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About this Guide 
 
 
 
What’s in this guide? 
 
1. General Program Information 
2. Instructing at Summit     
3. Personality Types & Learning Styles Applicable across all Summit programs 
4. Glossary of Common Terms 

 
5. SCRM in a Nutshell 
6. Program Pointers 
7. Program Timeline      
8. Program Outlines (Content & Objectives) 
9. Achievement Chart     Specific to SCRM 
10. Grading Schedules (unit-by-unit + overall) 
11. Resource List 
12. Lesson Plans by Unit 
 
 
 
How to use this guide: 
 

The SCRM  Teacher’s Guide contains material designed to help you to anticipate 
and adapt to students’ diverse needs and expectations as they return to an 
educational setting.  The guide also provides references to help you to interpret 
the program’s various components on different levels—a more general program 
timeline and outlines for easy reference,  
 

Note: 
 

Comprehensive lesson plans are available in the corresponding unit sections of 
this guide. These lesson plans provide more detailed direction on how to present 
each unit’s content clearly and insightfully to your students. Units 8, 9, and 11 
refer to and use additional/subject specific teacher’s guides.  

 

Lesson plans for units consist of: 
 
 A brief introduction to the subject matter covered in the unit, including its 

benefit to students.  
 The suggested unit length and summary of the mark breakdown 
 A list of the resources students and instructors will be using throughout the 

unit, along with any special notes regarding the use of these resources. 
 Where applicable, Grade Tracking Sheets for unit assignments. 
 Learning objectives for each lesson. 
 Required reading/viewing for each lesson. 
 Where applicable, handouts to be photocopied for students  
 Assignments / tests to be submitted to instructors for grading. 
 Where applicable, answer keys for assignments / tests 
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Student Guides: 
 

The SCRM Student Guides contain information about the overall program and its 
timeline, objectives, grading, and resources, as well as detailed information about 
content that students will work through their program, along with related readings 
and assignments.  
 
NOTE: Units 8, 9, and 11 refer to and use additional/subject specific guides.  
 
All the material in the Student Guides corresponds to the lesson plans and answer 
keys in the corresponding Teacher’s Guides.   
 
Students are instructed to answer some questions in the Student Guides and also 
to ask you, their instructor, for a separate sheet of paper to answer others.  
Students also have the option of completing assignments on the computer. 
Generally, it is recommended that you check each completed exercise to ensure 
students understand the material before moving on to the next topic; for 
exceptional students, only occasional ‘spot checks’ may be necessary.  You are to 
record the student’s progress in your own Tracking Binder, and then transfer that 
information onto the Progress Report for that student. 

 
IMPORTANT!  The Teacher’s Guides alone do not equip you with all you need 
to teach the program; much of what you need to know is in the Student Guide.  
Ensure that you read the Student Guide content before covering each unit in 
class—this will help to ground you in the subject matter so that you can relate 
better to the information that your students are expected to read and process.  You 
can look at this preparation as part of an overall effort to make the learning 
process as collaborative as possible:  you and your students are a team and you 
will learn from each other. 
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General Program Information 
 

Program Materials 
 
You will receive the following in your SCRM package: 

 
 SCRM Teacher’s Guides – for you. 
 
 SCRM Student Guides – for the student to keep. 
 
 All other resources listed in the Resource List section of this guide 

 
 

 
What to do with the program materials 
 
 Read through the Teacher materials for each unit while viewing the corresponding 

components in the Student Guides. 
 
 Make a note of any resources (texts, handouts, videos) that you'll need for each lesson 

prior to presenting that lesson to the student. 
   

 Ensure that the TV and VCR or DVD player are working properly prior to showing a 
video (e.g. in the Customer Service unit). 

 
 Incorporate Job Search Training (Unit13) activities right from the beginning of the 

program (see below).   
 
 
 
Integrate the program units 
 
“Learning is a process, not an event.” Elliott Masie, Masie Center 

 

Make a point of mixing Job Search Training with SCRM-specific content from the 
beginning of the program; you will find that the program content, assignments, etc. lend 
themselves readily to this kind of integration.  Remember:  some students may be very 
anxious about looking for a job and returning to the workplace.  If you make a point of 
introducing the concept of the job search right off the top, it will help ease students into 
this potentially intimidating area.    
 
