisition--receiffe TJransfers to waiting list
Process--check, cpmpild, compose,
’ compute / deteymine,
duplicafte, opg¢rate,

record{ sort e '
Digposition--cdll, @eliveD,
le, inTorm, mail .- - —

Acquisitionil;eceive Confirms appointment time, date
Process-+<chec compile, compose,
ute, determine,
icate, operate,
oRd, sort, type

-cql1ll, deliver,

file, inform, mail

. re
Disposition

Table 1 Verbs_|
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Identification number WLH( 1p.88) Page _2 of _3 pages
Figure : The First Process Chart imployed

Task charted

Task began with

Task ended with

Estimated percentage of time spent on task __~-rank __

Step in task

Acquisitjmw[mfece ve Instructs patient in X~ -ray
Process--cHeck, coNpile, _compose, preparation

Acquisition--receive
Process--check, compile,
compu te, determlne
dupllcate, opera

record, sort, type
DlspOSltlon~—call del' er,
file, 1 , mail

appointment card/patient:
chart/new patient card/
_pp01ntment book v

Acquisition--recefve Records app01ntment/cancellatlon in
' ompile, compose, appointment book
determine, ’
y Operate,
sort, type
y, deliver,
inform, mail

--Xeceive (Calls Medical” ‘Records to inform of
compile, compose, next day's appointments

determine, « : 7
operate, . S
sort, type ‘
DlSpOSl ion- , deliver,

file, inform, mail ,
[

record, soft, type
Disposition~-call, eliver,
fi nform, mail _j

\__ Table 1 Verbs |

T
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Ldentification number WCH(1p.88) fage 3 ¢
Figure 2: The First Irocess uhdrp_imnioyod
Task charted _

Task began witn

Task ended with

stimated percentage of time spent

on task

--rank

Step in task

Acquls 1tlon——rece1

Process--check, , compose
compute ermine,
duplica operate,
record y type

Disposition-- deliver,

. inform, mail

Acquisition-

patient to X-ray/doctor's_

Process--chec comrose,

office

compuge, rmine, -

dupli ‘operate, ) -

record ) type A
DlSpOSltlon——cal delliver, /Y=

Acquisition--recei

o=t
!

//
Dellvers X- rays/chartE“%o dbector -
[ .

Process--check, como'le,hcompose, /
compute, deXermine, ~—"
duplicate, oyerate,
record, sort,\ type

Dlsp081tlon——call c;!!;ug»,

' flle, inform, mail

Acguisition--receive

Process--check, compile, compose,
compute, determine, i
duplicate, operate, \ )
record, sort, type __~

Dlsp051tlon——call dellver, ’ ‘

file, inform, mail

Acgquisition~-receive

Process--check, compile, compose,
compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver, >

file, inform, mail

Table 1 Verbs |
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ldentiflcation number WCH(1p.88) Page _1 of 1 pages
Figure 3: The Second Process Chart Employed

Task charted Sched. and rec. patients for med. appoint.

Task began with Rec..appoint. request/patient

Task ended with Dir. patient, etc. and del., X-rays, etc.

Estimated percentage of time spent on task __--rank __
Decision ,
Acquisgition:
Process .

Disposition

Step in task

Receives appointment request/
patient

Checks appointment book/type of
X-ray

Determines whether or not
appointment should be arranged

Transfers to waiting list

Confirms appointment time, date

Instructs patient in X-ray
preparation

. Writes appointment card/patient
. chart/new patient card/
. appointment list

. Records appointment/cancellation
. . in dppointment book

Calls Medical Records to inform
of next day's appointments

Obtains records/patient signature
in register book

Attaches appointment card to
record

Directs patient to X-ray/doctor s
office *v

Delivers X-rays/charts to doctor

Table 1 Verbs_|]
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[dentification number WCH(1p.88) Page 1 ot 3 pages
Figure ”: The First I'rocess Chart Employed

Task charted Sched. and rec. patients for med. appoint.

Task began with Rec. appoint. request/patient

Task ended with Dir. patient, etc. and del. X-rays, etc.

Estimated percentage of time spent on task _ --rank

Step in tagk

Recelives appointment request/patient
Procesgs--check, Fompile, compose,
compute, determine,
duplickte, operate,
recorg¢,. sort, type !
Disposition~-ogall, deliver, ;
ile, inform, mail

Acguisition-

Acquisition/-receive Checks appointment book/type of
Process~¢Check, compile, compose, X-ray

determine,
, Operate,
recory, sort, type : i

Acquisition--receive\ Determines whether or not
Process~-check, ) compose, appointment should be

duplicate, grate, |
record, sort/|type
Disposition--call, delljver,

file, iAfdérm, mail

Acquisition--receife Tran&fers to waiting list
Process-~check, c¢gmpile, compose, ’
compute / deteymine,
duplicafte, operate,
recordf sort,|type
Disposition--cdll, (@eliveD,
le, inform, mail o

-receive Verifies appointment time, date
compile, compose, B
determine,
operate,

, sort, type
Dispositifn--ckll, deliver,
file, inform, mail

Table 3 Verbs_|]




