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ABSTRACT

The role of the secretary has changed due to the

automation of office procedures, and word processing is the

core for this change. The primary purpose of this study was

to obtain information via survey of Yorkton, Saskatchewan,
area business offices of the Jjob competencies required of
enmployees designated as word processing operators in these
offices. The results of the study would have implications for
curriculum planners when designing basic word processing
courses.

The population was selected from a database of all the
businesses in the Yorkton area which were within a radius of
50 km, which employed at least 10 employees, and which used
word processing egquipment for at least two hours a day or ten
hours a week in their office operations. Twenty—-seven
businesses qualified and all agreed to participate in the
study.

The research instrument was a two-part questionnaire
which contained gquestions requesting demographic data and
interval data in identifying frequency of use of word
processing enabling skills in the work situation. Sixty
enabling skills were divided into twelve general areas of
competencies. After a pilot study, the reviewed and revised
gquestionnaires were mailed or hand delivered to the 27
participants and all guestionnaires were returned. The data

were analyzed and placed in tabular and narrative form.
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The major conclusions of the study were:

(1) Of the 60 enabling skills that were idehtifiea, 34
were being performed either nfrequently" or "very frequently"
by the participants and should be considered for inclusion in
a basic word processing course.

(2) IBM computers or IBM compatibles were the most
popular equipment used for word processing. The most popular
software programs were wordPerfect for word processing, Lotus
123 for spreadsheets, and D-Base II1I for database management.

{3) The most listed employment positions in the Yorkton
area that required word processing competencies included
Ssecretary, Administrative Assistant, Clerk-Typist, and
Receptionist.

Finally, the researcher concludes that a cooperative form
of education between business/industry and the educational
institute Would prove beneficial to both the student and the
pusiness/industry in identifying and acquiring the necessary

skills and knowledge redquired for success on the job.
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CHAPTER I

The Problem

Introduction

Rapid changes in office technology, new systems and
procedures, the changing nature of office Jjobs, growing
opportunities for advancement, and new careers related to
information processing have brought about the need for
examining the skills and knowledge required for employment in
today’s automated office. Professional management and
business education IJjournals support the fact that advanced
technology affects the role and competencies of the office
employee (Hosler, 1988).

Certainly the electronic office is here and this
technology is dramatically changing procedures and processes
in the office; as a consequence, the role of the secretary is
changing. "Many of the traditional areas of female employment
may be jeopardized by the anticipated trends stemming from
technological innovations that may be brought into the office"
(Marchand, 1985, p. 34). Secretaries must have the ability to
use and select software such as spreadsheets, word processing,
and databases for the job at hand (Lambrecht, 1989); they must
be knowledgeable enough to make intelligent selections of
various software which are flooding the market.

Office personnel are assuming more administrative duties

with all the information and technology that is available to



them, as well as assuming a closer working relationship with
management. With ever faster, more versatile computers and
with new developments such as electronic mail systems, the
scope of services done by office personnel has changed greatly

(Powell, 1988).

Marchand (1985) supports the view that technology will
likely change the skills required by office clerical workers

of the 1990s.

Because a different set of [secretarial] skills are
being looked for now than in the past, interviewers
and other selection people need to be tuned in to
these new skills and to the fact that the work
environment is different from that in the past.
(Marchand, 1985, p. 33)

Saskatchewan Education also acknowledges that changing
technologies will create changes in employment needs and has
adopted a new technical institute model.

To succeed, the technical institute of the future
must be able to respond quickly to changing
technologies and shifts in employment demand. It
must work closely with business and industry. It
must have the finances necessary to acquire state
of the art excellence in new technologies. And it
must incorporate the modern management and
decision-making techniques that will enable it to

act decisively and responsively. (Saskatchewan
Education, 1987, p. 6)

The principles underlying the implementation of this new

institute model include:

Adult education is the key to our future economic
security. It must play a major role im the
province’s economic diversification strategy.

As adult education and retrainiig becatie more of a
necessity for future employment, access must be

provided more equitably to all groups and re&gions
in the province.



There must be an expanded focus on tlie needs of
older workers for retraining. Education must

become a lifelong endeavour. (Saskatchewan
Education, 1987, p. 5)

Futurists predict that an average worker’s
respcocnsibilities may change five or more times during his/her
career life——each career change will require the learning of
new skills. To take advantage of these changing career
opportunities, today’s adults require a wide range of training
and preparation (SIAST Calendar, 1991-92). The Saskatchewan
Institute of Applied Science and Technology (SIAST) offers
several career education options to the student to accommodate
their differing needs and to provide a variety of ways for the
learner to gain this education. Programs that are offered
range from adult basic education and upgrading to high

technology professional certification.

Need for the Study

Word processors have become common pieces of equipment on
the desktops of secretaries throughout the 1980s. Employees
who worked with this eqguipment were usually those already
employed in the firm. The training for these employees to
learn how to operate the new equipment generally was done by
either the vendor or the manufacturer of the equipment.
Trainees were those employees who were either assigned by a
supervisor to work with the new equipment or who volunteered

to take the training to increase their competencies.



Because of the newness of word processing as a concept
and as a practice and because of the costs involved in
installing new systems, only recently did word preccessing
become a part of the post-secondary Office Education Program
at Yorkton, Saskatchewan, which is affiliated with the Wascana
Campus of SIAST. One of the primary objectives of this
program is to have adult students acquire Jjob-entry level
employment skills in office occupations which meet the needs
of employers in the service &rea of the institute.

Preliminary research of the Educational Research
Information Center (ERIC) database indicated that 1little
research has been conducted in Canada that investigated Jjob
entry—level employment skills for word processing personnel.
Research that has been completed was centered around business
offices in large urban centers such as Edmonton and Calgary
(Jacobson, 1986; Marchand, 1985). The lack of such data for
small urban centers helped establish a need for this study.
Many researchers and authors of articles for business
education journals identify the need to constantly upﬂdate
research informaticn concerning the educational requirements
of job-entry level office workers because of changing office
technology and procedures. This void helped to establish the
need for this study as well as provided the researcher with a

research problem to be investigated.



Problem Statement

The problem of this research was to determine the word
processing competencies that were required of office employees
who were word processing operators in business offices within

the service area of the city of Yorkton, Saskatchewan.

Subproblems

In support of the major problem, the following

subproblems were formulated:

What employment positions existed in business offices in
the Yorkton area that required the employee to possess

word processing competencies?

What types of word processing equipment and software were
in use in business offices in the Yorkton area that

required word processing competencies?

What additional word processing competencies were
required by those who filled word processing positions in

business offices in an ex—urban area such as the Yorkton

area?

What were the keyboarding speed and accuracy recruitment
requirements for entry—-level word processing operators in

business offices in the Yorkton area?



Significance of the Study

A major significance of the results of the study was to
determine whether or not the curriculum of the Office
Education Program offered at Yorkton meets the needs of
employers and word processing personnel in the service area of
the school. The study has significance because these results
provided information as to the type of equipment that is in
common use in business offices in the service area and the
type of software programs that are being used. Curriculum
planners and educators responsible for the Office Education
Program in the SIAST system could use this information to
determin2 the scope of the content that is needed to present
a word prccessing training program that is relevant and which
meets the needs of employers in smaller cities in the province
of Saskatchewan.

The results of the study identified relevant content
which could serve as a motivator for the students enrolled in
the Office Education program. These students now know what
word processing skills are required in the business offices
where they seek employment upon successfully completing the
program. These potential employees could also experience less
stress knowing that the equipment, software, and procedures
which they were learning were the same that they would be
using when they enter a business office in the Yorkton area as

an employee. They could be confident that they possessed



appropriate skills and knowledge to meet the challenge of the
job. This added significance to the study.
The results of this study may have significance for

curriculum planners and educators of Office Education programs

at the provincial level to determine whether there is any
difference between o entry—level word processing
competencies required by office personnel in small urban areas
than those that are required in large urban areas. Recent
studies indicate that the one-year office education programs
were inadegquate to meet the needs of graduates and employers
in large urban areas and recommendations are made towards a
two-year program (Morrison & Morrison, 1989).

The findings from this study may be significant to
administrators and program planners of the SIAST Office
Education Program, Wascana Campus, Regina, to determine
instructional content of programs that are implemented in
smaller satellite areas of the province outside the city of
Regina.

The results of this study could update similar studies
that were completed after 1980 (Powell, 1988; Persons, 1986;
Marchand, 1985) and provide a basis of determining entry-level
word processing competencies in the business offices of the
1990s in the Yorkton area. Because most of Saskatchewan is
comprised of smaller urban centers such as the one identified

in this study, results may also be generalized to other areas

of the province.



The Occupational and Career Analysis Development Branch
of Employment and Immigration Canada may find the results of
this study significant in analyzing and preparing an
occupational analysis for the occupation of word processing
operator. This analysis could 1list the significant word
processing competencies identified by the population of this
research and compare/ contrast them with word processing
competencies identified throughout the country to determine

those common to this evolving occupation.

Delimitations

This study was delimited to:

Yorkton, Saskatchewan, and the area surrounding this city
for a radius of 50 km (kilometres) including the towns of

Melville, Kamsack, Canora, and Grenfell;

word processing supervisors or operétors in business
offices, both public and private sectors, who employed at
least 10 employees and who used word processing equipment
for at least two hours a day or ten hours a week in their

coffice operations; and

the gquestions on the research gquestionnaire. These
questions were intended to identify only those skills and
knowledge specifically related to word processing

functions and to investigate other computer applications



skills only as they affect the job performance of entry-

level word processing operators.

Limitations

The limitations of the study were determined by:

the cooperation of the research participants and the

accuracy of responses they gave on the guestionnaire;

the interprecation and completeness of the research

instrument used to collect the data.

Assumptions

The following assumptions were made for this particular
study:

that word processing competerncies can be identified by a

sample of word processing operators and/or supervisors in

business offices in the Yorkton area;

that those who participated in the study made valid and

accurate responses to questions on the questionnaire;

that business offices employing less than ten employees
did not likely use electronic word processing equipment
in their daily operations and that numerous phone calls
and much time would have been spent in identifying the

few that would have met the required criteria established

for this study.



Population

The population of the stady consisted of word processing
supervisors and/or oOperators in business offices in the
Yorkton area which employed at least ten employees and who
used electronic word processing equipment for processing
information for an average of at least two hours a day or ten
hours a weéek. The total population of businesses within a
radius of 50 km ©»f Yorkton that employed at least ten
employees was selected from a database provided by Brock and
Associates. This list contained a total of 184 businesses.
The researcher stratified this list by contacting every second
business on this list (92 businesses) to determine which of
these businesses met the selection criteria. Of the 92
businesses contacted, 27 met the criteria for selecting

participants and all agreed toO participate in the research.

Selection of Participants
The following criteria were used to identify the

population for this investigation:

The business offices selected had to be either in the

city of Yorkton or within a 50 km radius of the city:;

the businesses selected had to employ at least ten
employees and had to use word processing competencies for
an average of at least two hours a day or ten hours per

week in their information processing systems.

10



Instrumentation

In order to determine the type of instrument to use in
collecting the data for this study, a review of the literature
on instrument design was made. From that review the
researcher made the decision to use a questionnaire to collect
data for analysis for the following reasons: a gquestionnaire
can be readily reproduced and mailed to members of the
research population at a relatively 1low cost; the data
collected with this type of instrument are considered to be
objective and are easy to tabulate; respondents can remain
anonymous.

Although a gquestionnaire has its advantages as a data
collecting instrument, it also has disadvantages or
limitations. The limitations of using a questionnaire include
the following possible consequences: a possible low rate of
return; misinterpretation of items on the questionnaire by the
respondents; respondents missing or omitting an item or
checking off more than the required number of responses;
selected responses may not be applicable to the respondent;
accurate responses are limited to the respondent’s time and
incentive in completing the questionnaire.

The researcher also located a gquestionnaire that was
developed by a recent researcher which was considered to be
applicable to the current study. Marchand (1985) developed a
two—part questionnaire to collect data for her research which
was a comparison of entry-level word processing enabling

11



skills to the first year work skills required of a word
processing operator. Only Part B of Marchand’s gquestionnaire

was selected for use in this study (see Appendix B, p. 158) .

Instrument Design

The research instrument designed for this study was a
two-part questionnaire. PART A of the research instrument was
used to collect demographic data that identified the size of
business, the positions in the participating businesses that
required word processing competencies, the number of word
processing positions within that business, the equipment and
programs used for word processing functions, and the
recruitment requirements for individuals who filled these
positions. This information was necessary to establish
reliability of the research and for application of the
findings.

PART B of the questionnaire listed the general areas of
word processing competencies and the enabling skills that make
up these competen ies that resulted from the research

completed by Marchand (1985) who granted the researcher

permission to use them. A S5-point Likert scale with the
choices "very seldom, " "seldom, " "occasionally,"” "frequently,"
and “very frequently" were the choices offered the

participants to rate each competency.

The questionnaire in draft form was reviewed by a
specialist in instrument design, Department of Educational
Psychology, Faculty of Education, University of Alberta. The
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necessary editing and adjustments resulting from this review

were made by this researcher to produce the questionnaire in

its final form.

Pilot Study

Prior to being used in the major portion of the research,
the research instrument was used in a pilot study. The pilot
study was conducted by the researcher with three word
processing operators who met the criteria for selecting
participants and who agreed to assist in this phase of the
research. These participants were selected for this portion
of the research because they were readily available to the
researcher. Each participant received and completed a copy of
the questionnaire and was asked to record the time it took to
complete the questionnaire and to identify any questions that
were ambiguous or poorly written. Each participant was
interviewed to determine whether the questibns were clear and
well structured, whether all instructions were clear and
specific, and to determine the amount of time it tock to
complete the questionnaire. Following the pilot study the

research instrument was revised using the results of the pilot

study.

Operational Definitions

The following operational definitions are included to

clarify the terminology used in the study so that a common
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understandin¢ could be established between the researcher and

the reader:

Automated office: BAn office that optimizes social and

technological aspects for the purpose of high employee
productivity while emphasizing human factors in the

working environment (Jacobson, 1986, p-. 4) .

Businesses: Business offices within the service,

industrial, educational, and governmental sectors were
placed under this generic term for the purpose of the

study.

Competencies: Those skills, knowledge, and attitudes

required with a particular trade or occupation (Marchand,

1985, p. 23).

Database: A collection of interrelated information
stored together within a computer system (Kupsch &

Whitcomb, 1987, p. 291).

Information processing: The merging of data processing

and word processing through the use of computers (Kupsh
& Whitcomb, 1987, p. 294); process of information
management that organizes and co—ordinates the creation,
distribution, and storage of information in a systematic

manner (Hume, 1989, p. 528).
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Software: A set of instructions or a program that tells

a computer what to do (Kupsh & Whitcomb, 1987, p. 299).

Spreadsheet: A worksheet containing figures in rows and

columns that can be used for a number of purposes, such

as preparing balance sheets (Kupsh & Whitcomb, 1987,
pP- 2%9).

Word processing: For the purpose of clarity, three

definitions have been provided which complement each

other:

(a) A method of producing written communication at top
speed, with the greatest accuracy, the least effort,
and the lowest possible cost, through the combined
use of proper procedures, automated equipment, and
trained personnel (Jacobson, 1986, p. 95).

(b) The processing of words with computers, including
making corrections in text electronically, preparing
form letters, storing documents for future use, and
merging separate dccuments (Kupsh & Whitcomb, 1987,
p. 301).

(c) The production of typewritten documents with
automated and wusually computerized text—editing

equipment (New Merriam—Webster Dictionary, 1989,

p- 847).

15



Word processing competencies: Tasks which are

specifically related to successful performance in a word

processing position (Powell, 1988, p. 8).

Word processinig operator: A communications specialist
who processes most types of communications into final
typewritten copy through the use of automated equipment
(Powell, 1988, p. 9); operates video-console typewriter
to record and amend data on memory tapes, disks or other

recording devices (Canadian Classification and Dictionary

of Occupations Guide, 1989, p. 75).

Word processor: Machine used to capture and edit text in

a magnetic format (Kutie, 1989, p. 535).
Methodology

Introduction

This study was done to determine what word processing
skills and competencies are required by personnel in business
offices within the Yorkton area, what employment positions
exist requiring these competencies, what word processing
equipment and programs are prevalent in the working
environment, and what the recruitment requirements are for the
positions requiring word processing. A survey was made of
those business offices in the Yorkton area which used word
processing functions at least two hours a day or ten hours a

week to obtain the required information. This information
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would serve the researcher and other educators in this area to
evaluate whether the word processing course taught in the
SIAST Office Education Program at Yorkton meets the entry-

level requirements of graduates who enter the world of work.

Research Procedure

The following methodology was used to bring the research
to its conclusion.

To collect data for the 1literature review and for
analysis for this investigation, a computer search was
conducted of the Educational Resources Information Center
(ERIC) database in May, 1990. To conduct that search the

following descriptors were taken from the Thesaurus of

Descriptors (1986): task or job or skill analysis and word or
information processing. From this search a total of 35
citations (hits) were obtained. Included in these citations

were abstracts of Jjournal articles, education reports, and
doctoral dissertations. From a review of these abstracts, it
was found that no research was reported that had been
completed in Canada that investigated the word processing
skills needed by employees employed as word processing
operators. This absence helped determine a need for this
study. Two doctoral dissertations listed in the 35 citations
were selected for purchase because of their implication for
the current study. These dissertations were completed Dby

Persons in 1986 in Worchester, Massachusetts, and by Powell in
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1988 in the state of Arkansas. These tw tudies are described
under Related Research in Chapter IT.

In addition to conducting the electronic database search,
a manual search was made of the indices that report the
findings of educational research. Among these indices

searched were: Dissertations Abstracts International,

Canadian Education Index, and the Directory of Education

Studies. A search was made also of the theses and doctoral
dissertations shelved in the H. T. Coutts Library, Faculty of
Education, University of Alberta. Among the theses shelved

was one completed by Marchand (1985) A Study To Compare Entry

Level Word Processing Enabling Skills To First Year Work

Skills. A coiloquium OQffice Automation and Secretarial

Careers by Jacobson (1986) was also found at the H. T. Coutts
Library.

To identify Dbusinesses in the service area, the
researcher contacted the Yorkton Chamber of Commerce and was
directed to Brock and Associates, an agency who had developed
a database listing all the businesses in the metropolitan area
of Yorkton. The researcher’s request was readily
acknowledged. The database that was retrieved identified the
name of the business, the type cof business, the size of the
business, the number of employees, the address, the phone
number, and a contact person. A list of 184 businesses, which
employed a minimum of 10 people, comprised the database which

included all the businesses within the city of Yorkton and
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within a radius of 50 km (kilometres) of the city. This list
included businesses in the service sector, the industrial
sector, the educational sector, and the governmental sector at
both federal and provincial levels. All businesses outside
the 50 km radius were eliminated from the research. It was
assumed by the researcher and by the database operator, who
was familiar with the businesses on the database, that most of
the businesses with less than ten employees would be sole
proprietorships and would not likely have a word processing
operator.

From a review of resources on instrument design, the
researcher made the decision to use a gquestionnaire as a data
collecting instrument. It was evident from that review that
the questionnaire has both advantages and disadvantages of
which a researcher should be aware. The process that was
followed in designing this two part instrument is presented in
the section titled "Instrumentaticn."

Prior to being used in the study, the research instrument
was used in a pilot study with three word processors who met
the selection criteria established for participants. These
individuals were used because they were readily available to
the researcher. The purpose of the pilot study was to make
modifications or revisions to the questionnaire before it was
used with the research population. How the pilot study was

conducted can be found in an earlier section of this chapter.
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From the 1list of 184 businesses identified as the
research population, the researcher made telephone contact
with every second business office (92 businesses) for these
purposes: {1) to identify those businesses which met the
criteria established for selecting participants——the use of
word processing competencies at least two hours per day or ten
hours per week; and (2) to request their support to the study
by completing and returning the research questionnaire. Using
this procedure, 27 of the 92 businesses met the word
processing requirements and all 27 agreed to become involved
in the study. This represented 29% of the 92 businesses
contacted.

The researcher formulated a covering letter that
explained to the participants their role in the study,
provided them with a deadline date for the return of completed
instruments, and informed them that research ethics will be
adhered to in all phases of the study and that they may
withdraw from the study at any time without prejudice. The
covering letter became part of a research package that
included the questionnaire with directions and a self-
addressed stamped envelope. (Appendix A, page 148, contains
a copy of this letter.) This package was sent or hand
deli.ered to those 27 participants involved in the
investigation.