SCRM students will also complete the MS Excel and Access units on and many of the 
program’s other assignments using the computer.  As with the job search, the prospect of 
computer use may be daunting for some students.  Incorporate as much computer-based 
activity as possible from the outset.  For example:  the job search is the perfect way to 
introduce students to the Internet. 
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Instructing at Summit 
 

 
Introduction 
 

It won’t take you long to realize that, as an instructor at Summit, you do more 
than simply teach a program.  Below you will find some ideas to keep in mind 
while teaching any Summit program. They may sound familiar:  Summit’s 
Teacher Induction covers much of this material. 

 
 

The end result of all of our efforts: 
 
 

 

EMPLOYABILITY 
 

 
 
It’s our goal.  It’s the reason for all of Summit’s programs – to equip students 
with the skills and attitudes necessary to first gain, and then, retain employment.  
 

That’s our bottom line. 
 
So, in general, how do you and your student measure success?  Not only by 
successfully completing lessons and assignments, but even more importantly, by 
landing and maintaining a work placement, and, for the student, going on to 
secure gainful employment. 
 

 

The Employability Mindset 

 
Think of it this way:  it is a student’s ability to not only get a job, but to keep a job 
and make the most of the opportunity, that is the true indication of their 
accomplishment.   

 
In other words, their program is a success not simply when they hear “You’re 
hired.”  The real triumph comes when students get the chance to take the skills 
they’ve learned in class and really see them at work in the real world once they’re 
on the job—only then will they realize how much they’ve grown, how worthwhile 
their program really was, and how their existing skills can help them to acquire 
new ones that will lead them to future success.  It is this kind of “reality check” 
that can inspire students to stick with a job, and help them to make a positive 
impression on employers. 
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Implement 
JST concepts 
in the 1

st
 week 

of class 

 
The Employability Strategy 

 
By introducing employment and job search concepts at the beginning of 
the program, you will help students become more comfortable with the 
thought of re-entering the workforce – a dramatic transition for many of 
them; in the early stages of the program, they may be convinced they are 
“unemployable.”  Technically, JST is the final unit in the program, but 
leading up to this unit gradually will do a lot to relieve students’ 
employment anxiety, and help to counter resistance near the end of the 
program, when the job search becomes their main focus.  Preparation 
should include initial research into the job market, contact with potential 
employers, and the creation of an effective résumé and cover letter.  Once 
these assignments have been completed and edited, students may begin a 
work trial search. 
 
As students take each of these steps toward employment, they are armed 
with your support and with the resources available in our Job Centre, 
including the information and postings on the Job Board.  As the 
instructor, you are expected to actively participate in students’ job 
searches; your involvement may include meeting with various employers 
and attending students’ interviews.  Once students have been placed, you 
will maintain weekly contact with the work trial employer and student 
(two calls to one visit).  Students’ progress should be carefully 
documented for monthly progress reports.  Again, please refer to your JST 
Manual for more detailed information.  
 
Please note:  Some students may also need support—visits, supervision, 
etc.—which continues after they have been placed.  The level of your 
involvement will depend on the needs of the individual student.  Please 
see your supervisor for more information. 

A Team Effort! 
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What is the Summit Mission? 
 
 

 
Fuel life-long success by empowering people with skills 

and awareness to reach higher personal potential! 
 

 
 
 
 

What is the Summit Method? 
 
The Summit Method is a company-wide attitude that recognizes untapped potential in 
each individual, and that builds the confidence and enhances the performance of each 
student. 
 
The Summit Method translates into action through the following strategies: 
 

  At Summit, we . . . 
 

 Address the needs of the whole person through strategies that help 
students realize both academic and life goals, and build on transferable 
and job-specific skills. 

 
 Recognize and respect life changes:  students are often apprehensive 

about learning and returning to the workplace, and how these 
transitions will impact them personally. 
 

 Individualize the learning process for each student with dynamic, self-
directed learning materials, books, videos, and coaching. 
 

 Practice empathy combined with a firm, fair, and friendly approach.  
 

 Shift students’ belief level by instilling in them a success-is-possible 
mindset*. 

 
 

“Catch students doing something right! 
and give them sincere praise 

and encouragement.” 
 

 
*Please ask your supervisor for suggestions for helping a student whom you feel could 
use some strengthening in the self-image department; the Summit Method was conceived 
with these students in mind.  
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About our students… 
 
 

Students entering Summit programs have a range of different feelings and 
thoughts about their new career.  Some students will be ambivalent; some 
will be resistant, while others will be extremely enthusiastic. 
 