Identification number WCH(1p.88) Page _2 of _3 pages
Figure 2: The First Process Chart Employed

Task charted

Task began with

Task ended with

Estimated percentage of time spent on task __ _--rank ___

Acquis{<;on——rece ve Directs patient in X-ray preparation
s--check, coxpile, compose,

Step in task

compute, termine, .
duplicate, \operate, .
record, type

e

Acquisition——receive‘ia;ftes appointment card/patient
Process~--check, compile, ) chart/hew patient card/
compute, determine
duplicate, opera
record, sort,
Disposition--call, deli
file, inform, mail

Acquisition--recedve Records appointment/cancellation in
Process--check, Aompile, compose, appolntment book
determine,
operate,
sort, 1type
Disposition ~deliver,
i inform, mail

Process--dheck, compile, compose, next day's appointments
, omputte, determine,

. duplikate, operate,
record, sort, type
Disposifyion- , deliver,.
file, inform, mail

Acquisiz}vn—-receive Obtains records/patient signature in
Process--check, Compild, compose, register book

' ermine,
duplicate, [operate,
soxt, type
deliver,
inform, mail

Table 3 Verbs_|
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Identificatlon number W H(1p.88) tage _3 of _3 paues
Figure 2: The First I'rocess Chart Employed

Tagk charted

Task began with

Task ended with

Estimated percentage of time spent on task

__--rank

Step in task

Acquisition--recei

Attaches appointment card to record

Process~-check, , COompose,
compute, ermine, L
duplicat operate,
record , type

Disposition--c deliver,

inform, mail

ybs patient to X-ray/doctor's

Acquisition--ne
Procegs--check) pose, office
. , compw )
dupli N *
record =

Delivers X-rays/charts to doctor

Acquisition--receivg

Process~-check, corpyle, compose,

compute, welyermine,

duplicate, oyerate,

record, sort,\ type
Disposition--call, D,

file, inform, mail

Acquisition--receive

Process~--check, compile, compose,-

compute, determine,
duplicate, operate,

record, sort, type

Disposition--call, deliver,

file, inform, mail

Acguigition--receive

Process--check, compile, compose,
compute, determine,

duplicate, operate,

record, sort, type

Disposition--call, deliver,

file, inform, mail

Table 3 Verbs |
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Identification number WCH(1p.88) Page _1 of _1 pages
Figure 3:  The Second Process Chart Employed.

Task charted Sched. and rec. patients for med. appoint.

Task began with Rec. appoint. request/patient

Task ended with Dir. patient, etc. and del. X-rays, etc.

Estlmated percentage of time spent on task ___--rank

Decision
Acquisition
Process
~Disposition

I Step in task

Receives appointment request/
patient

Checks app01ntment book]%ype of
X-ray

Determines whether or not
appointment should be arranged

Transfers to walting list

Verifies appointment time, date

Directs patient in X-ray
preparation

. . .. Writes appointment card/patient
. . . chart/new patient card/
appointment list .

Records appolntment/cancellation
in appointment book

v

Calls Medical Records %o inform
of next day's appolntments

. . Obtains records/patient
. f\\\\\ . signature in rggfster book
: : . Attaches app01ntment card to

record

Dlrects pratient to X ray? octor S
office

Delivers X-rays/charts to doctor

Table 3 Verbs_]

1
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Identification number WCH(13p.96) Page _1 of _2 pages
Figure 2: The First Process Chart.fmployed

Task charted Answering questions re patient WJlling

- Task began with Rec. telephone billing inquiry
Task ended with Send. statement to patient
Estimated percentage of time spent on task __~-rank ___

Step in task

Acquisition-<«fecei Receives telephone bllllng inquiry

Process~--check, oympile, compose,

compute, determine, _

duplicate, \operate,

record, sor type ___ o
DlSpOSltlon—~call delNver, ‘ o

file, infoln, mail _

Acquisition--receive ﬂ;;;é& caller name, requested
Process--check, compile, information _
compute, determine
duplicate, oper

record, sort,
DlSpOSltlon—~call deiver,
file, Aform, mail

Acquisition-~p€ceive Pulls ledger card
Process--chg€k, compile, compose, _
mpute, determine,
duplicate, operate,
record, sort, type
Disposi on—~0all deliver,

cﬁ:%? inform, mail
)

Acquigition--recel Determines whether or not'can
Process-~check, compNg, compose, explain
compute, (delfermind
duplicate, oyfrate,
record, e
Dlspos1tlon——c- efliver,

wAcqp}G{;:;n— receiye Refers to supervisor (if cannot
Pretess~-~-ceck, compile, compose, explaln)
ompute,/determine,
duplicafe, operate,
sort, type
-call, deliver,
y inform, mail

DisPositio

Table 1 Verbs |

156



Identification number WCH(13p.96) Page 2 ol _2 bvages
. Figure 2: The First Procegs Chart_ Employed

Task charted o .