A follow-up procedure was not required as all 27

questionnaires were returned within the established deadline
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date stated in the covering letter. This resulted in a 100%
rate of return.

The data collected with the research instrument were
analyzed by the researcher. The frequencies and percentages
were calculated manually by the researcher and are presented
in tabular form and are analyzed in narrative form in Chapter
IITI. From these data the research findings, conclusions,
recommendations, and observations were formulated and are

reported in Chapter IV,
Organization of Thesis

The remaining chapters of this report have the following
organizational pattern:

The second chapter includes a review of related
literature and the findings of related research studies that
have either a direct or indirect relationship to the current
investigation.

The third chapter reports on the data analysis of the
study and the findings derived from the analysis of the
collected data.

The fourth and final chapter summarizes the study,
providing findings, conclusions, recommendations, and

observations that were generated from the data collected.
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CHAPTER II

Related Literature and Research

Introduction

The first chapter of this report detailed the development
of the research instrument, the selection of the research
sample, and the methodology that was used to collect data for
analysis.

This chapter is divided into two sections. The first
section presents a review of related literature, as well as
notes taken from personal interviews that were used to develop
a scenario of the present and possible future changes in the
office and the implications that these changes will have on
word processing curriculum. The second section of this
chapter presents a review of research that has been conducted
and reported which had implications to the current study.

Word processing technology invaded the traditional office
of the 1960s with exciting new ways of processing business
communication. This technology was in c¢onstant flux and
transition for the next two decades and even today, at the
advent of the 1990s, modern offices are struggling to keep up
with the latest in this time and labor—-saving device that
promises more efficient and more economical production of
business correspondence. The major consideration of this
literature review was to investigate the changes the word

processing concept has made in the decade of the Eighties and
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its projected impact on the modern office of the Nineties.
The instructors of business/office education programs need to
keep abreast of this popular technology and be alert to its

newest competencies. For this reason the literature review

and related research reported in this study was focused mainly
on that which has been written and researched since 1980.

It will be recalled that the researcher used the ERIC
database to identify other researches that were completed on
the topic of word processing competencies. The descriptors
that were used in this electronic database search are listed
in Chapter I under "Methodology." These descriptors yielded
a total of 35 citations (hits) found in this database. From
these citations their abstracts were reviewed and two
dissertations were selected, purchased and reviewed because of
their relationship to this study. These dissertations were
written by Powell (1988) and Persons (1986) and are reported
in the second section "Related Research"™ of this chapter.

Also included in these citations were a number of
articles on office automation, word processing, and
information processing that had some relationship to this
study. These articles were reviewed and are reported in the

section of this chapter entitled "Related Literature."
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Related Literature

Within the professional literature there are articles
that have appeared in journals, bulletins, periodicals, and
speeches delivered at professional conventions that deal with
business education, office education, information processing
and word processing. For the purpose of this investigation,
these are given the generic title of related 1literature.
Those that are related to this research will be reported in
this section.

Technological changes have occurred in the office work
environment in the past two decades that reflect the concept
of office automation. These changes have had a dramatic
impact con many companies which had to re-evaluate their
secretarial needs and reassess their recruitment require-
ments. Not only are the basic skill requirements and
responsibilities of secretaries changing, but the methods used
to process the information that is being brought into the
world of business are also challenging the secretaries of
today. These factors are documented by both Canadian and
American writers (Hume, 1989; Kutie & Rhodes, 1986; Mcrrison
& Morrison, 1989; Fruehling, 1989) in professional Jjournals
and texts and are the basis of many conference topics and much
recent research in the area of secretarial training.

A report released Jjointly by the United States
Departments of Labor, Education, and Commerce concludes that
"the gap between what business needs and the qualifications of
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entry-level workers in technologically oriemnted workplaces i

widening" (Morrison & Morrison, 1989, p. 3).

Through a satellite videoconference entitled "AMA's First

Annual Secretaries* Briefing," the American Managemet

Association (AMA) reported

The o0ld view of secretarial skills emphasizing
typing, filing and shorthand is gone. These
technical skills were supplemented in the past with
"discretionary" ones such as interpersonal skills,
which the secretary needed in order to deal
effectively with other people in the organizations.
e . e Now many other "discretionary" skills are
required, including decision-making, the ability to
solve problems, handle information, perform public
relations duties, organizational skills, and

always, the ability to exercise good Jjudgment.
(aMA, 1989, p. 13)

History of Word/Information Processing

The word processing concept has been in existence since
man's earliest attempts to capture the word in recorded form.
Before the Industrial Revolution, secretarial and clerical
activity was confined largely to family members (mainly wives
and children) as manufacturing was done by hand in home
workshops as a cottage industry. At the turn of the sixteenth
century and the advent of the Industrial Revolution,
manufacturing and commerce moved away from the home, creating
a need for secretarial/clerical personnel in large numbers to
keep accounts and to answer the increasing amount of
correspondence as the mechanization of industrial production
increased information output. Information processing during

this time was limited to the use of a quill pen, ink pot, and
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parchment paper. Most office positicns were held by men as
women, for the most part, were not educated and were confined
to domestic services. The male secretary was considered to be
an understudy for the executive and often was the successor in
managing the business; therefore, the secretarial position
during this time was considered important and prestigious
(Kutie & Rhodes, 1986, pp. 4-5).

The late nineteenth and early twentieth centuries
witnessed the invention of the typewriter and the telephone,
which were followed by the appearance of duplicating eguipment
and calculating machines--and the beginning of the mechanijized
office. With +the phenorenal growth of industrial and
financial institutions duri:»j the early 1920s, an even greater
number of typing, stenographic, and secretarial positions came
into existence. It became necessary to train women, as well
as a few men, to take shorthand and to type, first in private
business schools and then in public secondary and post-
secondary institutions, so that they could fill these
positions. As new technology served the requirements of the
business office, the traditional secretarial role evolved.

As secretarial positions began to be filled predominantly
by women, the prestige of the secretarial role faded quickly.
Women who worked were not highly respected for their education
and efforts, and were considered mostly temporary workers who
would leave the work force once they married (Kutie & Rhodes,

1986, p. 5). During the first half of the twentieth century,
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the ratio of male to female office workers was reversed--from
a field of employment dominated by men, the secretarial and
clerical office positions became staffed almost entirely by
women. Secretarial work became a supportive rather than an
administrative type of position with decreased pay and little
opportunity for independent promotion. The prestige of the
secretary’'s position paralleled that of the managerial level
of the associated "boss" and advancement came generally when
the boss got promoted.

During the first half of 1900s, the introduction of
electrically-operated equipment enhanced the speed, guality,
and gquantity of office paperwork. The first International
Business Machines (IBM) electric typewriter appeared in 1934
and the Selectric IBM with its rotating ball element and the
auteomatic key for element return technology appeared in 1961.
The photocopy machine was a significant advancement in
duplicating technology at that time, also. Generally,
however, the manner of performing office activities and the
structure of the office remained fairly constant during this
time.

In the 1950s, the mainframe computer changed how office
tasks relating to accounting and bookkeeping were performed.
With this computer, these activities became automated and many
traditional, routine clerical tasks were eliminated. Data
processing, as many clerical positions were referred to, had

little impact on the secretarial segment of office workers,
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though. In the 1960s, automated information processing
concepts were introduced into the office and then the role of
the secretary began to change. The manner in which office
tasks were accomplished had been altered. Management began to
recognize the importance of secretarial tasks from the
standpoint of not only costs but also the value of information
itself for decision-making purposes.

The major technological change which impacted on the
system of information processing was the development of
automated word processing. The concept of automated word
processing began in 1964 when IBM introduced the automated
typewriter and text-editing systems on the Magnetic Tape
Selectric Typewriter (MT/ST). This piece of office equipment
was basically an automatic repetitive typewriter that recorded
information magnetically on a tape. With the MT/ST it was
possible for a secretary to store various documents on tape
and access them as the nzed arose. The magnetic tape could be
corrected, erased, and reused. The ability to store documents
meant that the operator could edit and re-use material that
had prex. :sly been keyboarded and stored on tapes, thus
saving valuable re-typing time. These machines represented a
giant step in the development of word processors. This
electronic concept was shortly expanded to a dual-tape machine
which permitted the secretary to make extensive revisions to
the copy and transfer the good parts of the copy onto a new

tape.
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In 1969 1IBM produced the Magnetic cCard Selectric
Typewriter (MC/sST) with the same magnetic coating applied to
cards which were designed to hold one page of typing and allow
room for revision (Powell, 1988). Larger amounts of
electronic memory and automatic formatting followed shortly
thereafter on advanced typewriters. These machines, however,
were classified as "blind" word processors—-the operator could
not see the changes that were made until the document was
printed.

In 1972 the first video display screen, or cathode ray
tube, was introduced and connected to word processors. This
enabled the typist to see the words on a screen before they
were imprinted on paper. This visual text could be modified
by means of text-editing features such as strikeover, insert,
and delete commands, and be made letter-perfect before
committing the text to paper (Stultz, 1982). This allowed for
unlimited corrections and changes and made other tasks such as
numbering pages, setting margins, centering titles,
highlighting passages, and dividing copy into multiple columns
almost effortless.

As early as 1964, IBM was the first to use the term "word
processing” to describe all automated equipment used in the
preparation of printed documents. A word processing system
could be the configuration of a basic stand-alone system, a
shared-logic system, or a distributed system.

Stand-alone word processing systems contain a number of
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basic components that include a terminal, a processing unit,
internal storage devices, and a printer, which together allow
the system to function as a single entity.

A shared-~logic word processing system possesses a central
processing unit (CPU) in which all intelligence or logic is
contained. The individual components of terminals, storage,
and printers are able to operate at a physical distance from
the CPU but are unable to operate or function without it.
Each unit functions only by sharing the logic or intelligence
contained in the central processing unit. If the
communication link between the individual stations and the CPU
are severed, the station ceases to function.

A distributed word processing system allows stand-alone
and/or shared 1logic systems to share intelligence and
resources to form one large system where each individual
system is capable of operating independently £rom the other,
while allowing the intelligence to be distributed throughout
the overall system. This type of system allows for the
component parts to be physically located anywhere in the world
and yet be connected to a central intelligence.

Word processing technology divided the function of the
secretary into two discrete sectors-—-the administrative
support secretary and the correspondence secretary. An
administrative support secretary 1is one who completes
administrative and management support tasks, such as handling

the mail, managing data, greeting callers and visitors, making
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travel arrangements, scheduling calendars, researching files,
and preparing reports for managers and executives. This
secretary should possess an ability to handle the supervisory
duties and responsibilities expected of an administrative

assistant to middle and upper management. A correspondence

secretary is one who types, transcribes, formats, edits, and

proofreads documents. This secretary may also be responsible

for photocopying and for records management duties. This
position requires superior keyboarding, editing, and
proofreading skills and the ability to organize the workflow,
set work priorities, and think creatively when planning

formats and following directions (Morrison, 1985, p. 59).

Structure of the Automated Office

The structure of an organization's automated information
processing system depends on the size of the company and the
specific needs of its administration. This structure can be
a centralized, a decentralized, or an integrated system.

In the centralized information processing system, one
word processing center is set up to handle the production of
correspondence by "pools" of correspondence secretaries. This
frees administrative secretaries from the menial task of
typing most routine correspondence to handle more
administrative duties for their -employers. Administrative
support secretaries are assigned to workstations throughout
the organization under this system. In the decentralized
system, a number of word processing centers are located
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throughout the organization, close to the departments they
serve. The integrated design follows the traditional office
structure but with automated information processing egquipment
at many, if not all, secretarial workstations. Companies
with business offices soon realized the benefits to be accrued
from an integrated multifunction system and viewed all the
office functions as part of the information processing cycle.
This cycle included the creation, the reproduction, the
utilization, the storage, the retrieval, and the disposal of
records. The information processing system became an
"arrangement of elements (people, equipment, information,
procedures) organized in a particular manner to carry out the
activity involved in the document cycle" (Powell, 1988, p.
16)--the modern concept of information processing as it is
known today.
The revolutionary change of the electronic computer
fundamentally altered the operations of, and the
personnel relationships in, the business office.
Among other changes, tomorrow's office will see
tasks traditionally performed at managerial levels
being done at nonmanagerial or secretarial levels.
At the same time, management level personnel, using
the same computerized tools, will be doing tasks
previously performed only at non-management levels:
working at keyboards to develop preliminary drafts,
searching for and retrieving information
electronically, sending information via electronic
mail. (Fruehling, 1989, p. 22)
Multi-Function Systems

One of the most important components »f the day-to-day

operation of an office is the organization, documentation, and
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control of data. Computer manufacturers saw the benefits of
merging word processing technology with computer technology to
develop a system on which a variety of functions could be
performed. The broad-based functions for which computers have
been most widely used in office automation are data
processing, spreadsheet accounting, word processing, and
graphics.

Software packages which assist in recording, editing, and
assembling documents are word processing packages. There is
a wide variety of word processing software packages available
today, such as Wordstar, Word Perfect, and Displaywrite 4.

Application packages that assist in or = anizing,
manipulating, and recording data in a variety of ways include
electronic spreadsheets, database management systems, and
graphics packages. The integration of software capabilities
to computer systems in the environment of the modern office
combines these functions, previously carried out by various
office personnel under separate systems, into one integrated
multi-function system. Application software packages may be
purchased and used as stand-—alone packages or may be purchased
as one combined integrated software package. Examples of
integrated software packages include Framework, Symphony,
Jazz, and Enable (Hume, 1989).

In describing this transition, Frueling (1989) wrote the

following:

The first computers or software could perform but
one of these (automated) functions. A person
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needing to do two or more of these tasks had to be

able to operate two or more computer systems. Few
people had the time or the inclination,
consequently, people were trained as data

processors or word processors or "gspreadsheeters"
(accountants/bookkeepers) exclusively.

Essentially, the first computer software reflected

not only its own limitations but the fragmentation

of jobs and functions that had developed over the

decades in the non-electronic office. Today's

state-of-the—art software and powerful computers
combine disparate functions in one system or piece

of software. (pp. 22-23)

Impact on Business/Office Education Programs

Automated information processing has allowed businesses
to move from slow and inefficient methods of processing,
storing, and using data to faster, more efficient methods.
The result has been a more accessible data bank of informa-
tion that has the capability of increasing productivity and
allowing managers to make better business decisions. This
same system has impacted on vocational schools and the office/
business education delivery system with a force similar to
that which it has had on the business world (Gary, Callahan,
& Lanoue, 1985, p. 28).

Information Processing is "an umbrella term covering the
automated processing of all forms of information--numeric and
word data, voice and image/graphics" (Hibler & Fry, 1985,
p- 3). The Policies Commission for Business and Economic
Education (1982) defines information processing as "a

collection of word and data processing equipment, procedures,

software, data, and people that integrates the subsystems of
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the organization and provides information for the user"
(p. 12). The Commission concludes that information is output
for decision making.

With these definitions in mind, perhaps the greatest
challenge facing business/office education educators is to
develop an instructional delivery system that reflects the
rapidly changing technolegy and meets the challenge of
interpreting information processing and its impact on
individuals both on the job and at home.

With the widespread acceptance and use of information
processing systems in all types of businesses across the
country, colleges have to provide education and training to
three divergent groups. The three groups of workers typically

found in information processing occupations in today's offices

include:

(1) young people entering the work force as their
first full-time employment experience and who have
received formal related occupational education for
these positions; (2) older workers who now find the
information processing field a viable career
alternative; included in this category are persons,
commonly referred to as "adult reentry," who have
returned to school later in life to acquire new job
skills; and (3) people already employed in offices
who have been processing information in the
traditional manner and are now moving into
automated office structures. (Meggison, 1985,
p. 25)

The philosophy of most vocational schools is to train for
personal goal attainment and for Jjob placement. This
philosophy may have encompassed initial job placement in the

past and may have included job placement for entrance at a

35



particular level of the job skill hierarchy. However, with
the change in technological advancements and with the
diversification of the 3job market, it is now time for
vocational scticols to rethink their basic philosophy behind
the offering of courses in connection with personnel trends
(Marchand, 1985, p. 44). Office/business education programs
in vocational schools and colleges should provide the business
community with training to upgrade the skills of these already
employed and give new workers salable skills in current
information processing technology.

The underlying purposes of vocaticnal education are

to provide instructional programs which prepare the

individual for specific areas of occupational life

and to upgrace and increase technical knowledge and

skills of those presently employed. The programs

in vocational schools are not intended to take the

place of a general academic education but to

supplement and enhance one's total education.

Business education offers the student an

opportunity to acquire new skills and upgrade

present skills in information processing related to
secretarial, clerical, accounting, data processing,

and other disciplines in business education.

(Gary, Callahan & Lanoue, 1985, p. 28)

The chenging office environment has brought about a
period of uncertainty to those responsible for training and
has led to intensive evaluation, projection, planning, and
revision of current office education programs. with the
development of faster, more versatile computers and electronic
mail systems, the sccpe of services performed by office
personnel has widened greatly (Powell, 1988). Powell sees
these changes as challenges to post-secondary educators to
provide programs which meet the changing needs of business.
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On this issue this author wrote:

The major challenge confronting college and

university educators is to consider the ways in

which the changing office environment should affect
business education programs, their content, and the
students enrolled in these programs. Programs need

to be developed for the future that will not only

meet the needs of the students in a cost—-effective

manner but will also encompass the expanding and

changing needs of business. (pp. 5-7)

Word processing is usually based in user departments and
is marginal to information processing operations. Word
processing operators use electronic text editing egquipment to
produce letters, reports, and other documents. One of the
results that Powell (1988) found from her research was
"students entering word processing positions need word
processing competencies. Business educators must be aware of
these competencies considered critical by employers for entry-
level word processing employees to succeed on the Jjob"
(p. 1).

A statement of the Policies Commission for Business and
Economic Education (1989) places emphasis on change as well as
on the new basics that educators should be responsible for:
“"All educational 1leaders and students must develop an
acceptance of change and a comnitment to the 'new' basics:
technological skills, decision-making and problem-solving
skills, and related employability skills" (p. 5).

Lambrecht (1989), a professor of business education at

the University of Minnesota, found that instructors of

secretarial classes see computer applications too narrowly and
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that "students will be shortchanged if they are not taught how
to use software on their own as independent professionals"
(p. 26). This researcher stressed the need to teach
information systems to secretarial students that focus on the
office support and end-user computing facets which involve
using the major types of computing software: "word
processing, accounting, spreadsheet, database, business
graphics, telecommunications, and desktop publishing" (p. 26).
Lambrecht took the position that "information literacy"--the
ability to identify the type of problem encountered and to
select the appropriate tool for the solution--should be an
important component of secretarial studies.

Fruehling (1989), a business education educater and
widely-published author in business/office education, supports
the view of Lambrecht and encourages educational institutions
to keep abreast of technological advances and to train future
employees to work in the environment of integrated systems.

it is evident

Fh

rom what appears in the literature that
the microcomputer has become the mainstay of today's office.
It is also evident from the literature that the skills and
knowledge of the secretary be diverse to the extent of using
all information processing functions on this equipment. The
only skill emphasized for entry-level secretaries by the
participants in Jacobson's (1986) study who were employers,
however, was that secretaries acquire skills in word

processing. The participants of that study agreed that the
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system used to train the secretary was not important because
word processing skills and knowledges were transferable.
These participants indicated that "they have a high demand for
operators with training on the IBM PC or one of its clones
with Wordstar or WordPerfect softwarem" (Jacobson, 1986,

p. 13).

The company supervisors interviewed by Nellermoe (1989)

reported that

individuals who expect to obtain positions in word
processing centers must possess strengths in the
basic elements which are essential for the work
position. A strong keystroking ability of 60 gross
words per minute or more is essential; processing
documents in a neat, error-free  manner is
imperative; a strong English background is a prime
consideration for employment; evidence of gcod
thinking skilis must be shown; and being a well--
informed contributing partner in the business is an
important career element. (p. 15)

The Policies Commnission for Business and Economic
Education (1989) emphasizes that

students must be prepared to deal effectively with

expanding technologies under the leadership of up-

to-date educators. For our educational system to

reflect the emerging technologies and 'new’ basics,

it 1is necessary for educational 1leaders and

students to be active participants in the change
process. (p. 6)

According to Persons (1986), technological developments
in office automation have changed the traditional office
structure and this change challenges the business educator to
know what to implement in the current office education
curriculum. These educators are encouraged to go out in their

respective areas and complete a needs assessment to identify
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these requir-d competencies. Related literature and the
findings of relevant research studies also help to identify
these competencies.