It’s a fact: many students have not experienced academic success in their 
past, and, as a result, they tend to lack belief in themselves within an 
educational context.  Moreover, many adults placed in the position to learn 
something new become uncomfortable—like they’ve been put on the 
spot—and may resist the very idea of school altogether.  
 
Understandably, students may seem defensive at times. Keep in mind that 
our students have experienced lifestyle-altering injuries, and that many of 
them are engaging in activities that, for years, they’ve been convinced 
they’re “no good at.”  The Summit Method is invaluable in countering this 
mindset.  By being empathetic and approachable, you will play a vital role 
in increasing students’ comfort level with the material. And, by way of 
constant, sincere, and generous encouragement, you will also bolster 
students’ belief in themselves and their abilities, making the possibility for 
success a reality for them.  This will be an entirely new way of thinking 
for many students—make no mistake:  this is a real accomplishment not 
only for them, but for you. 
 
Students range in age from their late 20s to mid 50s, and their 
backgrounds are varied.  For various reasons, many have not completed 
high school, and have not been in a formal school setting for a long time.  
A few have completed high school and postsecondary studies. The injuries 
students have sustained have affected their ability to physically perform 
their duties in their previous occupations. They are here with us to prepare 
for an alternate form of employment.   
 
Some students may experience physical pain or discomfort or side effects 
from medications. It’s important to keep this in mind while teaching; 
however, it is also important not to allow persistent discussion about the 
pain and the injury.  When students focus on the negatives, divert their 
attention back to the tasks at hand.  

 
 

 

Focus on 
the task 
at hand 

Use the 
Summit 
Method 
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Addressing the needs of the whole person 
 

At Summit, the needs of the whole person include: 
 

 Employment success  
 
 Academic success 
 
 Changes in thinking and behaviour that will positively impact other 

aspects of their lives 
 

Life skills are not part of the formal curriculum.  However, knowing how 
to plan, set goals, and maintain focus and self-discipline are critical skills 
to master in order to be successful at anything.  Some of your students 
have never learned how to learn, how to be organized, how to commit to a 
deadline, or how to do “whatever it takes” to reach a goal.  These skills 
should be integrated with the program content—just as we treat the 
student as a whole person, all elements of the program should work 
together as a whole.  This holistic approach makes the learning process 
much more dynamic and meaningful for both you and your students. 

 

 
Self-motivated learning 
 

Employment is the ultimate objective at Summit, with self-motivated 
learning running a close second.  By showing the student how to learn and 
instilling in them the expectation that they can learn things, and that they 
can be successful, you have helped to create an independent, problem-
solving person who just might enjoy and appreciate learning for its own 
sake, and for the personal rewards it brings – they won’t feel that they’ve 
been forced into anything. The development of this proactive and positive 
mindset is the ultimate win-win for you and your students. 
 
Keep in mind that, while the goal is to create self-motivated learners, the 
students do not direct the course of their program, nor do they dictate the 
pace of their learning. Summit sets the milestones and deadlines, and the 
instructor ensures the students meet them. Although every victory is 
critical for long-term success, non-achievement is also a part of the 
process.  Without feeling some pressure, and perhaps even missing a few 
deadlines or goals, a student is unlikely to gain the strength of character 
and the “do-whatever-it-takes” attitude that is critical for success. 
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Goal-setting 
 

Students perform better when they know what is expected of them that 
day, that week, and through to the end of the course.  As a diploma 
program the timelines are already established however, the student needs 
to be aware of them. Provide them with the included syllabus and make 
sure to invest at least two minutes every day reflecting on the assigned 
tasks for the day and next day. At the end of the day assign any homework 
from task that are not completed or to prepare for the next day. 
 

 
 

Zero tolerance for negativity 
 

Make a real effort to discourage students from engaging in any negative 
talk about themselves or their individual learning process.  Recognizing 
the fine line between empathizing and enabling is critical for everyone’s 
success.  Encourage students to say “I can” instead of “I can’t.”  Adopting 
the “fake it ‘til you make it” approach has led to tremendous success for 
students who have leapt faithfully into their programs, knowing that they 
will “get it” eventually. 

 
 
 

Firm, fair and friendly 
 

Maintain structure and clear expectations and principles, yet make sure 
you are pleasant, smiling, and helpful—within reason.  Some students will 
attempt to “get away with” as much as they can and take advantage of any 
accommodation provided to them.  If, right from the beginning, you do not 
accept inappropriate behaviour or suggestions (leaving early, arriving late, 
unfinished homework, etc.) you will save yourself a lot of management 
challenges in the future.  As adults, students will typically resent being 
“told” what to do.  This is one reason why you work with the student when 
developing monthly goals. 
  