Task began with ) o _

Task ended with

Estimated percentage of time spent on task __ --rank

Step in task

Acquisitign--reNeive Explains charge, claim procedures

Process-~ckeck, dompile, compose, : L
etermine, e
operate, ‘
type

, maill

Determines whether or not error made
compose,

Acquisition--receive
Process-~check, compi

‘compute,
duplicate, opdrate, ' ' .

record, sort, ’
D15p051t10n——call deliv?
file, inform\ mail

Acquisition--recelve Wri£;§ memo to correct error (if one
Process-~-check, compile, , made)

compute, determine

duplicate,

record, sort,

Dlsp951tlon——call

file,

"-fﬁéduisition——recei e Iypeé notation on ledger card/new
~-check, i dompose, statement (if error
; made )

@rocess——check, compile} compose,
1775 @ compute, detdqrpine,
- -+~ duplicate,

‘ record, sort,\|type
/Dlsp051tlon——call G o
0 file, inform, mail

| gz : .~ _Table .1 Verbs_|
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Identification number WCH(13p.wo) Page _1 ot _1 paves
Figure 3: The Second lProcess Chart Employed

Task charted Answering questions re patlunt billing

Task began with Rec. telephone bllllng inquiry

Task ended with Send. statement to patient i

Estimated percentage of timg srent on task __--rank __

Decision
Acquisition
Process ¢ .
Dlsp051t10n

Step in task"

Bﬁcelves telephone bllllng
inquiry

-

Writes caller name, requested
information

Pulls ledger card

PDetermines whether or not can ,

3
explailn N
Refers to s. vvisor~{if cannot
explan ’
Explain= chargs, clalm fdrocedures
' ¥
Determi: 's_whither or noft yrror

made /

Writes memo to correcy error (if L
one made) / T S

L4y

\
Types notation on led“r\card/new
‘statement Ylf error made )\

Sends statement to patient

.

T A

P

Tabié 1 Verbs_]
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'Dlsposgtﬂgﬂ——call dediver,

Dlspos1t10n——ca

Tdentification number WCH(13p.96) Page _1 _2 pages
) Figure 2:  The First I'rocess Chart Emp]o ed
Task charted Answerlng questlonsg re Latlent billi ng
Task began with Rec. telephone billlng inqulry
sk ended with Send. statement to ;. itlent
Lutlmatod percentage of time spent on task __ --rank __

Step 1n task

Acquisition-- Receives telephone bllllﬂ” ingquiry
Process~-check, ckxmpile, compose,
+ compute, Netermine,
duplicate, \operate,

record, sort
DlSpOSlthH-~Call
fll@,

Acquisition-mreceive
Proceos—-”“egk compile
bomnute, determine
dupiloate, operg
-record, sort,

a file, Anform, mall

e

eceive Pulls ledger card

Acguisition-
Process--gifeck, compile, compcse,

compute, determine,
duplicate, operate, _ ' »
record, sort, type
--call, deliver,

inform, mail .\

~N
Acquisition--receil

]

Dispositd

Determines whether or not can

Process--check, compose, explaln
compute, D,
duplicate, brate,

" record,

mpile, compose, explaln)
determine, i

- Operate, ‘
sort, type . . )

inform, mail
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Figure 2: The Fivrst I'rocess Chart Employed

Task charted

Task began with

Task ended with

Estimated percentage of time svent on task __ --rank o
, \\Bn Step 1n task .
Acquigiti ec 5 _customer on charge, claim
hocesgs--c © ..Dose, procedures :
comyute,

recor type:

Disposition--ca i )
fil mail
a - ’

Acquisition--receive\ Determines whether or not error made
Process--check, compose,

compute, , .

duplicate, ate,

record, sort, M‘ype

Disposition--call, delivAr,
MNle, inform

.

i
e e . 2 . .
, Acqulsltlon-—fb@elve ertgé\memo to correct error (if one

-Process--check, compile, , made)
compute, determine 7
duplicate, e .
record, sort,
Disposition--call, de
file, j ail
"

Iypeé notation-¥i ledger card/new
gompose, - statement (1f error
determinpe, made) e

h e -
operafte, R
” .

Ac. «.sition--rec
Prc ~ess--check,
compute,
duplicate
record, s
Disposition--call,
file,

Acquisition--receive
Process--check, compille ,compose,
compute, deté

-duplicate, ondrate,
record, sort,\type ' N
Disposition--call, @eliveD, N
file, inform, mail: AR

—1
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Figure 3: The "Second l'rocess Chart Employed
Task charicd Answering gquestions re patient billing

pages

Task began with Rec. telephone bllling inguiry
Task ended with Send. statement to patient

Pstimated percentage of time spent on task __--rank ___

" Decision
. Acquisition
. ) Process
. Disposition

Step in task

Receilves telephone billing

inqulry

Writes caller name, requeste

information

d,

an

Pulls ledger card

Determines whether or not can

explaln

Refers to supervisor (if gannot

explain) "
Directs customer on charge,. claun
. . . procedures ‘ » :

Determines whether or not error

made

Writes memo to correct error (if

one made) - .

Types notation on ledﬁﬁ? card/new

statement (if error made)

Sends statemenf to patient

- - v Table 3

Verbs_|
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