Although these technological developments require
flexibility and upgrading in the curriculum, Persons found
that it is still very necessary to teach the fundamental basic
skills of 1listening, speaking, reading, writing, and
proofreading. "The business educator has a challenge to
provide the student with salable skills both for current and
future employment" (Persons, 1986, p. 60). According to the
results of Persons' study, word processing training could be
improved with more detailed vendor training and follow-up,
more teacher/student contact, more direct hands-on experience,
exposure through seminars and field trips, and work experience
programs.

The myriad of skills, knowledges, and demands of the
modern office has put considerable pressure on secretarial
(office education) training programs to produce highly
qualified graduates. Morrison and Morrison 7{1989) emphasize
this fact and in the future they foresee a division in society
between adequately trained personnel and those who are not
adequately trained when they wrote

the higher skilled jobs typically found in a high-

tech marketplace will continue to go to those

highly educated while the lower skilled jobs will

be replaced by robots and other technical equipment

since there is not a sufficient pool of workers

available to perform such functions. (p. 4)

This causes business/office education educators to
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question whether a one-year office education program can
fulfill the demands of the office of the '90s and into the
21st Century.

Luke (1989) cautions that too much emphasis is being
piaced on office automation technology while traditional
office procedures content 1is being overlooked by those
responsible for training office personnel. Employers still
want people who have the skills that are traditionally
included in the content of an office education course as well
as the skills that are necessary to work in an automated
office. When planning course content and teaching methods,
business/office education instructors must carefully consider
the entire spectrum of competencies. "Work-related skills
employers demand include good basic skills, good communication
skills, and good human relations skills" (Luke, 1989, p. 11).
Although there is limited time in which to teach everything
that an office support person needs to know, Luke continues by
saying "as educators, we must remember that people whe 1=zrn
to read and think can learn independently; people whk- ° ::+<n to
push buttons are dependent on someone to show *T.e way”
(p. 12).

Greenan and Amick (1986) place emphasis on office
employees having good "generalizable skills" (American term
for transferable skills) which enables the workers to adapt to
many different kinds of Jjobs and reduces the amount of

retraining required. "Generalizable skills allow workers to
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expand their perceptions of control over their lives and work
environments" (p. 25). This study reveals that interpersonal
skills are particularly generalizable and that the lack of
positive attitudes and good interpersonal skills accounts for
more job loss than the lack of technical or job-specific
skills. Interpersonal skills are especially important to
entry-level workers adjusting toc a new job. "New employees
need co-workers as a primary source of information and
assistance. Consequently, it is very important to get along
on the job" (Greenan & Amick, 1986, p. 26).

curchack (1989) is an advocate who supports the concept
that qualified secretaries should be the precduct of two-year
training programs. Today's officz employees are expected to
be preoficient with all communication requirements, be
efficient with numerous correspondence, be knowledgeable about
various word processing programs so that expensive eguipment
can be utilized most economically and productively, and be
prepared for all the complexi'.ies of information processing as
well as interpersonal office relationships. Office managers
who hire secretaries compete for the successful graduates of
the two-year college secretarial programs. (Curchack, 1989)

Meggison (1985) reports that two-year colleges in America
represent the source of diversified business education
experiences to many people and has allowed many individuals to
pursue formal education beyond high school that would

otherwise have been unavailable to them.
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In many two-year colleges, the great majority of
students are enrolled in business and office

education programs that are preparing them to

transfer to baccalaureate institutions or to enter

the job market armed with specific occupational

skills. The two-year college, since it generally

serves a specific geographic area, also provides

both formal and informal educational experiences to

various continuing fducation populations.

(Meggison, 1985, p. 25)

According to Bodnarchuk (1990), Administrator of Anderson
Lodge at Yorkton, today's office worker (fermerly known as a
secretary) needs to be familiar with various applications on
the computer. The worker should be comfortable with advanced
word processing functions, not just introductory or basic
functions. Also, some basic knowledge of databases and
spreadsheets are definite assets for entry-level employees.
These should be part of office education programs which train
office workers for various positions. Most office positions
today involve the use of computers for a variety of functions-
-mostly word processing, database management, spreadsheets,
graphics—--and employers today expect these workers to be
somewhat familiar with these concepts. If these competencies
are not included in a basic Office Education course, the
students should be encouraged to acquire these competencies
throudgin adult extension classes (Personal interview, October
1990).

In slight contrast to the opinion of Bodnarchuk, Hudye
(1990), Administrator at the Parkland Regional College, feels
that although it is to the student's advantage to have formal

training with various computer applications in office
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education programs, a conscientious office worker could pick
up this knowledge on the job or take the initiative to learn
these computer applications, such as database management and
spreadsheet accounting, at night classes through adult
education. Hudye states, however, that it is extremely
important that the student have a working knowledge of one

popular word processing program such as WordPerfect (Personal

interview, October, 1990).

Office Education Program in Yorkton, Saskatchewan

Adult education in Saskatchewan has evolved through a
number of phases in response to social, economic, and
technological conditions. The majority of the working class
people nearing the turn of the 20th Century are in a mid-
career bracket. People in this bracket were placed there as
a result of prior training well before the impact of the age
of the new technology of the office was known. As the economy
of the province restructures, the jobs of the adult worker
could be at risk, and without retraining, their employability
may diminish. Upgrading and retraining of these employees
becomes a major new priority. "Current estimates suggest that
an employee may have to be retrained as many as five times in
a working career" (Saskatchewan Education, 1987, p. 4).

Office Education programs are extremely important to
business and the retraining of the adult learner. In

Saskatchewan many post-secondary or adult students receive
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their training through a post-secondary education program such
as the one offered at Yorkton through the Saskatchewan
Institute of Applied Science and Technology (SIAST), Wascana
Campus, Regina.

SIAST is a post-secondary institute with four main
campuses across Saskatchewan: Kelsey at Saskatoon, Palliser
at Moose Jaw, Wascana at Regina, and Woodland at Prince
Albert. MAP 1 on page 46 shows the location of these campuses
across the province.

SIAST coordinates province-~wide delivery of adult
education, technical training and retraining of adults in both
urban centers and in rural communities. Through cooperative
arrangements with Saskatchewan's Regional Collé&ges, SIAST
works with employers to briyjy training to the student, if that
4is what is needed. The Institute provides a variety of
instructional processes and program delivery methods to
accommodate those 1living in remote areas of the province.
These methods include distance delivery through satellite and
fibre optic transmission, computer conferencing and
teleconferencing, correspondence courses, computer-assisted
self-directed study, travelling instructors, and "electronic
classrooms" through the Saskatchewan Comnmunications Network
(SCN).

Delivery of programs is done through competency-based
education, cooperative education, credit and non-credit

programs, day-release programs, modular programming, work
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MAP 1: ILOCATIONS OF SIAST CAMPUSES

NOTET MAP 1 has been taken out due to copyright
restrictions.

TAKEN FROM: SIAST Calendar, 1990-91, p. iv.

experience programs, part—-time programs, and traditional
semester programs. Programs operate during both traditional
and non-traditional hours. These might include: short
seminars, seminars in series, training in the classroom or
field settings, or training during evenings, weekends, noon
nours or at times dictated by the nature of the program (SIAST
Calendar, 1991-92).

Oone adult education program which was in place was the
traditional secretarial training program offering courses
related to basic secretarial skills such as typing, shorthand,
and office procedures. With the widening scope of skills and
technologies associated with office positions in the last
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decade of the twentieth century--word processing, graphics,

and database managemant—-educational institutes in
Saskatchewan elected to rename the program from Secretarial
Science to Office Education to accommodate the new course
offerings and to change +the image of the stereotyped
"secretary." The Office Education Program is designed to
prepare students for administrative assistant positions which
demand a higher degree of decision-making skills and self-
direction as the employee works closer with management and has
access to a wide base of knowledge through technology
(Telephone Interview, Greenouch, 1991).

The SIAST Office Education Program at the Yorkton
Regional High School in Yorkton is a full-time competency-
based program offered during traditional hours in a
traditional classroom setting. This ten month post-secondary
education program is offered through Parkland Regional College
and is affiliated with Wascana Campus in Regina. Students
receive credit for completion of any number of modules in the
courses within the pregram which consist of Typing and
Transcription, Word Processing, Grammar/Punctuation, Business
Communications, Office Procedures, Business Calculations,
Accounting, Interpersonal Communications, Model Office, and
Work Experience. Upon mastery of all of the required modules
plus practical work experience in one of the local business

offices, the student receives an Office Education Certificate

from the Wascana Campus. Since the Office Education Program
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is competency-based, students may begin the program anytime
during the ten-month period of September to June, providing
space is available, and complete the program at their own
rate. Highly-motivated and prepared students may be able to
complete this program in seven to eight months, while other
students may require more than ten months if they have other
responsibilities or are slower learners. Progress of all
learners is closely monitored by the program instructors.

Enrollment in the SIAST Office Education Progran at
Yorkton is limited to 25 students. This meets the office
employment demands of the city and surrounding area. Response
to the program is very positive from both employers and
students. The coordinators/facilitators of the progran, in
liaison with Wascana, Canada Employment and Immigration, and
local employers, strive to keep the program current and
relevant to meet the local employment needs of the community.

Office education instructors have an obligation to ensure
that classroom instruction provided to the students includes
both the skills and the technologies needed in modern business
offices. Instructors must provide realistic experiences and
up-to~date knowledge of how the modern office functions, as
well as provide students with the opportunities to integrate
this knowledge and to become prospective employees who are
highly productive. The automated office requires far more of
its workers than keyboarding or shorthand skills. The

potential for advancement on the job is excellent for workers
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who possess the required job skills and who have good
interpersonal skills. Industry needs the trained and the
competent graduates of office education programs (Reese, 1988,
p- 10).

The Saskatchewan business community has a collaborative
relationship with SIAST to help identify the educational needs
of their employees and to arrange with SIAST programs to
fulfill these needs. Through courses that are offered in the
SIAST system, the students develop skills and abilities which

contribute not only to the long-term productivity and

profitability of the student but to that of their employers.

Related Research

Powell (1988)

Powell completed the requirements for a doctoral degree
at the University of Mississippi which‘ include original
research for the dissertation. The major purpose of Powell’s
study was to identify competencies required by word processing
operators as determined by word processing managers,
operators, and business educators in Arkansas. The
significance of importance of each related competency was
identified by group and contrasted with that of the other
groups.

Basically, all groups considered the 30 listed
competencies as "important, " but the 37 business educators had
the highest mean scores for over half of these competencies
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and they indicated higher academic standards for word
processing competencies.

The competencies rated by all groups as "very important"®
for word processing operators to possess were: naintaining
confidentiality, using correct grammar and punctuation,
proofreading and editing, and good communication skills. The
results of this study also determined that both the business
education classroom and the job =netting should be used as
learning centers for entry-level competencies. The word
processing operators expected to have somne training given to
them on the job.

The types of word processing equipment and software in
current use in Arkansas at the time of the study, as well as
anticipated changes in the next five years (1993), were
identified. Microcomputers and memory typewriters were the
most popular equipment used by the educators, while stand-
alone word processors with a screen and on-line terminals were
the most popular equipment used by the businesses surveyed.
WordStar was the most popuizy word processing software
package, Lotus 123 was the mois% popular spreadsheet package,
and dBase was the most popular database management package
used by both the educators and the business offices surveyed.
Displaywrite word processing was also popular with the
businesses.

The 32 managers in the population sample predicted an

increase in the volume of work on word processing equipment,
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an increase in the variety of applicable tasks, and an

increase 1in capabilities on word processing egquipment.
Managers concluded that business educators should be aware of
the equipment in current use in their areas and that they
should have +the financial support from their respective
institutions to use the same equipment in their classes. The
word processing curriculum should reflect the practical skills
and varied tasks required for successful employment as a word
processing operator.

Powell's research was related to this study because it
identified necessary equipment~related competencies which
included typing skills, editing skills, formatting skills,
communication skills, general business competencies, and
knowledge for producing various correspondence and reports.
Of significance was the type of equipment and software in use
in Arkansas when the research was done and the projected
changes in word processing equipment and employment which were

anticipated by the participating businesses.

Persons (1986)

Persons completed research for a dissertation at the
University of Massachusetts where she was registered in the
doctoral program. Perscons' research was relevant to the
present study because it paralleled this study closely and the
results of the Persons?! study provided information relevant to
the present research.

The purrpose of Persons' study was to identify the skill
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requirements for entry-level word processing operators in
business organizations in the Worcester, Massachusetts,; area.
The objective of +this research was to assist business
educators with planning curricula and to communicate with
local business organizations sco that future word processing
applicants would be better qualified for entry-level
employment in the Worcester area.

The word processing skill reguirements were deduced from
a three-page questionnaire which was ccmpleted by 230 word
processing supervisors. The questionnaire asked participants
to identify the skills and ccmpetencies required of word
processing operators as well as the equipment, training, pre-
employment testing, and the post-secondary education
correlated with word processing. The questionnaire also asked
information be supplied that was directed at other skills or
knowledge which should be enccuraged or taught to future word
processing operators.

From the data collected, Persons concluded that skill
improvement for word processing operators was required in
grammar/punctuation, composing correspondence, proofreading,
typing, mith, telephone skills, general bookkeeping, decision
making, problem solving, and interpersonal relationship
skills. Approximately half of the organizations surveyed
administered a pre-employment test and most (87%) indicated
that a post-secondary education was valuable.

Shorthand was not required by 90% of the firms sampled
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and over half (61.5%) also indicated that liberal arts

subjects were not required in the Dbusiness education

curricula.

Specific training on word processing equipment was not
needed by 63.3% of the firms reporting, but comments for
improving word processing operator training included having
more one—-to—one vendor training and follow—-up, more hands-—-on
experience, more teacher/student contact, more seminars and
field trips, more real—-life work training, better basic
secretarial skills, and more stress on transcription skills.

Persons’ study emphasizes the need to survey business
offices at regular intervals in order tc establish a
communication link and to ensure that prospective word
processing employees are taught the skills required in the
marketplace. The rapid change in office technology
necessitates that instruction be supplemented with audio-
visuals, multi-media learning systems, visits to word
processing centers, workshops, and human relationship skills
training. The basic fundamental skills of 1listening,
speaking, reading, writing, and proofreading remain a

necessary part of business education.

Jacobson (1986)

Jacobson completed her research at the University of
Alberta in partial fulifillment of a Master of Education degree
program. The research conducted by Jacobson was relevant to
this study because it identified employer expectations of the
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secretary who worked in an automated office. These
expectations were directed at what equipment-related skills
were needed, what communication skills were required, what
educational background was required for Jjob entry, and what
human relations skills were also regquired.

From the employers interviewed, Jacobson found that "the

P~ _.: -he secretary’s desk has become a common item allowing
h« - 5im to do word processing, accounting, records processing,
and spreadsheet functions" (p. 11). All participants in the

study took the position that hands-on word processing
experience is a must for secretarial positions. Jacobson
quotes from Stoufer’s research (1983) that "more and more
companies are introducing computer—based equipment from the
areas of word processing, data processing, micrographics and
telecommunications into the office work environment and, as a
result, the demands on the secretarial staff are changing" (p.
11) .

Jacobson found that entry-level secretaries were lacking
basic grammar skills, verbal and non-verbal commurnriication
skills, and proofreading skills. These same skills were found
lacking by the researcher in a previous study conducted four
years earlier in 1982. Jacobson found support for these data
from similar research findings previously reported. The
communication skills required by future secretaries not only
implied written documents, but also referred to interpersonal

or human relations skills. "Future secretaries must be
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provided with an opportunity to learn how to deal with various

types of interpersonal situations that may arise" (p. 26).
From the employers interviewed, Jacobson (1986)
concludes:

Employers are exercising greater selectivity in
choosing secretaries today. They demand superior
preparation and performance in equipment-related
skills, but they also demand individuals with both

conceptual and human relations skills. Today’s
secretary needs intensive and broader managerial
skills. Skills such as decision making, priority

setting, supervision, personal relationships, and
communications were all listed as essential for the
individual who hopes to advance in a secretarial
career. . . . Areas that need to be stressed and
practiced in the educational environment are:
interest in work, conscientious, flexible and
positive attitude, team-work, ability to interpret
written and oral instructions, self-motivation,
ability to take constructive criticism of work, and
demonstration of good judgement.

Humanistic skills, interpersonal skills and
positive attitude are viewed by employersz as
essential for anyone seeking employment.

Therefore, it is the responsibility of all

(author’s) educators, not Jjust those teaching

future secretaries, to assist students in

developing these skills. (p. 36)

The findings from Jacobson’s study could be integrated
with those of this research into a complete office education
course which would prepare students to have those skil.ls

required of office employees in modern business offices.

Marchand (1985)

Examination of the master’s theses and doctoral
dissertations shelved in the H. T. Coutts Library, Faculty of
Education, University of Alberta, included a master’s thesis
completed by Marchand (1985). An indepth analysis was made of

55



this thesis because it was an Alberta study which towxpzared
entry level word processing enabling skills to first year work
skills and was considered by the researcher to be highly
significant to the present study.

In conducting this study, Marchand compared the entry
level word processing enabling skills of graduates from four
institutions in Alberta where word preocessing courses were
offered to the adult learner. A comparison was made between
the enabling skills acquired through course work and the word
processing skills these individuals were using within one year
of employment.

The research population consisted of 101 graduates who
completed a word processing course at a non—university post-
secondary institution that included an institute of technology
or an Alberta vocational center and who met the following
criteria: (1) had successfully completed at least 40 hours
and not more than 120 hours of formal word processing training
including both word processing concept theory and hands-on
experience; (2) were employed as either a word processing
operator or designated as an operator by the employing agency;
and (3) were employed for a period of less than, but not more
than one year after successfully completing formal word
processing training. Eighty—two participants completed and
returned a questionnaire which was a two—part instrument.
Part A of the instrument identified demographic data from

those involved in the investigation. Part B was a word
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processing skill checklist which included two columns. For
each skill in each column a 5-point Likert scale was used for
rating. Column 1 concentrated on skills used at the work
site. Column 2 was a preparation check 1list to collect
information on the word processing skills that were acquired
through formal education. The checklist included 60 enabling
word processing skills. The Likert scale used to identify the

frequency of use on the work column included these selections:

"very seldom," "seldom," "“some," "frequently," and "very
frequently." The discriminators used for the preparatory
column were "very inadequate, ® "inadequate, " "neither
inadequate or adequate," "adegquate," and "very adequate."

Of the 60 enabling skills identified on the work column,
28 (approximately one-half) were NOT being performed either
"frequently" or "very frequently"™ by the participants in the
Marchand study. These enabling skills were eliminated as
content organizers so that instructional content could be
better organized for word processing courses. Sixteen
(approximately one—fourth) of the 60 enabling skills had NOT
been rated either "adequate®™ or "very adeguate" as far as
training the respondents received. The same word processing
competencies that received an "inadequate" preparation rating
were also rated as "seldom" or "very seldom"™ on the work scale
by the 82 word processing operators involved in the research.

A major finding of Marchand’s research was that formal

word processing preparation received by the graduates of these
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four institutions in Alberta exceeded the competency
requirements for word processing operators in their first year

of employment.
Summary

The evolution of electronic word processing in the late
1960s has had a dramatic effect on clerical c¥fice work. Like
all new concepts, this change evolved slowly——and then
accelerated dramatically! Resistance from thi¢ male-dominated
office crumbled as businesses realized that the concept of the
automatic typewriter and the concept of automated text
processing was a way to improve the production of office
communication. As this equipment decreased in cost, its
appearance increased in business offices so that today
electronic equipment with word processing capabilities 1is
standard equipment on nearly every office worker’s desk.

The electronic office has changed the concept of
"secretarial" work in the modern office of the 1990s so that
the title "secretary" 1is becoming redundant and is being
replaced with a more appropriate title such as "administrative
assistant." Automated information processing has made
information available to all office personnel, not just to
those personnel in management levels. Secretaries changed
from typists to information handlers of the office workplace.
Multi-function devices give them the tools to retrieve

information, process it, and store it efficiently, properly,

58



and guickly—--and this is donre2 in a cost-effective way.