 

Managing expectations 
 

The “firm, fair, and friendly” approach also involves managing what 
students expect of their Summit experience.  Some students, for instance, 
may assume that their work trial will lead directly to full-time 
employment.  It is very important that you clarify from the outset that, 
once a student’s work trial ends, Summit’s job also ends; from that point 
on, students take responsibility for their own job prospects. 

 
Students may also feel that, as adults, they do not have to be as concerned 
with matters of punctuality, attendance, break time, etc.  In fact, it is 
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because they are adults that they should know to arrive at school on time, 
to not miss too much time, to time their breaks reasonably.  There are 
students, however, who will need explicit reminders:  make sure they 
know that there are rules in place, that these rules exist for their benefit, 
and that they need to respect them. 
 
Please speak to your supervisor for more information on the kinds of 
expectations and/or assumptions students may have, and for tips on how to 
deal with them. 

 
Mirror, mirror 
 

Students will mirror your attitude.  They tend to imitate aspects of the 
personality, attitude, and overall approach of their instructor.  Whether the 
instructor is tightly-wound, relaxed and soft-spoken, energetic and 
optimistic, or lackadaisical, the students will generally pick up on these 
qualities and use them to their advantage (or disadvantage, as the case may 
be).  Consequently, you must always be aware of how you come across to 
others and monitor what you say when you think no one is around.  What 
you say may be misinterpreted because of how you say it. 
 

 

An uphill climb – it’s worth the effort! 
 

 

In other words, expect struggle, but then expect victory! 
 
 

 
Learning is not supposed to be easy, 

but it can be done. 
 

 
Make sure your students understand that they should expect to be 
challenged, expect to work hard, and, with consistent effort, expect to 
succeed.  While children tend to ask for help readily, adult students are 
often quite reluctant.  Your students may seem to be working 
independently, but they still may need your help – perhaps they are on the 
wrong track and need correcting, or maybe they’re just too frustrated or 
embarrassed to speak up.  It’s up to you to ask them if they need help.  
Remember to ask open-ended questions, like, “What are you finding 
challenging about that math problem?” rather than closed-ended questions, 
“How’s it going?”  Open-ended questions are generally much more 
revealing. 

 

Resistance can happen 
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Some students may resist their occupational goal.  This goal has already 
been established between students and their Case Managers.  Summit then 
takes that occupational goal and works with it.  If students express the 
desire to change their occupational goal, instruct them to discuss this with 
their Case Managers.  In the meantime, do all you can to encourage 
students, letting them know that while they’re here, they need to make the 
best of this current opportunity . . . “you may be surprised at what you get 
out of it.” 
 

Remember: 
 

We do not advocate for our students. 
 

Say nothing which implies that you disagree with the Case 
Manager.   Always advise students to discuss matters with their 

Case Managers. 

 
You may also find that students fight the learning process altogether 
because of past negative experiences in an academic setting, because 
they’ve been out of school for decades, because they have a learning 
disability (either identified or unidentified), and so on.  As you work with 
these students, maintain a positive attitude.  If students start complaining, 
re-focus their attention on the task at hand.  By using this approach 
consistently, you will demonstrate to the student that they can learn and 
that they can accomplish positive things. 

 
 

Create your own emphasis 
 

Some students will struggle with certain aspects, while others will sail 
through the program.  Assess your student’s fundamental capabilities as 
well as his limitations.  For example, a student may lack in areas of 
personal presentation or he may be apprehensive about using the 
telephone. As his instructor, you should free up some extra time to focus 
on these areas, especially those which are vital to providing exceptional 
service to co-workers and customers on the job.  On the other hand, for 
your exceptional student, the extra time can be spent on supplementary 
SCRM research, readings or activities or on more advanced Job Search 
Training.  
 
In the spirit of continuous improvement (Kaizen), we also encourage 
instructors to submit additional learning materials to strengthen the 
curriculum and help it evolve.  At Summit, program development is always 
ongoing! 
 
While students are expected to complete every lesson, they may not 
necessarily need to complete every exercise.  Based on the students’ 

Use the 
Summit 
Method 
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existing abilities, knowledge, strengths and challenges, and their LMR 
plan, you may need to select exercises for the student to complete while 
excluding others.  
 