Electronic office equipment has changed and enhanced the
role and responsibilities of the clerical office worker. This
change has necessitated a redefining and restructuring of the
educational curriculum which prepares the worker for the
modern office. The integration of word processing concepts
into business education curricula was predicted in the early
1970s by several researchers such as Long (1974), Dolecheck
(1973), and Ober (1972). These researchers were identified in
Mackay’s (1978) study. Both high school teachers and post-
secondary business education educators were encouraged to
study this new technology and to incorporate it into their
curriculum so that their students would graduate with the
required skills. Almost two decades later, educators are
still being encouraged to stay abreast of the latest
technological advances made in word processing. Not only has
advancement with word processing been phenomenal, it 1is in a
constant state of flux and diversification. This requires
that the business/office education teacher be constantly
updated.

Mackay (1978) defined word processing to be "the
transformation of ideas and information into a readable form
of communication through the management of érocedures,
equipment, and personnel." Jacobson (1986) defined word
processing to be "a method of producing written communication

at top spreed, with the greatest accuracy, the least effort,
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and the lowest possible cost, through the combined use of
proper procedures, automated equipment and trained personnel®.
The change in definition exemplifies the tremendous impact
this technology has had on business education in the short
period of time it has been in existence. Business/office
education educators are faced with the problem of constantly
revising the curriculum to prepare students for the ever-—
changing business office.

Because new skills are now being demanded which are
different from those of the past, interviewers and human
resource personnel need to be aware of these new skills
required of office personnel and of the fact that today’s work
environment is drastically different from that of the past.
"with the constant change in technological advancements, it is
now time to rethink the basic philosophy behind offering word
processing courses in connection with personnel trends"”
(Marchand, 1985, p. 44).

The time appears to be appropriate for educators of
business/office education programs to collaborate with their
counterparts in the business community to identify those
skills, knowledges, and attitudes required in the offices of
the 1990s and to incorporate these into quality educational
programs. This is especially important for those who teach at
the post—-secondary level where the curriculum is specifically
designed to produce qualified entry-level workers who will

meet the requirements demanded in a modern office.
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The nineties promise great changes in the office;
these changes must be met by innovative curricular
changes in education. . . . Business educators need
to recognize the impact of advanced office
technology as it shapes the office of the future
and need to make a contribution to current thinking

about the office and its future direction.
(Powell, 1988, p. 2)
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CHAPTER III
Analysis of Data

Introduction

This chapter presents the data that were collected with
the research instrument which was mailed or hand delivered to
27 word processing operators or supervisors. All 27 of these
participants which constituted the population of this study
returned the completed instrument. This represented a 100%
rate of return.

Chapter I of this study indicated that the research
instrument was a questionnaire in two parts. Part A was
designed to collect demographic data, data to identify the
word processing equipment and programs that were being used,
data to identify word processing recruitment requirements, and
recommendations or opinions from the word processing operators
and supervisors for improving instruction in the field of word
processing. Part B of the gquestionnaire was a word processing
competency checklist which gathered information on those word
processing competencies the participants performed at the work
place. 1In responding to this checklist, the participant was
asked to circle one of the five choices on a 5-point Likert
scale which included these choices: "Very Seldom," "Seldom,"

"Occasionally," "Frequently," and "Very Frequently."
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Interpreting Research Data

It will be recalled from Chapter I that initially data
from the research instrument was to be coded by the researcher
and key-punched by personnel from the Division of Educational
Research Services, Faculty of Education, University of
Alberta. Following an examination of the instrument and
taking into consideration the small number of participants
(27), and consultation with a specialist in Instrument Design,
Department of Educational Psychology, University of Alberta,
the decision was made that the time spent in coding would be
more productively spent if percentages and frequencies were
manually calculated. This procedure was followed. The
collected data and their calculations and analysis is
presented in two parts in this chapter. These data are
presented in tabular form for ease of presentation and
analysis. The totals in some of the tables may not egual 100%

because of rounding.
PART A: DEMOGRAPHIC INFORMATION

Question 1: What is the approximate size of your company?
The first question in this part of the gquestionnaire
asked the participants to identify the size of the company
where they were employed. In Table 1 are data which show that
of the 27 individuals involved in the study, 10 (37%) were
employed in a company which employed between 10 to 25
employees; 8 (29.6%) with 26 to 50 employees; 5 (18.5%) with
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51 to 100 employees; and 4 (14.8%) with over 100 employees.
These data indicate that two-thirds (66.6%) of the companies
represented in the study were considered to be relatively
small with 10 to 50 employees. It will be recalled that
companies with fewer that 10 employees were eliminated from

the research.

Table 1

Size of Company

Size of Company Frequency Percent
Ten to 25 Employees 10 37.0

26 to 50 8 29.6

51 to 100 5 18.5
Over 100 4 14.8
Total 27 96.9
Question 2: How many employees do you have that require word

processing competencies?

Question 2 (Table 2) summarizes the number of employees
requiring word processing competencies in the wvarious
companies represented in the study. Of the 27 companies, 3
(11.1%) had only one word processing employée; 9 (33.3%) of
the companies reported having 2 employees requiring word
processing skill; 8 (29.6%) had 3 to 5 such employees; and 7
(25.9%) had over 5 employees who required word processing
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competencies (these ranged from "7" employees to "over 2% in
number). These data indicate that nearly two-thirds (62.9%)
of the represented companies had between 2 to 5 employees in
their employ who were reguired to have word processing
conpetencies. One-guarter or 25.9% of tha companies reporting

had over 5 word processing employvees.

Table 2

Employees Requiring Word Processing Competencies

Word Processing Competencies

Number of
Employees
Frequency Percent

One 3 : 11.1

2 9 33.3

3 to 5 8 29.6
Over 5 7 25.9
Total 27 899.9
Question 3: Is word processing a requisite for the recruit-

ment of employees in the positions identified in

number 2 above?
The data in Table 3 (Question 3) identify whether worad
processing was a requisite for the recruitment of employees
for the position identified in Question 2. Sixteen of the 27

participants (59.3%) indicated that word processing was a
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requisite for one to be employed with their company:; 8 (29.6%)
indicated that these competencies were not required; 3 (11.1%)
were not sure about their company policy on this issue. In
Table 3 are data which reveal that over half of the companies
in this study (59.3%) identified vword processing competencies
as a requirement when recruiting employees for the positions

which required werd processing s©"ills.

Table 3

Word Processing A Requisite for Recruitment

Word Processing Reqguired

Recruit-~
ment

Frequency Percent
Yes 16 59.3
No 8 29.6
Not Sure 3 11.1
Total 27 100.0

Question 4: What are the job titles in your company that
require word processing competencies?

In Table 4 are data collected with Question 4 which
identify the various job titles in the participating companies
which require word processing competencies of their emplovees.
A total of 77 job titles were given by those invelved in the

study. The most frequent jobk title used was "secretary" by 16
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companies or 20.8%. Second most fregquently used job title
that required word processing competencies was "Adminis’ ‘ve
Assistant" (14 or 18.2%). Both Clerk-Typist and Rece. st

were listed 11 times (14.3%); with Word Processing Operator 5

times (6.5%). The remaining 20 Jjob titles included:
Supervisor (2), Manager (2), Controller, Administrator,
Executive Director, Accountant (2), Confidential Secretary,

Support Workers, Steno/Dicta-Typist, Executive Assistant,
Education Assistant, Front bDesk Clerks, Copy Writers, News
Reporters, Music Librarian, Health Records Technician,
Computer GUperator.

In analyzing these 20 job titles, the first 5 titles
could be categorized as administrative employees, the next 6
titles could be classified as administrative assistants, the
front desk clerks as receptionists and the computer operator
as a word processing operator. From these data, however, it
becomes evident that the job title used within a company is
not a strong indicator which position requires word processing
competencies. In recruiting for any of these positions, it
should be made clear to the applicant that word processing
competencies are required. It also becomes evident that word
processing is required for various positions within a company
framework in entry-ievel positions, in middle management

positions, and in administration positions.
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Table 4

Job Title Requiring Word Processing Competencies

Word Processing Positions

Job
Title
Number Percent

Word Processing Operator 5 6.5
Secretary 16 20.8
Clerk-Typist 11 14.3
Receptionist 11 14.3
Administrative Assistant 14 18.2
Other 20 26.0
Total 77 . 100.0

Question 5: What type of equipment does your company use for
woerd processing? (Please indicate the NUMBER of
stations for each in the blank at the LEFT and
the NAME OF THE EQUIPMENT in the blank at the
RIGHT.)

Question 5 asked the participants for two types of
information: (1) to identify the type of equipment tvhey used
for word processing; as well as (2) provide the nﬁmber of work
stations where the equipment was used. Table S includes data
which identify the types of office technology--electronic
typewriters, word processors, microcomputers, plus other
equipment--that were used for word processing by the companies
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involved in the study and the number of stations of each type
of office teclhnology they possessed. These data reveal that

word processing was performed mostly on microcomputers (65 of

125 work stations or 52%). Electronic typewriters represent

22.4% of the equipment used for word processing, and dedicated
word processors represent 8.8%. Other equipment used for word

processing represent 16.8% of the total of 125 stations.

Table 5

Type of Office Technology Used for Word Processing

Work Stations

Office
Technology
Frequency Percent

(1) Electronic Typewriters 28 22.4
(2) Word Processors 11 8.8
(3) Microcomputers 65 52.0
(4} Other 21 16.8

Total 12% 100.0

Information in Table 6 records the data for the second
portion of Question 5 which show the trade name of the
electronic typewriters used in the companies that participated
in the investigation. Of the 28 electronic typewriters used,
Sharp was used most frequently (10 stations oxr 35.7%); IBM was

used at 9 work stations (32.1%). Other models that were used
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at work stations included Xerox, Nakajim&, Panasonic, and

QOlympia.

Table 6

Name of Electronic Typewriters Used for Word Processing

Frequency

Trade Name of
Electronic Typewriter

Number Percent
Sharp 10 35.7
IBM 9 32.1
Xerox 3 10.9
Nakajima 2 7.1
Panasonic 2 7.1
Olvmpia 2 7.1
Total 28 99.8

In Table 7 are data which indicate that the most popular
word processors used by the 27 companies who provided data for
the study were various models manufactured by IBM. Of the 11
word processors identified, 8 (72.7%) were IBM. Two companies
indicated they used Xerox Memorywriters for word processing

and one participant said an Olytext 20 was used.
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Table 7

Trade Name of Word Processor Used for Word Processing by

Participating Companies

Frequency

Trade Name of
Word Processors

Number Percent
IBM (various types) 8 72.7
Xerox Memorywriter 2 18.2
Olytext 20 1 S.1
Total 11 100.0

Data collectad with Question 5 which asked for the number
and the name of the microcomputers used with word praeessing
were used to organize Table 8. These data indicate that of 65
microcomputers used for word processing by the 27
participating companies, the most popular were either IBM or
IB® compatibles (54 out of 65 machines cr 83.1%). Six of thrwo
65 or 9.2% were Tandy microcomputers; 3 (4.6%) were Laser; aid

one each were an Appie and a Duncan microcomputer.
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Table 8

Trade Name of Microcomputers Used for Word Processing by

Participating Companies

Frequency

Trade Name

of Microcomputer

Number Percent

IBM Compatibles 28 43.1
IBM 26 40.0
Tandy 6 9.2
Laser 3 4.6
Apple 1 1.5
Dunceé: 1 1.5
Total 65 99.9

In addition to the above microcomputers that were used as
word processing equipment, there were other types of equipment
that were used. These included: 18 Digital Minicomputers, 2
IBM Mainframe computers, and one Ford Mainframe computer.

Table 9 illustrates these data.
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Table 9

Other Tyvpes of Office Technology Used by Participants to

Process Words

Frequency

Office
Technology

Number Percent
Digital Minicomputers 18 85.7
IBM Mainframe computer 2 9.5
Ford Mainframe computer 1 4.8
Total 21 100.0

Of the 125 pieces of word processing equipment presented
in Tables 6, 7, 8, and 9 which were used in the 27 participa-
ting companies, 73 were either IBM models or IBM compatibles.
Trhiis represented 58.4% of equipment that was used by personnel

of the 27 companies involved in the research to process words.

Question 6: %hat software packages are your word processing
operators required to cperate? Please check all
that apply and specify the name of the package
in the blank to the right (WordPerfect, Lotus
122, etc.).

Accompanying this question was a list which asked the
participant (1) to check the software package that was used by

the word processing operator they employed; aund (2) to specify
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the name of the software package.

The software packages used for word ﬁrocessing,
spreadsheets, and database management are identified in Table
10. Data in Table 10 show that the most popular word
processing package used by participants was WordPerfect--16 of
30 identified packages or 53.3% of those reporting used this
package. The next package that was most frequently used was
Dispiaywrite 4 with 3 respondents or 10.0%. Both packages are
used on IBM or IBM compatible machines. First Choice was used
by only 2 respondents (6.7%) and 9 other packages that were
used by a single respondent included: ILex, Framework, PC
Write, Appleworks, PC II, Easywriter, IBM Textpack 6, AS400,
and Websters New World Writer.

The most popular Spreadsheet software package used by the
27 participating companies was Lotus 123 which had a frequency
of 11 out of 23 or 47.8%. Microsoft and Supercalc 4 was used
by 2 of the 23 respondents or 8.7%. The most popular
spreadsheet programs were ones used on either IBM or IBM
compatible machines. There were 8 other spreadsheet prograns
identified from the research. These included: QuatroPro,
20/20, E.S.S., Paradox, VP Planner, Internal System, PC II
System, and ACCPAC.

D-Base III was identified as the most popular Database
Management program used by ‘those involved in the research.
Five of 12 respondents or 41.7% indicated they used this

program. Microsoft Works was used by 3 of 12 respondents or
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25%. Both of these programs are IBM compatible. Four other
database management programs, Paradox, PCII System, PC File,
and PF File, were identified from the research findings.
Following Table 10 the graphics and desktop publishing
packages used are listed. Since these packages were recorded
only once each, they were not summarized in the table as no
one package was preferred over another. There were no
Communications packages used by those who participated in the
study. In the "Other" category there wiure 5 software packages
that were specific accounting packages which did not £it into

any of the designated categories.
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Table 10

Name of Software Package Word Processing Operators Used

Frequency
Software
Package
Number Percent
(1) Word Processing
Word Perfect 16 53.3
Displaywrite 4 3 10.0
First Choice 2 6.7
Other 9 30.0
Total 30 100.0
(2) Spreadsheets
Lotus 123 11 41 .7
Microsoft 2 8.7
Supercalc 4 2 8.7
Other 8 34.8
Total 23 100.0
(3) Database Management
D-Base IIT 5 41.7
Microsoft Works 3 25.0
Other 4 33.3
Total 12 100.0

(4) Graphics:

Seven various graphics packages identified (ones of each)
were: Supercalc 4, Lotus 123, Printshop, Timeline,
Newsmaker, Painted, and Newsmaker.

76



(5) Communications:
No communications packages were identified.
(6) Desktop Publishing:

Two desktop publishing packages were identified; namely,
Newsroom and Pagemaker.

(7) Other:

Five other various software packages named (one of each)
were Quicken, Formtool, AccPac Plus, PC-Document
Analyzer, MIG for Accounts.
Question 7: Does your company have a centralized word
processing center?
Data collected with Question 7 identified how many of the
27 companies had a centralized word processing center in their
organization. These data were used to organize Table 11 which
illustrates that 16 of the 27 respondents or 59.3% indicated
that they did not have a word processing center in their
company. Ten participants (37%) indicated that they did have
a word processing center, and one (3.7%) was not sure whether
or not = " a center existed in their company. From further
analysi. the results of the study, the researcher found
that 5 of the 10 respondents who indicated their company had
a word processing center employed from 3 to 5 word processing
operators; 4 employed only 2 such operators, and one

respondent employed one word processing operator.
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Table 11

'

Number of Participants with Centralized Word Processing

centers

Frequency

Centralized Word

Processing Center

Number Percent

Yes 1o 37.0
No le6 59.3
Not sure 1 3.7
Total 27 100.0

Question 8: Approximately how many hours per week (on the
average per operator) do operators spend using
word processing competencies at your company?

Data found in Table 12 summarizes the intormation
collected with Question 8. These data identify the average
number of hours per week that word processing operators in the
research devoted to using their competencies. It will4be
recalled that one of the criteria established for selecting
participants for this study was that they had to dée word
processing competencies 2 hours per day for five days a week
or a minimum of 10 hours per week. The first time category on

the research instrument that participants could check was 10

to 20 hours per week. Twelve of the 27 respondents or 44.4%

checked this category. Eleven or 406.7% indicated their word
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processing operators used thelir competencies between 21 to 30
hours per week. There were 4 respondents (14.8%) who checked
that their staff used their wcrd processing competencies from
31 to 40 hours per week. Considering a 40-hour work week,
word processing skills were used on a regular basis by
participants, with very few employees in the participating
companies devoting their entire work week to word processing.
It was an observation of th» vesearcher that the increment for
time for this questiocn shou. .. "«ave been established at 5 hours
instead of 10 hours to ide¢t iy with more exactness the number

of hours that word proc#siing was used by the participants.

Table 12

Hours Per Week Devoted to Word Processing by Participants

Frequency

Word Processing
Hours

Number Percent
i0 - 20 12 44 .4
21 - 30 11 40.7
31 - 490 4 14.8
Over 40 0 ‘ 0.0
Total 27 99.9
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guestion 9: Are employment tests given on the computer when

“interviewing prospective employees for positions

that require word processing competencies?

Question 9 was designed to determine whether or not

respondents used any pre—employment tests on the computer at

the time of recruitment for the positions where word pro-

cessing competencies were involved. Data collected with this

question were used to organize Table 13. In this table are

data which show that 20 of the 27 participants (74.1%)

indicated they did not use any type of pre—employment test for

entry-level recruitment where word processing competencies

were involved. Two (7-.4%) participants indicated "Y=s," their

company used a pre-employment test. Five (18.5%) of the

participants were not sure if such a test was administered.

There is an indication from these data that word processing

competencies were not used as a selection device when
potential employees were recruited for office positions in the

companies that participated in this study.



Table 13

Computer Pre~Employment Tests Used to Determine Word

processing Competencies of Applicants

Frequency

Computer Pre-Employment

Test Used

Number Percent

Yes 2 7.4
No 20 74 .1
Not sure 5 18.5
Total 27 100.0

If the participant answered YYes" to Question 9, they
were to complete Questions 10, 13, and 12 which were:
Question 10: Do these employment tests jnclude straight—-copy

timed keyboarding tests?
Question 1l1: What are the keyboarding speed/accuracy

requirements for the tests in #107

Question 12: What is the error allowance on the tests in
#107?
Oone of the "Yes" respondents indicated that the

employment tests were used "for proficiency and knowledge of
the program-—not speed and accuracy:" therefore, that
respondent did not elect to answer Questions 10, 11, and 12.
only one respondent indicated that speed/accuracy tests were

given to prospective employees who were applying for a



position reguiring word processing competencies. This
respondent stated that the required keyboarding rate was
60 NWPM with an accuracy iimit of 5 errors. No tables were

drawn up for Questcions 10, 11, and 12 because of the one

response.

Question 13: In your opinion, should all office employees

have word processing conmpetencies for entry-
level enployment?
Table 14 summarizes the data collected with Question 13.

These data show that 19 of the 27 respondents (70.4%)

indicated "Yes" that word processing competencies were

required for entry-ievel employment with their company oOr
business. The remaining 8 respondents (29.6%) indicated that
these competencies were not a requirement for employment.

From these data it could be concluded that word processing
competencies are considered to be an important asset for
applicants to possess before seeking employment in thec firms
involved in the study. Cross referencing data in Table 14
with data in Table 4, it is ewvident that word processing

skills are used in all occupational levels of a company

hierarchy--in entry-level positions, in middle management, and

in the administrative sector.
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Table 14

Word Processinq,Comgetencies Required of Entry—level

Emplovees

Frequency
Word Processing
Competencies Required

Number Percent

Yes 19 70.4
No 8 29.6
Not sure o 0.0
Total 27 100.0
Question 14: In Yyour opinion, should a beginning word

processing operator be able to operate various
word processing software programs?
IF "“"YES," PLEASE IDENTIFY WHICH PROGRAMS:
Question 14 was a two-part gquestion. The first part gave
the respondent three choices: "yes," "No," and "Not Sure."”
A "Ves" response required that the participant identify ﬁhe

programns that a beginning word processing operator should

.

operate.

This gquestion was a follow-up of Question 13. With
Question 14 the researcher wanted to secure the opinions of
participants whether a beginning word processing operator (no
specified position) should be able to operate a variety of
word processing software programs and, if so, which ones these
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should be.

)

Table 15 includes data which show that 12 of the

27 respondents or 44.4% were of the opinion that weginning

word processing operators should ke able to oberate a variety

of programs. There were 11 participants (40.7%) who checked

WNo;" this meant that their beginning word processing

operators did not have to possess the ability to use a variety

of software. The remaining 4 (14.8%) were not sure about

beginning word processors needing to work with a variety of
software programs. The programs that were identified by the

nyes" respondents are included in Table 16.

Table 15

Ability to Use Various Software Prodgrams

Fregquency
aAbility to Use

Various Programs

Number Percent

Yes 12

44 .4
No 11 40.7
Not sure 4 14.8
Total 27 99.9

Table 16 contains data collected with the second part of
Question 14. These data identify all the software prograns
that were suggested by the participants for beginning word

processing operators to be able to operate. of the 20
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participants who answered, 8 identified,erdPerfect.5.1 as the
program that beginning word processing operators should be
akhle to use. Lotus 123 was listed 5 times (25%);‘Microsoft
Works, 3 times (15%)7 and Displaywrite, 2 times (10%)-.
Programs listed only once were DBase and AccPac. One
respondent stated that the program the operators should know
ndepended on the type of pusiness." It was noted that
although the programs that were jdentified were compuﬁer
software programs requiring similar word processing
competencies, WordPerfect 5.1 and pDisplaywrite were the only

word processing software programs.

Table 16

software Programs Beginning Word Processing Operators sShould

be Familiar with

Frequency

software
Progranm

Number Percent
WwordPerfect 5.1 B8 40.0
Lotus 123 5 25.0
Microsoft Works 3 15.0
pDisplaywrite 1-4 2 10.0
D-Base III 1 5.0
AccPac 1 5.0
Total 20 100.0
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guestion 15: Please iden%ily any related knowledge or skills

that you feel entry-level word processing
operators should have which may have been

omitted in this gquestionnaire.
In responding to Question 15, five respondents indicated
that all entry-level office employees should be familiar with
pasic DOS or basic computer knowledge. Twe respondents

indicated that typing {keyboarding) skills wers necessary.

other responses included: word processing operators should be
familiar with one basic program; they should be able to use
electronic memory typewriters; they should have basic
secretarial skills; and they should be able to get along with

others.

PART B: WORD PROCESSING COMPETENCIES CHECKLIST

The Competency Checklist

The Word Processing Competencies Checklist that comprised
Part B of the research instrument l1isted 60 word processing
enabling skills placed under 12 general areas of competence
that & skilled word processing operator could perform. The
competencies identified were not machine specific éut were
those that could be performed by a word processing operator on
any type or model of word processing equipment. Beside each
word processing skill was a 5-point Likert scale to gather
information on the fregquency of the use of each word

processing competency that was actually performed at the work

86



place. The 5-point Likert scale included these choices:
"Very Seldom,“ wgeldom,” "Occasionally," "¥requently," and
wyery Frequently." 1In analyzing the questionnaires, it was
found that a limited number of participants chaose not to
respond to all the 60 enabling skills Jlisted. After
questioning a number of these participants, it was found that
because the participant had NEVER performed the particular
competency, and because NEVER was not a choice included on the
guestionnaire, it was left blank. 1In retrospect this could be

considered a weakness of this portion of the research

instrument.

The Word Processing Competencies

The word processing enabling skills which appeared on the

questionnaire were divided into twelve general areas of

competerce. These twelve general areas of competence were:

1. Set Up The System

2. Keyboard (Input) - I

3. Kevboard (Input) = II

4. Create Documents

5. Reformat Text

6. Minor Correcting and Proofing

7. Major Editing and Revising

8. Store and File Text

9. Recall and Retrieve Text
10. Print (Output) Text
11. Execute Special Features
12. Execute Other Specialized Functions

Each general area of competernce contained an average of
approximately 5 enabling skills for a total of 60 enabling
skills under the 12 general areas cf competence. Frequency
counts and percentages were calculated for each enabling skill
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in each general area of competence. A separate table shows
each general area of competence with frequencies and

percentages for each enabling skill.

General Area of Competence — 1. SET UP THE SYSTEM

Enabling Skills:

1.1 Turn the machine on and off

1.2 Load or access system disk
1.3 ILoad or access work diskette or file
1.4 Initialize a disk

of the four enabling skills involved in setting up the
system, the enabling skills of "Turn the machine on and off"
(16/27 or 59.3%), "Ioad or access system" (13/27 or 48.2%),
and "Load or access word diskette or file®" (16/27 or 59.3%)
were done "Very Frequently" by the research participants.
Twelve of the participarts indicated that to "Initialize a
diskette" was performed either sFrequently"” or "Very
Fregquently" by them in their work. Most of the participants
(15/27) performed "Initialize a diskette" either "Very

seldom," "Seldom," or woccasionally." Data in support of the

akove can be found in Table 17.
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Table 17
Enabling Skills Performed by Participants

ceneral Area of Competence: Y. Set Up The Systemn

Performed by Participants

Enabling
skill
very Occasion- Fre- Very Fre-
Seldonm Seldom ally quently quently Total
1.1 Turn Machine 4 0 5 S 16 27
on/off (14.8%) (0%) (7.4%) (18.5%) (59.3%) (100%)
1.2 load/Access [ 1 4 3 13 27
System Disk (22.2%) (3.7%) (14.8%) (11.1%) (48-1%) (99.9%)
1.3 Load/Access
Wwork Diskette 8] 2 3 6 16 27
or File (0%) (7.4%) (11.1%) (22.2%) (59-2%) (99.9%)
1.4 Initialize a 7 1 7 6 6 27
Disk (25-9%) (3.7%) (25.9%) (22.2%) (22.2%) (99.9%)

General Area of Competence = 2. KEYBOARD (INPUT) — I

Enabling Skills:

2.1 Use alpha and numeric keys

2.2 Use code and function keys (underscoring,
centering, etc.)

Use cursor or locator keys

Use special system keys

Use word wrap—around (on/off)

Decimal alignment

DO
bW

The frequency counts of competencies 2.1, 2.2, 2.3, 2.4,
and 2.5 of KEYBOARD (INPUT) - I indicate that these
competencies were "Very Frequently™ performed by the
participants as word processing operators. Decimal alignment
was performed woccasionally" by 11 of the 27 respondents

(40.7%). These data are found in Table 18.
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Table 18

Enabling £kills performed by Parti ipants

General Avea of Competence: 2. Keyboard (Input) - 1

Performed by Participants
Enabling

Skill

vVery Occasion— Fre-

Very Fre-
Seldom Seldom ally

quently quently Total

2.1 Use Alpha and

0 o 2 2 22 26!
Numeric Keys (0%) (0%) (7.4%) (7.4%) (81.5%) (96.3%)
2.2 Use Code/ 0 1 o] 4 22 27
Function Keys {(0%) (3.7%) (0%) (14.8%) (81.5%) (100%)
2.3 Use Cursor oOr 0 o} 1 3 23 27
focator Keys (0%) (0%) (3.7%) (11.1%) (85.2%) (100%)
2.4 Use Special 1 o 8 6 10 2s5?
System Keys (3-7%) (0%) (29.6%) (22.2%) (37.0%) (92.5%)
2.% Use Wordwrap 4 3 4 3 13 27
on/Off (L4.8%) (11.1%) (14.8%) (11.1%) (48.1%) (99.9%)
2.6 Use Decimal 4 S 11 3 4 27
Alignment (14.8%) (18.5%) (40.7%) (11.1%) (14.8%) (99.9%)

‘one participant (3-7%) did not provide this datunm.
irwo participants (7.4%) d4id not provide these data.

General Area of Competence - 3. KEYBOARD (INPUT) -~ II

Enabling Skills:

3.1 Use headers and footers with automatic page

numbering
3.2 Paginate
3.3 Use multi-columns
3.4 Footnoting
3.5

Use subscripts and superscripts

The highest frequency count of enabling skill 3.1 appears
equally under "Very Seldom" and "Occasionally" indicating that
wHeaders and footers with automatic page numbering" are not

used to any significant degree by the respondents in this

study. Enabling skill 3.2 (Paginate) is done “yery Seldom" by
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8 of the 27 respondents and ‘“Frequently" by 7 of the

respondents. when closely analyzed, 13 of the 27 respondents

perform "paginating" either “Frequently" or "Very Freguently"

(48-1%) which makes this skill significant to word processing

operators. "Using multi-columns" was performed “Occasionally"

by 9 of the 27 respondents.

“Footnoting" and

"Using
subscripts and Superscripts" were performed '"Very Seldom" ‘at

the work place by the

27 word processing operators who

supplied these data. Data related to this general area of

couwpetence - KEYBOARD (INPUT) - II and its enabling skills are

found in Table 19.

Table 19
Enabling Skills pPerformed by Participants

General Area of Competence: 3.

Keyboard (Input) - Ix

Performed by Participants

Enabling
Skill
Very Occasion—- Ffre- Verv Fre-
Seldon Seldom ally quently quently Total
3.1 Use Headers/
Footers with
Automatic Page 8 3 8 4 4 27
Numbering (29.6%) (11.1%) (29.6%) (14.8%) (14.83%) (99.9%)
3.2 Paginate 8 1 S 7 6 27
(29.6%) (3.7%) (18.5%) (25.9%) (22.2%) (99.9%)
3.3 Use Multi- 4 4 9 S 3 26"
Columns (14.8%) (14.8%) (33.3%) (22.2%) (11.1%) (96G6.2%)
3.4 Feootnoting 14 S 7 o 0 26!
(51.8%) (18.5%) (25.9%) (0%) (0%) (96.2%)
3.5 Use super/ 12 7 7 o 0 26"
Subneripts (44.4%) (25.9%) (25.9%) (0%) (0%) (96.2%)

'One participant

(3.7%) did not provide this datum.
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General Area of Competence = 4. CREATE DOCUMENTS

Enabling Skills:

4.1 Format (setting tabs, margins, line spacing,
pitch, etc.)

Name documents

Use prompts, mesages, and menus

Use stop codes

B b
L] .
HUWN

Of +the four enabling skills for the general area of

competence — CREATE DOCUMENTS, competencies 4.1, 4.2, and 4.3

were rated as being done "“Very Frequently, " while competency
4.4 (Use stop codes) was rated equally on the scale by those
involved in the research as being done "Very Seldom" to "Very

Frequently." See Table 20 for these data.

Table 20

Enabling Skills Performed by Participants

General Area of Competence: 4. Create Documents
pPerformed by Participants
Enabling
Skill
Very Occasion— Fre-— Very Fre-
Seldom Seldon ally quently quently Total
4.1 Format 0 o) S 9 13 27
(0%) (0%) (18.5%) (33-3%) (48.1%) (99.9%)
4.2 Nanme (o] (o} 4 S 18 27
Documents (0%) (0%) (14.8%) (18.5%) (6G6.7%) * (100%)
4.3 Use Prompts,
rMessages, o] 2 3 6 16 27
HMenus (0%) (7.4%) (11.1%) (22.2%) (59.2%) (99.9%)
4.4 Use Stop 6 ) 6 S b} 27
Codes (22.2%) (18.5%) (22-2%) (18.5%) (18.5%) (99.9%)
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General Area of Compatenté — 5. REFORMAT TEXT
Enabling Skills:
5.1 Restructure margins, tabs, 1line spacing,
pitch, etc.
5.2 Hyphenate (manual and automatic)
5.3 Repaginate
5.4 Justifiy
In Table 21 there are data which show the frequencies for
the enabling skills for the general area of competence -~
REFORMAT TEXT -~ that were collected from the 27 word
processing operators involved in the research. Of the four
enabling skills, only conpetencies 5.1 and 5.4 were rated as
being n"Frequently" or wery Frequently™ performed Dby the
participants. Enabling skills 5.2 and 5.3 were equally rated

as being performed either "Very Seldom" or wgccasionally" by

those involved in the study.

Table 21

Enabling Skills Performed by Participants

General Area of Competence: 5. Reformat Text

Performed by Participants

Enabling
Skill
Very Ooccasion— Fre- Very Fre-—
Seldom Seldom ally quently gquently Total
5.1 Restructure X 3 7 7 9 27
(3.7%) (11.1%) (25.9%) (25.9%) (33.3%) (99.9%)
5.2 Hyphenate 8 a 8 3 4 27
(29.6%) (14.8%) (29-6%) (11-1%) (14.8%) {99.9%)
5.3 Repaginate 7 6 7 4 3 27
(25.9%) (22.2%) (14.8%) (14.8%) (11-1%) (99.9%)
5.4 Justify 3 o S 5 8 27
(11.1%) (22-2%) (18.5%) (18.5%) (29.6%) (99.9%)
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General Area of Competence — 6. MINOR CORRECTING AND
PROOFING

Enabling Skills:

6.1 Delete, insert, and replace text
6.2 Correct characters and words while
keyboarding

3 Scroll (horizontally and vertically to review
text)

6.
6.4 Change margins, tabs, line spacing, etc.

The responses of the participants 5 o MINOR CORRECTING AND
PROOCFING general area of competence are pressnted in Table 22.

All four enabling skills for this area of competence were done

“Jery Freguently" by the majority of the respondents.

Table 22

Enabling Skills Performed by pParticipants

General Area of Coppetence: 6. Minor Correcting and Proofing

Performed by Participants
Erabling

Skill

vVery Occasion- Fre- Very Fre-
Seldom Seldon ally quently gquently Total

6.1 Delete/Insert

and Replace 0 2 S 2 18 27

Text (0%) (7.4%) (18.5%) (7.4%) (66.7%) (100%)
6.2 Correct

Characters/

words While 1 3 2 G 15 27

Keyboarding (3.7%) (11.1%) (7.4%) (22.2%) (55.5%) (99.9%)
6.3 Scroll 1 3 = 2 16 27

(3.7%) (11.1%) (1B.5%) (7.4%) (59.2%) (99.9%)

6.4 Change

Margins/Tabs/ 2 2 G 6 11 27

Line Spacing (7.4%) (7.4%) (22.2%) (22.2%) (40.7%) {93.9%)
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General Area of competence - 7. A JOR EDITING AND REWISING
Enabling Skills:

7.1 Move blocks or columns of text

7.2 Delete, insert, replace blocks/columns of
text

7.3 Use global search and replace

7.4 Use spelling verification

The general area of competence MAJOR EDITING AND REVISING
includes four enabling skills.in its band. of these four
enabling skills, 7.1, 7.2, and 7.4 were performed either
"Frequently" or "vVery Frequently" by the majority of the word
processing operators who provided data for this study. The
enabling skill 7.3, "Using global search and replace," was
performed "Very Seldom" by 9 of the 27 respondents, while 6
performed this competency ugccasionally,"” indicating that this
function was not performed to any significant extent by the

participants in this study. Data in Table 23 summarizes these

data.
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Table 23

Enabling Skills Performed by Participants

General Area of Competence: 7. Major Editing and Revising
) performed by Participants
Enabling
Skill .
very Occasion— Fre-—

Very Fre—

Seldom Seldon ally quently gquently Total

7.1 Moving Blocks 1 4 7 7 8 27
or Columns (3-7%) (14.8%) (25.9%) £25.9%) (29.6%) {(99-9%)

7.2 Delete/Insert
or Replace
Blocks or 2 1

s 8 11 27
Columns (7-4%) (3-7%} (18.5%) (29.6%) (40.7%) (99-93)

7.3 Global Search 9 3 6 6 2 26!
and Replace (33.3%) (11-1%) (22.2%) (22-2%) (7.4%) (96.2%)

7.4 Spelling 4 o 5 7 10 26!
verificatioen (14.8%) (0%) (18.5%)  (25.9%) (37.0%) (96-2%)

one participant (3.7%) did not provide this datum.

General Aréa of Competence - 8. STORE AND FILE TEXT

Enabling Skills:

8.1 Store more than one version of a document
8.2 Delete previous versions of documents

§.3 Set up files and maintain records

8.4

copy file(s) or a part of a file
Of the four enabling skills that are involved to STORE

AND FILE TEXT, only 8.3 was performed by participants either

“"Frequently" or "Vvery Frequently.' The enabling skills 8.1,

8.2, and 8.4 were performed only woccasionally" with 8.2 and
8.4 being performed “Frequently" and 8.1 being performed on a

wseldom" basis. These data are presented in Table 24.
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Tty 24

Enabling Skills Performed bY Participants

General .Area of Competence: B Store & File Text

Performed by Participants

Enabling
Skill
very Occasion—- Fre-— Very Fre-
Seldom Seldom ally’ quently quently Total
8.1 Store More
Than One :
Vversion of ., 4 G .10 3 4 27
Document (14.8%) (22.2%) (37.0%) (11-1%) (14.8%) (99.9%)
8.2 Delete
: pPrevious 2 4 10 6 4 26"
Documents (7.4%) (14.8%) (37.0%) (22.2%) (14.8%) (96.2%)
8.3 Set Up and
Maintain a 1 5 11 10 27
Files/Records (0%) (3.7%) (18.5%) (40-7%) (37.0%) (99.9%)
8.4 Copy Files or 1 3 11 : 7 S 27
part of File (3.7%) (11.1%) (40.7%) (25.9%) (28.5%) (99-.9%)

one participant (3.7%) did not provide this datumn.