 

Buddy teaching 
 

It’s a great thing.  The Summit environment encourages students to help 
each other.  But don’t worry … this system is not meant to replace you—it 
is all part of enriching the learning process.  Students will likely learn even 
more when explaining concepts to other students – both students benefit.  
The “student” buddies win because they get to hear a fellow student’s take 
on things, and may learn to see things in a new light; the “teacher” buddies 
win because they get to reinforce their knowledge—to “show their stuff” 
to others and to themselves—and understand it even better than before.  
It’s just one more example of Summit’s collaborative spirit!  
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Personality Types & Learning Styles 

 
 

Why use them? 
 

Recognizing and understanding an individual student’s general disposition and 
preferred learning style can help you present Summit materials more effectively; 
students will, in turn, engage more fully with those materials.   
 
 

Personality Types 
 
There are more than four personality types, but for the general purpose of 
understanding ourselves and others, we divide everyone into four easily 
recognizable categories.  As you will see, different resources use different terms 
to describe these categories, but ultimately, they all boil down to the same 
defining characteristics. 
 
It may be a good idea to have students complete a personality quiz and evaluate 
themselves in terms of the four general temperaments. 
 

Try: 
 

From Summit Library 
 

 Littauer’s Personality Plus has an excellent personality quiz.   
 
 and/or 
 
 There is a self-evaluation questionnaire in Chapter 11 of Customer Service 

for Dummies. 
 
 and/or 
 
 The Great Connection describes the four temperaments, without a 

questionnaire. 
 
 
The following table summarizes the different descriptors used in the resources 
available in the Summit Library. 

 

Personality Plus C.S. for Dummies Great Connection 

Powerful Choleric Driver Dominance 

Popular Sanguine Expressive Influence 

Perfect Melancholy Analytical Conscientiousness 

Peaceful Phlegmatic Amiable Steadiness 

 

Learning Styles 
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People have different ways of learning, and what works best for one student may 
not work well for another.  Once you have a grasp of the learning preferences of 
your students, you will be better able to tailor the program to their individual 
needs. 

 

Try: 
 

Online 
 
 North Carolina State University 
 http://www.engr.ncsu.edu/learningstyles/ilsweb.html 

 
 and/or 

 
 Student Online Readiness Tool (SORT)  
 http://it.coe.uga.edu/~lschrum/sort/index.html 
 
 

The following table summarizes the basic learning styles and behaviours, and ways you 
and/or your students can make the most of each of them. 

 

Learning Style/Preference Media or Method 

hearing about the subject lectures, audio tapes 

practical demonstration watching an expert, videotape 

talking about the subject discussing issues in small groups 

tactile doing the activity, practicing the skill 

Learning behaviours How they learn 

extroverted discuss topic with others, then reflect 

introspective think about the topic on their own first 

sequential tend to gain understanding in linear steps 

global tend to learn in large jumps, like the “big picture” 

sensing tend to like learning facts 

intuitive prefer discovering possibilities and relationships 

http://www.engr.ncsu.edu/learningstyles/ilsweb.html
http://it.coe.uga.edu/~lschrum/sort/index.html
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Glossary of Common Terms 

 
This glossary covers some common terminology Summit uses in its day-to-day 
operations.  It’s intended to be a helpful reference as you teach Summit programs. You 
may choose to add more to the list. 

Term Definition 

PSP 
Primary Service Provider – the client who provides us with students  
e.g. Ontario March of Dimes, etc. 

SSP Secondary Service Provider – Summit; other schools like Summit 

CM Case Manager  
Same role with different titles for 
different PSPs WTS Work Transition Specialist 

VRC 
Vocational Rehabilitative 
Consultant 

SEB 
Suitable Employment or Business – terminology used by WSIB referring 
to an occupational goal which corresponds to occupations listed under 
the NOC codes. 

NOC 
National Occupational Classification – a system for identifying and 
categorizing types of employment in Canada. 

Occupational 
Goal 

The anticipated employment outcome – students work toward this 
through their time at Summit. 

PR 
Progress Report(s) – reports on the student’s attendance and progress. 
One PR is completed for each student roughly once per month. 

Timeline 
This is the student’s program timeline with Summit, detailing what they 
need to do and by when, created by Central Office (based on data from 
WTS and entrance assessments), then distributed. 

Student 
Profile 

Students personal information: name, address, phone number, etc. 

Teacher One who instructs, coaches, facilitates and develops learning activities. 