General Area of Competence — 9. RECALL AND RETRIEVE TEXT

Enabling Skills:

Use document index (directory)

Access stored text

Selectively display portions of stored text,
such as a specific page

9.4 Use security codes

0.\ 10
WwN -

The enabling skills 9.1 and 9.2 under the general area of
competence - RECALL AND RETRIEVE TEXT were performed "Very
Frequently" by the majority of respondents in this study.
Enabling skill 9.3 was performed "Occasionally"™ by 9 of the 27
respondents with a total of 10 of the 27 performing this
competency "Frequently" or “yery Fréequently.” Enabling skill
9.4 (Use security codes) was performed "“Very Seldon" by 12 of

the research participants. These data are showr: in Table 25.
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Table 25

Enabling Skills

General Area of Compectence:

Performed

-

by Participants

|

0

Recall/Retrieve Text

performed by Participants

Enabling
Skill
very Occasion- Fre- very tre-
Seldom Sceldom ally guently quently Total
6.1 Use Document 1 1 5 aq 16 22
Index (DIR) (3.7%) £3.7%) (18.5%) (14.8%) (59.22) (99.9%)
9.2 Access Stored 1 P < 3 17 27
Text (3.7%) (3.73)  {18.5%) (11-1%) (62.9%) (99.9%)
9.3 Selectively
Display
Portions of 4 4 9 . 3 7 27
Stored Text (1L4.8%) (14.8%) (33.3%) {11.1%) (25-9%) {99.9%})
9.4 Use Security 12 4 3 1 7 27
Codes (e4.4%) (14.8%) (11.1%) {3.7%) (25.9%; {99 .9%
General Area of Competence — 10. PRINT (OUTPUT) TEXT

Enabling Skills:

10.1 Start/stop printer
10.2 Set up printer using menus oY special print
commands
10.3 Load paper
10.4 Print from screen or storage
10.5 Use print gueues
10.6 Change ribbons or print wheels
10.7 Operate automatic sheet feeder
The genaral area of competence, PRINT (ourpuUr) TEAT
contains seven enabling skills in 1ts band. All of these
ecnabling skills except 10.6 werc performed

Frequently® basis by most of the word proces

a4

on a "Vaery

sing operators who



were part of this study - Data in Table 26 give support to

this statement. Enabling skill 10.6 was performed

"Occasionally."® To summarize, all of the enabling skills of

this general of

are’a competence are significant for
performance by the respondents in this study-
Table 26
Enabling Skills performed by Participants
Gencral Aresa of Campetence: 10. print (Qutput) Text
performed by Participants
Enabling
5kill
very Occasion— Fre-— Vvery Fre-
Seldomnm Seldom 2lly quently gquently Total
10.1 Start/Stop 2 0 2 3 20 27
pPrinter {7.4%) {0%) (7.4%) (11-.1%) (74-1%) {100%)
10.2 Set Up
printer Using
Menus or
Special Print 2 2 S 6 12 27
commands . (7.4%) (7.4%) {18.5%) (22.2%) (44.4%) (99.9%)
10.3 Load Paper [o} 1 4 4 18 27
(0%) (3.7%) (14-8%) (14.8%) (66.7%) (100%)
1D.4 Print Froo
Screen or 1 1 2 by 22 27
Storage (3.7%) (3-7%) (7-8%) (3.7%) (81.5%} (100%)
10.5 Use Print 2 4 G 3 8 23!
Queues (7.4%) (14.8%) (22.2%) (11.1%) (29.6%) (85-1%)
10.6 Change
Ribbons or 2 ) 10 4 7 27
Print Whesls (7.4%) (l4.8%) (37.0%) (14.8%) (25.9%) (99-9%)
10.7 Operate .
rutematic 5 3 2 S 12 27
Sheet Feeder (18.5%)  (11.1%) (7-.4%) (18.5%) (44.4%) (99-9%)
TFaur participants (14.8%) did not provide these data.
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General Area of Competence — 11. EXECUTE SPECLAL FEATURES

Enabling Skills:

11.1 Use forms
11.2 Use math or arithmetic

11.3 Sort and select (records/list processing)
11.4 Merge (form letters)

11.5 Assemble a document from a number ocf sources
11.6 Use communications features
11.7 Use the system dictionary

11.8 Use glossary, key stroke save, or other key
stroke storage features

Oof the eight enabling skills identified under the general

area of competence — EXECUTE SPECIAL FEATURES, 11.7 was the

only enabling skill performed "“Very Freguently" by 10 of the

27 research participants (37%) and voccasionally” by 7 of

these participants which represented 25.9% of the research

population. Enabling skills 11.1 and 11.2 ‘were performed

#Occasionally™ by those involved in the study. Enabling

skills 11.3 and 11.8 were performed n"Occasionally," as was
enabling skill 11.4. Both enabling skills 11.5 and 11.6 were
performed either on a wseldom" or “"Very Seldom" basis. Table

27 reveals these data.
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Talbyle 27

Enabling Skills Perfo;mcd_ﬁl_ﬂé;&j

General

Area of Competence:

ii.

cipants

Execute

SQecig;_Featurcs

recl-2t =

Enabling

Performed by pParticipants

Skill
very Occasion~ fre- Vvery Fre-
Seldom Seldomn ally quently quently Total
11.1 Use Forms 3 6 5 =) 4 26!
(11-1%) {22.2%) (29.6%) (18-5%) (14.8%) {96.2%)
11.2 Use Math ar 3 3 11 3 & 26!
Arithmetic (11.1%) (11.1%) (40.7%) (11-1%) (22-.2%) (96.2%)
11.3 Sort/Select
(Records/List 4 9 8 1 4 26!
Processing) (14.8%) (33-3%) (29.6%) (3.7%) (L6.8%) (96.2%)
11.4 Merge Form s 3 ) 6 3 26"
Letters (18.5%) (11.1%) (33-3%) (22.2%) (11.1%) (96.2%)
11.5 Asscmble
Document from
A Number of 10 ) 4 3 4 27
Sources (37.0%) (22.2%) (14.8%) (11.1%) (1%.8%) {99.9%)
11.6 Use Conmu-—
nications 1) 6 4 3 3 27
Features (40.7%) (22.2%) {(14.8%) {12.1%) (11.1%) {99-.9%)
11.7 Use System 4 3 7 2 10 26’
pictiomary (14-8%) (11.1%) (25-9%) (7-4%) (37.0%) (96.2%)
11.8 Use Glossary,
Key Stroke
save or Key 6 4 6 s S 26!
stroke (22.2%) (15.8%) (22.2%) (18.5%) (18.5%) (96.2%)
storage
lone participant (3.7%) did not provide this datum.
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General Area of Competence — 12. EXECUTE OTHER SPECIALI1ZED
FUNCTIONS
Enabling sSkills:
12.1 Use graphics

1,2.2 Use photocomposition equipment
12.3 Use typesetting equipment

12.4 Perform system trouble-shooting
12.5 Write special progranmns

12.6 Supervise other operators

The +twelfth area of the word competency checklist

ineluded six enabling skills that made up the general area of

competence - EXECUTE OTHER SPECIALIZED FUNCTIONS. Data

collected in this section of the guestionnaire were used to

organize Table 28. These data show that all six enabling

skills were "Very Seldom" done by the participants of this

study at their work place. A significant number of

participants did not respond to enabling skills 12.2, 12.3,

12.4, 12.5, and 12.6 which <could indicate that these

participanfs NEVER performed any of these five enabling

skills. The basis of this analysis is concluded from the

response received from two participants when asked why they

had not chosen a selection on the given scale.
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Tat, e 28

o

Enabling Skills performed by Participants

General Area of Competence: 12. Execute Other specialized Functions

performed by Participants
Enabling

Skill
Very Occasion— Fre- Very Fre-
Scldomn Secldom ally quently quently Total

12.1 Use 13 4 6 2 1 26!

Graphics (48.1%) (14.8%) (22-23) (7-4%) (3-7%) (96.2%)
12.2 Use Photo-

Composition 17 4 o 0 1 222

Equipment (62.9%) (14.8%) (0%) (0%) (2.7%) (8L-4%)
12.3 Use Type-

setting 16 4 1 1 1 23%

Equipment (59.2%) (14.8%) (3-7%) (3.7%) (3.7%) (85.1%)
12.4 Perform

System

Trouble 13 s 5 o 1 24

Shooting (48.1%) (18.5%) (18-5%) (0%) (3-7%) (88.8%)
12.5 Write .

Special 22 1 (o] 0o 1 24

pPrograns (81.5%) (3-7%) (0%) (0%) (3.7%) (88.9%)
12.6 Supervise

other 9 s 7 1 3 253

Operators (33.3%) (18.5%) (25.9%) (3.7%) (11.1%) (92-5%)

'one participant (3.7%) did not provide this datum.
2pive participants (18.5%) did not provide these data.
SFour participants (14.8%) did not provide these data.
‘“Three particilpants (11.1%) did not provide these data.
“Pwo parcticipants (7.4%) did not provide these data.
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CHAPTER IV

Summary, Findings, Conclusions, Recommendations

and Observations Derived from The Study

Introduction

chapter I of this thesis included a detailed outline of

the research design anu the methodology that was used to bring

this study to its conclusion. contents of Chapter I also

contained the problem statement, the subproblems, the need and

significance of the study, the research population and the

procedure used in selection of the participants, the

delimitations and limitations of the investigation, the

research assumptions, the instrumentation and the instrument

design, a description o¢f the Pilot Study, operational

definitions applicable to the research, and the methodology

used to collect the -“zt~ for analysis.
Chapter II is titled wRelated Literature and Research"
and is divided into two sections: related literature and

related research.

In Chapter III data that were collected with the research

instrument are analyzed. These data were presented in. tabular

and narrative form for ease of presentation and interpretation

by the reader.

The final chapter of this report, Chapter IV, is divided

into four related and integrated sections. The first section

contains a summary of the research methodology: the second and
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third parts include the findings and conclusions and the
recommendations from the research to those concerned with
conducting research oOr designing curriculum for word
processing courses. In the fourth section can be found
observations made by the researcher while conducting the

various stages of the investigation.
Summary

The concept of word processing or producing written
communication has existed since man’s earliest attempt at
recording information. This concept has evolved through
several technological stages to facilitate the phenomenal
growth of producing written correspondence with more efficient
and more economical methods. The electronic information age
of the 1990s demands that reams of information be supplied
immediately and accurately——and today’s modern technology is
meeting this demanding pace.

First the manual and then the electric typewriters
developed in the first half of the Twentieth Century Qere
important contributors to the production of information in the
expanding field of office services. This equipment soon
became archaic as automated electronic equipment emerged in
the 1960s and 1970s, then flooded the market in the next
decade, changing not only how written information was produced
and stored but the whole structure of the office environment.

Business educators faced a tremendous challenge as they

105



sought ways to keep the business education curriculum up to

date and to replace old equipment with the new emerging

technology. It became readily apparent that traditional

methods and materials needed to be adjusted to keep pace with

the changing office environment.

The Problem

The research problem and major purpose of this study was

to determine the job word processing competencies that are

required of office employees who are word processing operators

in business offices within the service area of the city of

vYyorkton, Saskatchewan.

In support of this major problem, the following sub-

problems were formulated:

To identify the employment positions that exist in
business offices in the Yorkton area that require the

employee to possess word processing competencies.

To identify the types of word processing equipment and

software in current use in business offices in the

Yorkton area that require word processing competencies.

’

To determine what job word processing competencies are
required by those who £i11 word processing positions in
pusiness offices in an ex-urban area,

as determined from

the frequency of operation.

To determine what the keyboarding speed and accuracy
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recruitment reguirements are for entry-level word

processing operators in business offices in the Yorkton

area.

Populaﬁion and Selection of Participants

The population of the study consisted of 27 word
processing operators oOr supervisors from business offices
(companies) in the Yorkton area that employed.a.minimum of ten
enmployees and +hat used electronic word processing equipment
for processing information for an average of at least two
hours a day for five days a week or ten hours a week.

To identify this population a list of businesses withir
a radius of 50 km of the city of Yorkton that employed at
least ten employees Wwas selected at random from a database
provided by Brock and Associates. This list contained a total
of 184 businesses. The researcher contacted every second
pusiness on the 1list (92 businesses) to determine which of
these used word processing for an average of at ieast two
hours a day or ten hours a week in their information
processing systems. of the 92 businesses contacted, 27 met
the criteria set forth in this study and z2°1 27 contacts at
these businesses agreed to participate in the researchl These
27 became the research population.

The following selection criteria were established to

select the businesses as research participants:
Had to be located either in the city of Yorkton or within
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a radius of 50 km of the city.
Had to employ at least ten employees.

Had to use word processing'competencies for an average of

at least two hours a day or ten hours per week in their

information processing systems.

The Research Instrument

The research instrument selected for use with this study

was a two-part gquestionraire. Part A of the questionnaire was

used to collect demographic data that identified the size of

the business, the positions in these businesses that required

word processing competencies, the number of word processing

positions within that business, the equipment and programs

used for word processing functions, and the recruitment

requirements for individuals who filled positions that

required word processing competencies.

Part B of the gquestionnaire listed the general areas of

word processing competencies that were not machine specific

for the occupation of word processing operator and the

enabling skills within each of these general areas. A 5-point

»

Likert scale was used by the participants to rate each

enabling skill. The choices offered the participants were:

"Yery Seldom," "geldom, " "Ooccasionally," "Frequently," and

"yvery Frequently."

The draft instrument was reviewed by a specialist in

instrument design from the Department of Educational
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psychology, Faculty of Education, University of Alberta. Frcm
this review the suggested adjustments and revisions were made
py this researcher to produce the guestionnaire in its f£iaz)

form. .The research instrument was then used in a Pilot Study.

The Pilot Study

The pilot study was conducted by the researcher with
three word processing operators who met the criteria for
selecting participants and who agreed to assist in this phase
of the research. These individuals were not involved in the
major study. The participants that were selected for the
pilot study were readily available to the researcher and could
readily identify any problems with the questionnaire. Each
participant received a copy of the questionnaire and was asked
to record the time it took for completion and to identify any
questions oOr instructions that were ambiguous Or poorly
written. After completing the questionnaire, each participant
was interviewed. From this interview it was determined that
the gquestionnaire would take between 20 to 25 minutes to
complete and that all questions and instructions were clear

and specific. No further revisions were made to the research

]

instrument.

Need for the Study

Word prc cessing today is automatically jdentified with
automated equipment and trained personnel, "producing written

communication at top speed, with the greatest accuracy, the
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least effort, and the lowest possible cost" (Jacobson, 1986,

p- 5)- Curriculum planners and educators of business

education, or office education as it has been renamed by

several institutions, are still faced with the problem of

constantly revising the curriculum to prepare students for the

ever-changing business office.
Changes should stem from communication with area
business offices to determine competencies needed
by the entry-level word processing operator. A
needs assessment of the offices where the student
seeks employment is the initial step preparatory to
curriculum implementation. (Persons, 1986, p. 27)
The main purpose of this study was to determine the word
processing needs of prospective office employees in business

offices in the Yorkton area. This informaticn could help the

coordinators up-date the curriculum of the ten-month SIAST
(Saskatchewan Institute of Applied Science and Technology)

office Education Program which is offered there.

Methodology

Following the Pilot Study of the gquestionnaire, this
research instrument, together with a covering letter which
included a deadline date, was either hand delivered or mailed
to the 27 participants of the study. Self-addressed.stamped
envelopes were also enclosed with the questionnaire packets
that were mailed. The 21 hand-delivered questionnaires were
all picked up by the researcher within four days' time and the
6 mailed questionnaires were all completed and returned within

eight days' time. This represented a 100% rate of return;

110



consequently, a follow-up procedure was not necessary.

The data from the research instruments were calculated
into frequencies and percentages by the 'researcher and
presented in Chapter ITII of +this study in tabular and
narrative form. These frequencies and percentages were

analyzed and findings of this study were formulated.

Related Research

The researcher conducted an information retrieval search
of the ERIC database and a manual search of the standard
indices for reporting the findings in educational research
that investigated 3job word prccessing skills needed by
employees employed as word processing operators. From this
search a total of 35 citations (hits) were obtained from ERIC
which included abstracts of journal articles, education
reports, and doctoral dissertations. A review of these
abstracts revealed that no research was reported that had been
completed in Canada that investigated Jjob word processing
competencies. Two doctoral dissertations were completed in
the United States——-Persons (1986) in Worchester,
Massachusetts, and Powell (1988) in Arkansas—--which did
investigate the word processing needs of Business
organizations in the respective areas.

The manual search of the theses and doctoral
dissertations shelved in the H. T. Ccoutts Library, Faculty of
Education, University of Alberta, produced two studies
completed at the University of Alberta which were related to
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the current study. One study was by Marchand (1985) and one

by Jacobson (1986). These studies and those of Persons and
Powell were reported under Related Research in Chapter II of
this study and are summarized in the following paragraphs.
The major purpose of Powell’s study (1988) was to
identify competencies required by word processing operators as
determined by word processing managers, operators, and

pusiness educators in the state of Arkansas. The significance
of importance of each related competency was identified per
group and contrasted with that of the other groups. The
competencies rated by all groups as "very important® for word
processing operators to possess included: maintaining
confidentiality, wusing correct grammar and punctuation,
proofreading and editing, and good communication skills. The
business educators had the highest mean scores for most of the
competencies, which indicated higher academic standards were
required by this group than the standards set by word
processing managers and operators. Microcomputers and memory
typewriters were the most popular egquipment used by the
educators, while stand—alone word Pprocessors were the most
popular equipment used by the businesses surveyed. The most
popular software packages used by both the educators and
businesses were WordsStar for word processing, Lotus 123 for
spreadsheets, and DBase for database management. The managers

in the population sample of Powell’s study predicted an

increase in the use of word processing equipment and an
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increase in the applicable tasks and competencies involved
with word processing. Powell concluded that the word
processing curriculum should reflect the pradfical skills and
varied tasks required for employment with this office concept.

Persons' study (1986) was done to identify the skill
requirements for entry-level word processing operators in
pbusiness organizations in the Worcester, Massachusetts, area.
The objective of this study was to assist business educators
with planning curricula and to communicate with local business
organizations so that future word processing applicants would
be Dbetter gualified for entry-level employment in the
Worcester area. From the data collected, Persons concluded
that skill improvement for word processing operators was
required in grammar /punctuation, composing correspondence,
proofreading, typing, math, telephone skills, general
bookkeeping, decision making, problem solving, and
interpersonal relationship skills. Specific training on word
processing equipment was not found necessary, but findings for
improving word processor operator training included having
more one-to-one vendor training and follow-up, more hands-on
experience, more teacher/student contact, more seminars and
field trips, more real-life work training, better basic
secretarial skills, and more stress on transcription skills.
persons' study emphasized the need to survey business offices
at regular intervals in order to establish a communication

1ink and to ensure that prospective word processing employees
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are taught the skills required in the marketplace.

The research conducted by Jacobson (1986) identified

employer expectations of the secretary who worked in an

automated office. These expectations were directed at what

equipment-related skills were needed, what communications
skills were regquired, what educational background was required
for job entry, and what human relations skills were required.
From the employers interviewed, Jacobson found that humanistic
and interpersonal skills were viewed as essential for anyone
seeking employment. The general educational environment
should stress that employees demonstrate an interest in work,
a conscientious, flexible and positive attitude, teamwork
ability, self-motivation, good Jjudgement, an ability ¢to
interpret written and oral instructions, and an ability to
take constructive criticism. The employers in Jacobson’s
study felt that today’s secretary who hopes to advance in a
secretarial career needed more intensive and |broader
managerial skills which included decision making, priority
setting, supervision, personal relationships, and
communications.

Marchand (1985) conducted a study in Alberta with
graduates from four non—university post—-secondary institutions
which compared entry level word processing enabling skills to
first year work skills used by these graduates. A comparison
was made between the enabling skills acquired through course

work and the word processing skills these individuals were
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using within one year of employment. of the 60 word
processing enabling skills identified in Marchand's study,
approximately one-half (28) were NOT being ﬁerformed either
vfrequently" or "very frequently” by the participants and were
eliminated as required skills for -he instructional content of
word processing courses. Approxirately one—quarter of the 60
enabling skills were rated as NOT having received either
adegquate or very adequate training by the respondents. The
same word processing competencies that received inadequate
preparation were also rated as seldomly used on the work scale
by the 82 word processing operators involved in the research.
Marchand concluded that formal word processing preparation
received by the graduates of the four institutions in Alberta
exceeded the competency requirements for word processing

operators in their first year of employment.

Findings and Conclusions

Demographic Information - General

The results of this study provide information from.27
supervisors or operators who used word processing equipment at
least two hours a day oOr +en hours a week and ‘n;ho were
employed at businesses with at least ten employees in or
within an area of a 50 km radius of the city of Yorkton. A
1ist of the businesses participating in this study can be
found in Appendix C on page 167.

According to the number of employees, the approximate
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sizes of the companies surveyed included 10 companies with 10
to 25 employees, 8 with 26 to 50 employees, 5 with 51 to 100
employees, and 4 with over 100 employees. Two—thirds (66.6%)
of these companies employed between 10 and 50 employees.
Companies of this size could be considered average for those
represented in this study.

There were at least 117 word processing employees in the
27 pbusinesses surveyed. An exact figure is not possible as
one of the choices to a question on the questionnaire was "3
to 5" employees; the figure 117 reflects the lowest figure of
this category. This averages approximately 4.3 employees who
required word processing competencies for each business.

It was found that the operators at 12 of the 27
businesses (44.4%) spent between 10 and 20 hours working at
word processing; at 11 of these businesses (40.7%) operators
spent from 21 to 30 hours on word processing equipment, and 4
(14.8%) of the participating companies had employees working
on word processing for 31 to 40 hours. The range of hours the
employees worked with word processing equipment was from a
minimum of 10 hours to a maximum of 40 hours.

According to the information provided, 10 of the 27
companies had a word processing center. From further analysis
of the gquestionnaires, it was found that one of these
companies had only one word processing operator, 4 had two
word processing operators, and 5 companies had between 3 to 5

word processing operators. of the remaining 17 companies that
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indicated they did not have a word processing center, 7 of
these companies employed more than 5 employees WwWho were
required to have word processing competenciés. From these
results, this researcher assumed that either the participants
misunderstood this question or that they were not familiar
with the term "word processing center."

Of the 27 businesses jncluded in the research, 16
indicated that word processing competencies were a requisite
when personnel were recruited for the positions that required
a knowledge of word processing. This represented 59.3% of the
research population. only two of the 27 businesses reported
they administered a word processing test when interviewing
personnel for these positions. One of these companies stated
that the prospective employee's knowledge and.proficiency'with
word processing were tested. The other company indicated
that speed and accuracy tests were administered to the
applicant. The speed requirement reported for these tests was
60 NWPM with 5 errors or less on a straight copy timing.

There were 70.4% of the participants who were of the
opinion that all of fice employees should be familiar with word
processing for entry-level employment. Participants were
divided on the opinion of whether or not a beginning word
processing operator should have the ability to operate a
variety of word processing programs. Twelve of the 27
participants felt the entry-level employees should possess

such skills, 11 did not, and 4 were unsure. The most popular
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software programs, in the opinion of 12 of the participants,

were WordPerfect 5.1, Lotus 123, and Microsoft Works.

Displaywrite, DBase and AccPac programs were also listed by
those involved in the research.

Additional comments made by the participants of the study
stressed the fact that entry-level word processing operators
should be familiar with some basic computer operation like DOS

(Disk Operating System) and know at least one popular word

processing program such as WordPerfect 5.1. Other comments
stated that word processing operators have basic secretarial

skills, have good keyboarding skills, and have the ability to
get along with others.

Significant Word Processing Competencies

The major purpose of this study was to determine the word
processing‘competencies that were required of office employees
who were word processing operators in business offices within
the service area of the city of Yorkton, Saskatchewan.

The word processing competency checklist in Part B of the
research questionnaire jdentified 60 enabling skills under 12
general areas of competence which may be performed by word
processing operators. These enabling skills weré rated
according to their frequency of use with a S5-point Likert
scale that included these choices: "yery Seldom," "Seldom,"
"Ooccasionally," "Frequently," and "Very Frequently."

The sequence in which the general areas of competence are

presented in this section follow the same sequence in the way
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they were presented on the research instrument. The sequence
for this section follows an identical sequence of the tables
found in Chapter 3.

Since the number of research participants (27) was
relatively small and for the purpose of adding significance to
the research findings, both the "Frequently" and "very
Frequently" ratings were aggregated. From this procedure, any
enabling skills with an aggregate percent of less than 40% was
eliminated from the research as a required word processing
competency to Dbe included in the content of a basic word
processing course.

From the research findings of the study, the twelve
significant word processing general areas of competence and
their enabling skills are identified in the following

paragraphs of this section.

General Area of Competence — 1. SET UP THE SYSTEM

Fre- Very Fre- Aggre-—
Enabling Skill quently quently gate
Turn the Machine On/Off 18.5% 59.3% 77.8%
Load/Access System Disk 11.1% 48 .1% 59.2%
Load or Access Work
Diskette or File 22.2% 59.2% 81.4%
Initialize a Disk 22.2% 22 .2% 44 .4%

All of the enabling skills that were used to SET UP THE
SYSTEM were retained because the aggregate for all four
enabling skills was above the 40% cut—-off point. These four
enabling skills should be included in basic word processing

training courses.
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General Area of Competence — 2. KEYBOARD (INPUT) - I

' ' Fre- Very Fre- Aggre-
Enabling Skill quently quently gate
Use Alpha/Numeric Keys 7.4% 81.5% 88.9%

Use Code and Function Keys
(underscoring, centering,

boldfacing, etc.) 14.8% 81.5% 96.3%
Use Cursor/Locator Keys 11.1% 85.2% 96.3%
Use Special System Keys 22.2% 37.0% 59.2%
Use Word Wrap-Aroun .

(On/Off) 11.1% 48.1% 59.2%
Use Decimal Alignment 11.1% 14.8% 25.9%

only one of the six enabling skills that formed the band
for KEYBOARD (INPUT) - I, "Decimal Alignment," was eliminated

from the research because the aggregate percentage for that

competence was below 40%. The remaining five enabling skills

should be part of a basic word processing instruction course.

General Area of Competence — 3. KEYBOARD (INPUT) - II

Fre- Very Fre- Aggre-
Enabling Skill quently quently gate
Use Headers/Footers
with Automatic
Page Numbering 14.8% 14.8% 29.6%
Paginate 25.9% 22.2% 48.1%
Use Multi-Columns 22.2% 11.1% 33.3%
Footnoting 0.0% 0.0% 0.0%
Use Super/Subscripts 0.0% 0.0% 0.0%
only one enabling skill, "paginate," was retained in the
general area of competence, KEYBOARD (INPUT) - II. The
percentage of use for the other four areas, "Use Headers and
Footers with Automatic Page Numbering," "Use Multi-Columns,"
"Footnoting," and "Use Subscripts and Superscripts," were

below the 40% cut-off point. These enabling skilis were
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eliminated from the study and, according to the results of the
study, weuld not be considered required skills for a basic
word processing course. The enabling skill vpaginate® would

pe considered a requirement in such a course.

General Area of Competence — 4. CREATE DOCUMENTS

Fre— Very Fre- Aggre-
Enabling Skill guently gquently gate

Format (setting tabs:

margins, line spacing,

pitch, etc.) 33.3% 48.1% 81.4%
Name Documents 18.5% 66.7% 85.2%
Use Prompts, Messages,

and Menus 22.2% 59.2% 81.4%
Use Stop Codes 18.5% 18.5% 37.0%

For the general area of competence, CREATE DOCUMENTS, the
enabling skill "Use Stop Codes" was eliminated because it was
performed only 37% of the time by the participants. The three
enabling skills "Format (setting tabs, margins, line spacing,
pitch, etc.)," "Name pDocuments," and "Use Prompts, Messages,
and Menus" were retained. These enabling skills should be
considered part of the content organizers for a basic word

processing course.

General Area of Competence — 5. REFORMAT TEXT .
Fre-— Very Fre- Aggre-
Enabling Skill quently quently gate

Restructure Margins,
Tabs, Line Spacing,

pitch, etc. 25.9% 33.3% 59.2%
Hyphenate 11.1% 14.8% 25.9%
Repaginate 14.8% 11.1% 25.9%
Justify 18.5% 29.6% 48.1%
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Two of the enabling skills that formed the band for

REFORMAT TEXT, "“Hyphenate" and "paginate," each had an

aggregate percentage of less than 40% and wére dropped from

the study. According to the results of the study,
wRestructure Margins, Tabs, Line Spacing, Pitch, ete.”™ and
nJustify" should be required enabling skills for a basic word

processing course to prepare operators with the skills

required for them to successfully perform their dutiss.

General Area of Competence - 6. MINOR CORRECTING AND PROCFING
Fre-— Very Fre- Aggre-
Enabling Skill quently quently gate
Delete, Insert,
and Replace Text 7.4% 66.7% 74.1%
Correct Characters
and Words while
Keyboarding 22.2% 55.5% 77.7%
Scroll (horizontally/
vertically) 7.4% 59.2% 66.6%
Change Margins, Tabs,
Line Spacing, etc. 22.2% 40.7% 62.9%

Because all of the enabling skills for the general area
of competence MINOR CORRECTING AND PROOFING were above the 40%
cut-off point, they were retained in the study. All of these
6 enabling skills should be included in a basic word

processing course.
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General Area of Competence = 7. WMAJOR EDITING AND REVISING

Fre- Very Fre—~ Aggre-
Enabling Skill quently quently gate
Move Blocks oxr Columns
of Text 25.9% 29.6% 55.5%
Delete, Insert, Replace
Blocks/Columns of Text 29.6% 40.7% 70.3%
Global Search and
Replace 22.2% 7.4% 29.6%
Use Spelling Verific-
ation 25.9% 37.0% 62.9%

The enabling skill "Using Global Search and Replace"' from
the band MAJOR EDITING AND REVISING had an aggregate percent
pelow +the 40% criteria for elimination; therefore, that
enabling skill was removed from the research and would not be
considered a required skill to be included in a basic word
processing course. The remaining three enabling skills in
this band should be part of the instructional content for a

course in basic word processing.

Ceneral Area of Comp=atence — 8. STORE AND FILE TEXT

Fre-— vVery Fre— Aggre-—
Enabling Skill quently quently gate

Store More Than One

Version of Document 11.1% 14.8% 25.9%
Delete Previous Versions

of Documents 22.2% 14.8% . 37.0%
Set Up and Maintain

Files/Records 40.7% 37.0% 77.7%
Copy File(s) or a Part

of File 25.9% 18.5% 44.4%

Two of the enabling skills found in the STORE AND FILE
TEXT band had an aggregate percentage of less than 40%. These
competencies; namely, "Store More Than One Version of
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Document" and "“Delete Previous Versions of Documents," were

eliminated from the research. The two enabling skills "Set Up

and Maintain Files/Records" and "CopY File(s) or a Part of

File" had an aggregate percentage that exceeded the cut-off

point and should be retained and considered as instructional

content for a basic word processing course.

General Area of Competence — 9. RECALL AND RETRIEVE TEXT

Fre— Very Fre-— Aggre-
Enabling Skill quently quently gate

Use Document Index

(Directory) 14.8% 59.2% 74.0%
Access Stored Text 11.1% 62.9% 74.0%
Selectively Display

Portions of Stored

Text 11.1% 25.9% 37.0%
Use Security Codes 3.7% 25.9% 29.6%

The band for RECALL AND RETRIEVE TEXT consisted of four
enabling skills. Two of these skills, "“Selectively Display
Portions of Stored Text" and "Use Security Codes," were below

the cut—off point of 40% and were removed from the study. The

two remaining enabling skills "Use Document Index (Directory)"

and "Access Stored Text" had an aggregate percent of 74% and

were retained. Both of these skills should be integrated as

*

course content for a basic word processing course.
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General Area of Competence -— 10. PRINT (OUTPUT) TEXT

' Fre- Very Fre- Aggre-
Enabling Skill guently quently gate
Start/Stop Printer 11.1% 74.1% 85.2%
_Set Up Printer Using
Menus or Special
Print Commands 22.2% 44 .4% 66.6%
Load Paper 14.8% 66.7% 81.5%
Print From Screen
or Storage ' 3.7% 81.5% 85.2%
Use Print Queues 11.1% 29.6% 40.7%
change Ribbons
or Print Wheels 14.8% 25.9% 40.7%
operate Automatic
Sheet Feeder 18.5% 44 .4% 62.9%

A1l seven enabling skills in the general area of
competence for the band PRINT (OUTPUT) TEXT were rated above
the 40% cut—-off point and were retained as part of the
findings of this study. All seven enabling skills in this

pband should be included in a basic word processing course.

General Area of Competence - 11. EXECUTE SPECIAL FEATURES

Fre- Very Fre-~ Aggre-
Enabling Skill quently quently gate

Use Forms 18.5% 14.8% 33.3%
Use Math or Arithmetic 11.1% 22.2% 33.3%
Sort/Select (Records

1.ist Processing) 3.7% 14.8% 18.5%
Merge (Form Letters) 22.2% 11.1% 33.3%
Assemble Document from .

a Number of Sources 11.1% 14.8% 25.9%
Use Communications

Features 11.1% 11.1% 22.2%
Use the System

bictionary 7.4% 37.0% 44.4%
Use Glossary, Key Stroke

save or Key Stroke

Storage 18.5% 18.5% 37.0%
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Of the eight enabling skills that formed the band EXECUTE

SPECIAL FEATURES, only one enabling skill, "Use System

Dictionary," met the 40% criteria for retention. The other

seven enabling skills did not meet this criterion, thus they

were dropped from the research. The results of this study

jndicate that the enabling skill "Use System Dictionary" from

this band of competencies should be part of the course content

for basic word processing.

General Area of Competence - 12. EXECUTE OTHER
SPECIALIZED FUNCTIONS

Fre- Very Fre- Aggre-
Enabling Skill quently quently gate

Use Graphics 7.4% 3.7% 11.1%
Use Photo-Composition

Equipment 0.0% 3.7% 3.7%
Use Typesetting

Equipment 3.7% 3.7% 7.4%
Perform System

Trouble Shocting 0.0% 3.7% 3.7%
Write Special Programs 0.0% 3.7% 3.7%
Supervise Other

Operators 3.7% 11.1% 14.8%

Because the enabling skills with general area of
competence EXECUTE OTHER SPECIALIZED FUNCTIONS did not meet
the requirements for 40% aggregate percentage frequency of
use, they were all eliminated from the study. Accoéding to

the results of this study, the enabling skills in this band

should not be included in a pasic word processing course.

In conclusion, of the 60 enabling skills that were
identified on the research guestionnaire used to collect data
for this study, 26 skills wvere not being performed either

126



vFrequently" or "Very Frequently" by the participants. These
enabling skills were eliminated from the study. As a result
of the elimination of these 26 enabling skills, these
competencies should not be included in basic word processing
courses if instructional content is to be relevant and
realistic. The remaining 34 competencies tiiat were performed
at least 40% of the time either "Frequently" or wWery
Frequently" should be retained and emphasized by curtficulum
planners and instructors of courses dealing with word
processing instruction if the students enrolled in these

courses are to develop the entry-level skills required in the

business world.

Positions Requiring Word Processing Competencies

It may be recalled that in addition to the major purpose
of this study, four subproblems were also formulated. One of
these subproblems was to identify the employment positions
that existed in business offices in the Yorkton area that
required the employee to possess word processing competencies.

From the collected data 77 job titles were identified as
positions that required a knowledge of word processing.
Although these titles varied greatly, the reéearcher
categorized these into three groups: (1) support staff, (2)
middle management, and (3) upper-level management.

Under the first category, support staff, were included
the following job titles: Secretary, listed 16/77 or 20.8%;

Administrative Assistant, listed 14/77 or 18.2%; Clerk-Typist,
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listed 11/77 or 14.3%; Receptionist, listed 11/77 or 14.3%;

and Word Processing Operator, listed 5/77 or 6.5%. Other
miscellaneous job titles such as Confideﬁtial Secretary,
Support Workers, Steno/Dicta-Typist, Copywriters, News
Reporters, Music Librarian, Health Records Technician,

Computer Operator, Executive Assistant, Accountant, Front Desk
Clerks were included in the first classification. Under the
middle management classification were found the following job
titles: Supervisor (2), Controller (2), Program Developer,
and Education Assistant. Categorized under the upper-level
management Jjob titles were: Manager, Administrator, and
Executive Director.

To generalize, office positions that require word
processing competencies are no longer confined to support
staff positions which are normally entry-level positions in
business offices. These skills are also being used by staff
that comprise middle and upper management. The traditional
title "“Secretary" was very much in existence to identify
office workers whose role required that they possess word
processing competencies. The Jjob title "administrative

Assistant," a more timely term, was also popular with the

research population, as well as the titles nCclerk-Typist” and

"Receptionist."

In conclusion, the employment positions that existed in
business offices in the Yorkton area that required the

employee to possess word processing competencies could not be
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determined by a specific job title. The five most common Jjob
titles - identified by the participants in the 'étudy' were
wgecretary," wadministrative Assistant," "wolerk—-Typist,"
“Recep;ionist,“ and "Word Processing operator." However,
because the range of job titles requiring word processing
operation was broad, the study does not conclude that these

five titles are exclusive to this requirement.

Word Processing Equipment and Software Used
in Research Area

A second subproblem of this study was to jdentify the
word processing equipment and software currently used in

business offices in the Yorkton area that required word

processing competencies.

(1) Eguipment

From the results of this study, it was found that
microcomputers were the most popular type of equipment that
were used to process correspondence in businesses in the .
vorkton service area. Fifty percent or 60/120 units of
equipment listed by the participants were microcomputers with
the majority of these being IBM models Or IBM compatiples (54
out of 60). Other models of microcomputers that were used by
participants included Tandy, Laser, apple, and Duncan.

The businesses surveyed indicated they had 28 electronic
typewriters on which word processing could be accomplished.

The most popular trade name was sharp (10 out of 28), followed
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closely by IBM (9 out of 128). other models of electronic

typewriters that were identified included Xerox, Nakajima,

Panasonic, and Olympia-

Eleven dedicated word processors were used by the

businesses in this study. The most popular model was IBM (8

out of 11), two Xerox Memorywriters, and one Olytext 20.

Oother equipment that was jdentified that could be used

with word processing were mainframe computers (2 IBM and 1

Ford) and Digital nmini computers.

(2) Software

The most popular word processing software package used by

the businesses survey=d was WordPerfect (5.0 and 5.1) which

was listed 16 times out of a total listing of 30. other word

processing packages jdentified were Displaywrite 4 (listed 3

times) and First Choice {(listed twice). The following

software packages were l1isted once: Lex, Framework, Webster's

New World Writer, PC Write, Appleworks, PC II System,

Easywriter, IBM Textpack 6, and AS 400.

Lotus 123 was the most popular spreadsheet software

program which was listed 11 times out of 23. Other

spreadsheet packages reported were: Microsoft, Supercalc,

QuatroPro, 20/20, E.S.S., vP Planner, Paradox, pPC II System,

AccPac, and Internal System.

The most popular software program used for Database

Management was D-Base III (5/12). Other programs used were

Microsoft Works (3/12), paradox, PC II Systenm, PC/PF File.
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Analysis of data showed that no software program for
Graphics was rated the most popular, although seven programs
that included graphics Wwere listed once and included:
Timeline, Newsmaker, painted, Supercalc 4, VP Planner, Lotus
123, and Printshop.

Two software packages were identified for use for Desktop
Publishing. These were Newsroom and Pagemaker.

There were a number of software packages listed under
tother." These were all accounting packages and included
Quicken, Formtool, AccPac Plus, PC Document Analyzer, and MIG
for Accounts. No software packages were identified that had
communications capability.

To summarize the findings for the most popular word
processing equipment and software used in 27 businesses that
employed word processing operators in the Yorkton area, it was
found that IBM computers or IBM conmpatibles were the most
popular equipnent used, and the most popular word processing
software package used was WoerdPerfect. Lotus 123 was the most
popular spreadsheet program used and D-Base III was the most
popular database management program used. There were no
preferences shown for software used with graphics,

communications, or desktop publishing.

Additional Word Processing competencies Required

The third subproblem of this study was to identify
additional word processing competencies required by those who
£il1ll word processing positions in business offices in an
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ex—urban area such as the Yorkton area. Five of the
respondents of the study indicated that all entry—-level office
employees be familiar with basic DOS (disk oyr2rating system)
or basic computer knowledge. Two respondents indicated that
keyboarding and typing skills were necessary. Two other
responses indicated that word processing operators should have
basic secretarial skills and that they should be able to get
along with others.

The conclusion of this subproblem would indicate that
office employees who perform word processing duties in
business offices in the Yorkton area should be familiar with
bagic computer operation functions as well as the word

processing competecies identified in this study, and should

possess good secretarial and human relations skills.

Keyboarding Speed and Accuracy
Recruitment Regquirements

Since only one respondent indicated that speed and
accuracy tests were given on the computer to prospective
employees for positions that required word processing
competencies with a business concern, this did not represent
a significant portion of the research population; therefore,

no speed and accuracy requirements can be deduced from the

data collected from this study.
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Recommendations Derived From The study

The findings and conclusions of this study terminate in
recommendations for those who design and teach word processing
courses in office education programs. The findings and
conclusions are derived from the analysis of the data that

were collected with the research instrument.

Recommendations to Curriculum Planners

A major f£inding of this study was that 34 of the 60
enabling skills identified in Part B of the guestionnaire were
being performed either "Frequently" or "Very Frequently" by
word processing operators in business offices in the Yorkton
area. &8 a result of this finding, it is recommended that
curriculum planners and instructors of basic or one-year word
processing courses in Saskatchewan review these findings and
include in the design of their courses the 34 enabling skills
that were identified. The other enabling skills that were
performed less frequently could be taught at an advanced level
or for enhancement with students who finish the course early.

The general areas of competence and the enabling skills
that could be used as content organizers for a course to
prepare learners with basic word processing skills should

include the following:
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General Area of Competence - 1. SET UP THE SYSTEM

Enabling Skill

Turn the Machine On/Off
load/Access System Disk

Load or Access Work Diskette or File
Initialize a Disk

General Area of Competence - 2. KEYBOARD (INPUT)

Enabling Skill

Use Alpha/Numeric Keys
Use Code and Function Keys

(underscoring, centering, boldfacing, etc.)
Use cursor/Locator Keys

Use Special System Keys

Use Word Wrap-Around {On/Off)
Paginate

General Area of Competence - 3. CREATE DOCUMENTS

Enabling Skill

Format (setting tabs, margins, line spacing,
pitch, etc.)

Name Documents

Use Prompts, Messages, and Menus

General Area of Competence - 4. REFORMAT TEXT

Enabling Skill

Restructure Margins, Tabs, Line Spacing,
Pitch, etc.
Justify

General Area of Competence - 5. MINOR CORRECTING AND
PROOFING

Enabling Skill

Delete, Insert, and Replace Text

Correct Characters and Words While
Keyboarding

Scroll,(horizontally/vertically)

Change Margins, Tabs, Line Spacing, etc.
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General Area of Competence - 6. MAJOR EDITING AND
REVISING
Enabling Skill

Move Biocks or Columns of Text

Delete, Insert, Replace Blocks/Columns
of Text

Use Spelling Verification

General Area of Competence = 7. STORE AND FILE TEXT
Enabling Skill

Set Up and Maintain Files/Records
Copy File(s) or a Part of File

General Area cof Competence - 8. RECALL AND RETRIEVE
TEXT
Enabling Skill

Use Document Index (Directory)
Access Stored Text

General Area of Competence — 9. PRINT (OUTPUT) TEXT
Enabling Skill

Start/Stop Printer )

Set Up Printer Using Menus or Special
Print Commands

Load Paper

Print from Screen or Storage

Use Print Queues

Change Ribbons or Print Wheels

Operate Automatic Sheet Feeder

Use the System Dictionary

Specialists in Developing a Curriculum (DACUM) process to

jidentify instructional content recommend that a band which

consists of a general area of competence have no fewer than

two enabling skills within the band. Consequently, the

enabling skill

"yse the System Dictionary" was placed in

General Area of Competence - 9. PRINT (OUTPUT) TEXT.
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Recommendations to Continuing Education Personnel
A second major finding of this study was the type of

equipment and software that is popular for use with word

processing in the Yorkton area. Non—-university post—secondary

education institutions such as the Saskatchewan Institute of
Applied Science and Technology (SIAST) should be aware of this

information when implementing word processing courses 1in

outreach areas through the Regional Colleges throughout

Saskatchewan. These courses should be specifically designed

for adult students who are either entering the Jjob market for
the first time, are re—entering the job market after prolonged
absence, or are seeking retraining in their present positions.
The training should provide these students with salable skills
on egquipment and programs in current use so that their
transition into the workplace or into new careers can be as
stress—-free as possible.

A cooperative form of education between business/
industry and the educational institute would prove beneficial
to both the student and the business/industry in acquiring and
providing the necessary skills and knowledge required for
success on the job. This cooperative form of education would
prove beneficial to both student and institution because
students would learn of the most recent office technology
being used and would gain practical experience, and
institutions could up-—-date their programs and their equipment

as well as provide their instruactors with inservice training.
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The prospective employee should realize the importance of
word processing training either for entry—level positions or
middle/upper management positions in the variety of office
careers which are labelled under many Jjob titles. These
employees must be aware that, to be successful, they should be
abiw to perform the word processing enabling skills identified
from this study. The aspiring individuals who enter this
occupation should also realize that to be successful and
progressive in an office career, continuing education with
electronic equipment and software programs should be an
ongoing activity and part of the job.

The skills and competencies ijdentified in this research
should be reviewed periodically s© that word processing
courses are kept dynamic and current with office demands,
evolving technology, and software. Similarly, the equipment,
the software, and the instructional materials in office
education preograms should be up—dated on a regular basis to
keep pace with the changing office environment.

Supervisors of word processing personnel should attempt
to match employees with the equipment and programs on which
these personnel were trained and provide in—-service training
to those with a different orientation. These Supervisors
should be supportive of student work experience programs with
office education courses at local educational institutions so
that the students in these courses could make the transition

from education to work more easily and successfully. Word
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processing supervisors should allow word processing operators
to further enhance their expertise by providing assistance and

support for further education and professional activities.

Recommendations for Further Research

It is recommended that this research be replicated in the
two largest urban centers in Saskatchewan, Regina and
Saskatoon, to compare the results from those studies with the

results of this study to determine if there is a general

relationship. Curriculum could be developed that would allow

students greater occupational mobility. Such a study might

use the results of this research as its base to identify

additional areas of word processing competencies and enabling
skills that were not identified in the current study.

It is recommended that research be conducted to identify
the interpersonal skills that are required of word processing
operators so that these skills can become part of the
instructional content of courses that are used to prepare word
processing operators. Should this research be conducted, the
results could be integrated with the enabling skills required
of word processing operators so that a well-rounded operator
would emerge from such courses.

A similar study could be conducted on a quinquennial
basis to identify the current technology ~ir- = has evolved and
is being used in business and to .. .~uify the software
packages that are being used to supgnIrt that technology.

Educators and curriculum planners wor ld then become aware of
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the word processing equipment in use, both hardware and
software; and the curriculum they offer could be modified to
produce competent word processing operators with the necessary
skills. As a result of such research, the DACUM chart for a

word processing operator could be readily up-dated.
Observations

In the course of conducting this study, the researcher
made several observations which do not have a direct bearing
on the results of the study, but may be of interest or of
benefit to those researchers who may be conducting similar
studies in this area.

The research participants of this study were eager to
participate and were very cooperative and prompt in completing
and returning the research gquestionnaires. It was evident
from the initial telephone contacts made to solicit
participants and with the 100% rate of return of completed
questionnaires that those who participated in the study had a
great deal of interest in the research. This was reinforced
when several participants indicated to the researcher that
they were pleased to be a part of the study.

Another observation of the researcher was that the
personal contact the researcher had with participants gave
them a chance to inguire more about the study and its
implications for them. This contact also provided the

researcher with the opportunity to ingquire whether the
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participant ‘had any problems with the guestionnaire. It was
through this contact that the researcher became aware of the
fact that when no response was circled on Part B of the
guestionnaire that was used to indicate that a particular
enabling word processing skill was NEVER used. This choice

was not available to the respondents on the research

instrument. During these personal contacts, research
participants were encouraged to make telephone contact with
the researcher if they had any problems or concerns about the
research instrument. Only one such inquiry was made.

An initial observation of this study was that the number
of businesses in the Yorkton area that used word processing in
their daily operations was surprisingly low. Twenty-seven of
the 92 businesses contacted used word processing, which
represented less than one-third of the total population
(29.3%). The researcher made the assumption that a larger
number of businesses used word processing for their business
correspondence. The 27 businesses involved in the study,
however, did use word processing quite extensively. Several
of the businesses who did not iuse word processing at the time
of the initial telephone contact had indicated that this
office concept was being planned for in the near future. A
number of these contacts inquired about the availability of
word processing courses for themselves or for their employees.

It was observed from the responses to one of the

guestions on the gquestionnaire that the term "word processing
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center" was not understood by some of the participants. Close
examination of the questionnaires revealed that 5 of the 10
respondents that indicated that their company had a word
processing center had 3 to 5 word processing employees, 4 had
only 2 word processing employees, and one respondent had only
one word processing employee. This term should be clarified

or reworded when used in applicable studies in the future.
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APPENDIX A

in this appendix can be found a copy of the covering

letter that was sent to 27 word processing operators or

supervisors selected as the research population.

Also included in this appendix is a copy of the research

questionnaire that was enclosed with the covering letter.
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1822 Manitoba Avenue
Yorkton, SK
S3M 3G8

(Current Date )

(Return Address of pParticipant)

Dear (Participant):

Thank you for agreeing to complete a research questionnai\re for the
study I am conducting entitied ™A Study to Identify Word Processing
Competencies in office Positions in the Yorkten, Saskatchewan,
Area." As I explained to you during our telephone conversation, it
is hoped that the results of this research may be used to design
neaningful word processing courses at the post~secondary level.

After completing the questionnaire, please return it to me in the
enclosed stamped and self—-addressed envelope. The deadline date
for returning the questionnaire is May 3, 1991. X would appreciate
your honoring this date so that the research work can be completed
according tc an established time schedule.

The information you provide on this questionnaire will be used only
for research purposes and will be treated as privileged
information. Should you wish to withdraw from the research at any
time, you may do so without prejudice. At the conclusion of this
study all questiornaires will be destroyed. A copy of the abstract
of the study will be available to those who participate in the
research.

Thank you again for your cooperation. Please feel free to contact
me at 782-0370 or 783-8576 if you have any questions about the
questionnaire.

Sincerely,

Ms. Bernice Ewachow

Enclosures: Questionnaire
Stanped self-addressed envelope
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WORD FROCESSING SUFERVISOR/CFERATOR

CUEST 1ONNAIFRE
1D

INSTRUCT IONS: Flease answer the fcllcowving questicns to the best
of your ability. It is nct necessary to identify ycurself on the
questicnnaire. The number in the upper right corner of this
quest icnnaire is for feollow—up purposes cnly. All infovmation
will be kept confidential and vill be repcrted as graoup data.

‘For the purpose of this study, word prccessing is defined as “a
method of producting written communication &t top speed, with. the
greatest accuracy, the least effort, and the lovest possible
cost, through ¢the combhined use cf proper procedures, sutomated
equipment, and trained personnel.” -

Your ccooperation in filling ocut this

questionnaire is iaportant
and areatly appreciated.

PART A: Flease place a check mark () beside your desired
response and/or respond by writing in the space provided vhenever
required.

FOR OFFICE
USE ONLY
1. What is the approximate size of your company? "
1) One to 25 employees
C2) 26 to S0 employees
<32 S1 to 100 employees
<4) Over 100 employees . ___(5)
2. How many ehployees do you have that require
word pracessing competencies?
<12 One
- <25 Two
3> 3 te S 6)
(D] gver S: FPlease specify _,(
2. Is word processing a requisite for the
recruitment of eaplcyees in the pocsitions
identified in number 2 above?
1) Yes :
«2) No ()
32 Not sure —_—
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S.

wnat Are the Job titles in your company that
reqQuire word proecessing competencies?

(Chectz all tnoeseé that apply?

€12 Wora Processing Uperatcr
[l Secretary

37 Clert: Typist

(&3 : Fecepticnist

5 Administrative Asgistant
(ED gther: Flease specify

Wwhat type of equipment does your company use
for uord-processing? (Flease indicate the
NUMBER of stations for each in the blank at
the LEFT and the NAME OF THE EQUIFPMENT in the
blank at the riant.)

170t OFFICL
ysSt. OnLy

—— ) —

NUMEBER: NAME:

12 Electrenic typewriters

2 tord processors

(3> Nicrccééputers—

<4) Other: Flease specify:

What software paékages are your word

processing operators required to operate?
Flease check all that apply and specify the
name of the package ia the blank to the riaht
(WordPer fact, Lotus 1,2,3, etc.).

‘SPECIFY NAME:

1) Nofd Processing

2) Spreadsheet

) Data BRase tianagement
4?2 Gr aphics

(&= Communications

6> Desittop FPublishing
<7 Other
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FOR OrFICy
uSL ONLY

7- Does your ccmpany have a centralaizec weorc —_

processing center?”

Lty ______Yes

2y __ ___No

37 ___ _fNot sure (25}
8. Approximately hov many hours per weel: (on the

aver age peyv operator) doe cperatars spend

using word processing competencies at your

coempany?

<12 10 to 20 heours

2> 21 to 30 hours

3) 31 to 40 hours . -

[CD] gver <4Q hours 126)
9. are employment tests aiven on the computer

wvhen interviewing praspective employees for

positions that require word praocessing

competencies?

1) Yes

2z No

3 Not sure (27)
x IF YES, ANSWER QUESTIONS 10, 11 AND 1%2. IF NOT, GO
TO #13.
10. Do these employment tests include straiaht—caopy

timed keyboarding tests?

1y Yes

2y_____ No.

(e Not sure (28)
11. What are the keyboarding speed/accuracy

requirements for the tests in #1077

1) 40 NWEM

2> SO NWFE

3) 6Q NWPM

<4) OTHER: Please specify

{3) _No speed/accuracy tests given (29)
12. What is the errovr allowance on the tests in #107

1) S errors or less

) 6 errors

¢3)______7 errors or more

4) No speed/accuracy tests given (30)
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13-

14.

15.

In your cpinicao, should all office emplcyees
have word processing competencies tor entry—
level employment?

[ S yves
=) No
32 Not sure

In your cpinicn, should a beginning word
prcacessing cperatar be able T operato
var icus word processing saftuare programs?

1) Yes
(474 No
3 Not sure

If “YES, ™ FLEASE IDENTIFY WHICH PROGRAMS:

rov QrriIce
ust OnLYy

(3

v (32)

Please identify any related knouledge or
skiills that you feel entry-level word
processing operators should have which may
have been omitted in this questiocnnaire:
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FART &= WORD FROCESSING CDﬁPETENC\ES CHECHLIST

_isted below are a number of functions that may
uverd processing cperators. The scale is to gather infoermation on
the frequency <f individual word processiad fun-ticns  that are
actually being per formed <n the Jjob-

be per formed by

Flease read. each word processing function carefully, and CIRCLE
the appropriate response accordina tc

the RESFONSE KEY.

REESFONSE HEY:

Very Seldom (!§)'
Seldom €S?
Occasicnally Q)
Frequently (F)

UL&?POP

. Very Frequently VrED de'OFFlCE
USE ONLY

1. SET UF THE SYSTEM vss o F v |_____2
1.1 Turn the machine on and off. - - 1 2 2% S S ___(S)
1.2 Leoad or access system disk . . - 1 2 T & S (6)
1.2 tLcad cor access work diskette

or file@ <« = = =« = =« = = = == ° -~ 1. z 2 4 S (7)
1.4 1lnitialize a disk . - - - - - - it 2 = 4 S (8)
2. KEYEBOARD CINFUTY - I
2.1 Use alpha and numeric keys . - - 1 =z Z 4 S (9)

2.2 Use code and function keys
(underscorinag, centering, etc.’. 1

N
©
5
)

(10)
(1)
(12)

2.5 Use word wr ap—around (Ccnsaf€d). - 1 2 = a5 (13)

2.2 Use cursor or joacator keys-

.
.
[N
O]
&
4}

2.4 Use special system keys - - - - 1

X
0
&
o

2.6 Decimal alignment . - - -« - ° ° 1 2

0]
5
4]

(14)
3. KEYEOARD CINPUT) — LI

2.1 Use headers and footers with - .
automatic page numbering . -

(15)

3.2 Paginate - (16)

T 2

%)
&H
th
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7.

7.1

- 772 TDelete, insert, replace blocks/

e multi-—-columns . e .

Fomtnoting - - - - -

Use subscripts and superscripts.

CREATE DOCUMENTS

Format (setting tabs, margl
spacing, pitch, etc.? - -

Name dccuments . . - - - -

ns,

Use prcmpts, messages, and menus 1

Use stop codes - - - - - -

REFORMAT TEXT

Restructure margins, tabs,
spacing, pitch, etc. . - -

line

Hyphenate (manual and automatic) 1

Repaginate . - . - - - - <

Justify - « o o « = =2 <« -~

MINOR CORRECTING AND PROOF 1M

pelete, insert, and veplace Text 1

Correct characters and words

while keybecardinag . - -« -

Scroll (horizontally and vertically

to review text) e« A e e =

Change margins, tabs, line spacina,

EtCa « o = = o e & s =

MAJOR EDITING AND REVISING

Move blocks or columns of ‘text .

columns cf text e e e e e
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g § 0O T V&
1 - 2 < S
1oz =204 S
1 2z 2 4 5
line
.1 = o] < S
.1 =z 3 4 S
z = 4 S
.1 =z 3 4 3
.1 2 2 4 S
2 3 4 S
.1 2 3 4 5
.1 2z =3 4 S
2 2 4 S
.1 2 2 4 S
.1 2 = 4°° 5
- z = 4 =
1 z°2 4 S
. 1-2 = 4 S

USC OnLy

(17)
(18)
(19)

(20)
(21)
(22)
(23)

(24)
(25)
(26)
(27)

(28)

(29
__@n

3

___(32)

___ (33

FOR ORF (CE

2



w
N

1Q.

1Q0.1

10.2

©1Q.3

10.4

10.5

10.6

10.7

Vs S
Use fialabal Search and Feplace P § =
Use Spellina Verification . . - 1 pid
STORE AND FILE TEXT
Store mora2 than <one versién o f
a document o . - e o= o= s st 1 =

Deleta -7 #vicus versions o f
document s

B L 1 =

Set up files and maintain
records .

B T 1

Copy file(s) or a part of a file 1 2

RECALL AND RETRIEVE TEXT
Use document index ¢(directory) - 1 2

Access stored text . + < e+ e - - 1 2
Selectively display portions of
stored text, such as a speci fic
page . - - - - = = °

N

R |

Use security codes . - . - - - = 1 2

PRINT (OUTFPUT) TEXT e

Startlstop.printer P ¢ 2

Set up printer using menus Or
special print commands . .

Load paper . - - + - = ° = = ° 1 z
Print from screen cor storage
Use print queues . . - - - - . . 1 2
Change ribbons or print gheels .1 2

Operate automatic cheet feeder . 1

N

D]

D]

8]

o)

3]

0]

NG IR O I O ©)

W

E)

&}

&}

th

[

L}

(4]

[4)

t

th

4]

w

4]

th

wt

&}

FOR OFFICL
USE ONLY

- (39)
___(35)

(36

.__; (37)
. (38)

__(39)




FUd Uil
st onLy
vsE S o v _ s —
11. EXECUTE SPECIAL FEATUFRES
L1.1 Use faems o = - =+ =t st occ 1 o 3 =+ S ___(51)
11.2 U<, math or arithmetic . . . - - 1 z = % 5 R (52)
11.2 Scrt and Select (Fecovrds/List .
Frocessinal) - - - = = s T 1 2 = & 3 _{(53)
11.4 Merqge (Form Letters) - - - - - - T z 3 & 5 - (54)
11.5 Assemble a document from a
number <f scurces - - - < = ° ° 1. = 2 4 S ___\(‘5.5)
11.6 Use communicaticns features - - 1 =z 3 4 S ___ (s6)
11.7 Use the system dicticnary - - - 1 z 3 4 S __ (57}
11.8 Use Glossary, ey Stroke Save,
or other hkey stroke stcorage
featur@s - - = = = = = = = = °° i1 z 2 4 S ___(58)
12. EXECUTE OTHER SPECIALIZED FUNCTIONS
12.1 Use araphics - - - - - - ° =~ .1 2 = 4 S ___(59)
12.2 Use photocomposition equipment . 1 2 3 4 5 o (60)
12.2 Use types_etting equipment . - - 1 2 3 4 S — (61)
12.4 Per form system ¢rouble—shooting 1 2 3 < 5 ___ (s2)
12.5 Write special programs R 2 3 4 S ___(63)
12.6 Supervise other operators . - - 1 2 3 4 5 ___ (64)
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APPENDIX B

In this appendix can be found a copy of Part B of

Marchand's research guestionnaire in the study To Compare

Entry Level Word Processing Enabling Skills to First Year Work

Skills, 1985.

NOTET APPENDIX B has been taken out due to copyright restrictions.

(pages 159 - 165)
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APPENDIX C

BUSINESSES PARTICIPATING IN THE STUDY
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PARTICIPATING BUSINESSES

Anderson Lodge, Yorkton, SK

city of Yorkton, Yorkton, SK

Ducks Unlimited, Yorkton, SK

I.ogan Stevens Equipment Rental, Yorkton, SK
Gourmet Cup, Yorkton, SK

Harvest Meats Ltd., Yorkton, SK

I.eon-Ram Enterprises Inc.., Yorkton, SK

Morris Industries Ltd., Yorkton, SK

Parker & Quine Chartered Accountants, Yorkton, SK
parkland Agriplex, Yorkton, SK

Potzus Construction Ltd., Yorkton, SX

Royal Ford Lincoln Mercury Ltd., Yorkton, SK
Sacred Hear: High School, Yorkton, SK

Shelwin House, Yorkton, SK

Toronto Dominion Bank, Yorkton, SK

Western Grocers, Yorkton, SK

vYorkton Broadcasting Co. Ltd., Yorkton, SK
Yorkton Credit Union Administration Office, Yorkton, SK
Yorkton Tribal Administration, Inc., Yorkton, SK
Yorkton Mental Health Center, vYorkton, SK
Yorkton Regional Adult Education, Yorkton, SK
Yorkton Regional High School, Yorkton, SK
Canora Home Care, Canora, SK

Sakimay Band Authority, Grenfell, SK

Kamsack School Unit 35, Kamsack, SK

Duck Mountain Lodge Ltd., Kamsack, SK

sSt. Paul Lutheran Home, Melville, SK
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Name:

Birth:

Education:

Positions:

Memberships:

Travel:

VvV ITA
Bernice L. Ewachow
October 12, 1943; Canora, Saskatchewan

1991, University of Alberta, M.Ed.
1973, University of Regina, B.Ed.

Teacher Certification: Saskatchewan
Professional A Certificate

Instructor: Saskatchewan Institute of
Applied Science and Technology, Office
Education Program, Yorkton, SK, 1986-91;

Teacher: Yorkton Regional High School,

Teacher: Sturgis Composite High School,
Sturgis, SK, 1970-79;

Practical Office Experience, 1961-62.

Saskatchewan Business Teachers Association;

canadian Association for the Study of Adult
Education

canadian Association of Business Education
Teachers

saskatchewan Teachers’ Federation

Europe, England, Caribbean, Mexico, United
States, Canada.
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