Empathize 
To identify with and understand another's situation, feelings, etc. – a 
Summit Policy 

Advocate 
One who actively pleads another's cause, who helps another by 
defending or comforting him – NOT a Summit policy 

Enable Sanctioning and making excuses for another’s unacceptable behaviour 
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SCRM in a Nutshell…  
 

 
 

Summit’s SCRM program has been designed to prepare students for entry-level 
employment in all of the following areas:  
 

1. Purchasing & Inventory 
2. Production Control 
3. Parts 

 
 

Key Messages 
 

 Common Ground  
 

Workers in these areas fall under the SCRM “umbrella” because they all share a 
common interest in the resources (materials, personnel, information, etc.) that combine 
to move products or services to customers by way of the supply chain.  Purchasing & 
Inventory, Production Control, and Parts employees may work from different points in 
the chain, and contribute in different ways to managing the resources that move across 
it, but their goals of customer satisfaction and company profitability remain the 
same. 
 
As one might expect, it is difficult to discuss one of the three SCRM occupations 
without at least mentioning the others.  The logical answer? – A program that combines 
all three.  This three-in-one approach opens up this line of work to students who may 
not have realized how closely these jobs are connected, and emphasizes the essentially 
supportive, reciprocal, and team-oriented nature of the supply chain network.  In other 
words, everybody helps everyone else to do his/her job, thereby strengthening the 
entire chain, and in turn, the entire company. 

 
 
 Well-rounded = well-prepared! 
 

Depending on the size of the business, one employee may often take on the 
responsibilities of more than one, and sometimes all three, SCRM occupations.  Even if 
the business is large enough that a SCRM employee specializes in only one area, his 
close connection to and frequent communication with the others means that he should 
be well-informed of the duties of his colleagues.  Core units 6A, 6B, and 6C all feature 
sections on “supporting players.” 

 
 
 Transferable skills = job-specific success! 
 

One of the most important messages students need to hear about SCRM is how 
mastering certain transferable skills can prime them for success in the more ‘technical’ 
aspects of their SCRM career.  For instance:  communication skills are essential for 
ensuring the accurate flow of information across the supply chain; time management 
skills are a must when dealing with customer deadlines or other time-sensitive requests 
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from supporting departments, or when creating/adjusting production schedules; and 
thinking skills—analytical, creative, and practical—are absolutely necessary in order 
to make decisions and solve problems successfully on the job, for example:  
 
-Which supplier gives us the best value for our money?   
-How can we classify inventory so that it is controlled and/or stored effectively?   
-How can we adjust the schedule so that a disruption does not affect production, 
delivery times, etc.? 
-How can we make sure inventory records are accurate?    
 
Throughout core units 6A, 6B, and 6C, you will notice an emphasis on all of these 
transferable skills – often, they are highlighted in a section called: 
 
 

 
 
 

 
 
 

General  Specific 
 
You will notice that the program builds from more generally applicable (i.e. transferable) 
material to increasingly more job-specific content.  This progression is intended to reveal 
to students just how relevant their transferable skills (see above) are in SCRM 
occupations.  By the time they get to the core units, students will have a more holistic 
view of SCRM – that is, they will realize that the field is defined not only by its 
specialized technical elements but by its continued emphasis on communication, 
customer service, etc.  Each unit, with the exception of the core units 6A, 6B, and 6C, 
features a segment on the 
  

 
The SCRM Connection 
 

 
which highlights the close relationship between the material in that unit and the SCRM 
working environment.  The transferable content can also help cushion the potentially 
intimidating “harder” material. 
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Program Pointers 

 
 
Here are some hints and tips to help you approach specific SCRM program content with 
your students. 
 
 

 
 
As mentioned earlier, it is normal for some students to resist their occupational goal (in 
this case, a position in SCRM).  Similarly, they may also question the necessity or value 
of specific program content, exercises, etc.  In this case, make sure that they are aware of 
just how useful many SCRM skills can be (thinking, communication, information 
management, scheduling, etc.)—that they are applicable in countless situations, not just 
in the workplace, but in their personal lives as well. 

 
To help boost students’ enthusiasm further, and help to “sell” them the program, you can 
go on to discuss the Features and Benefits of the program with them. 

 
Here are a few to get you started.  Please feel free to add to this list as you and your 
students learn more about the program.  

 

Features Benefits 

Flexible 
Skills gained in this program are transferable across numerous 
SCRM positions:  Purchasing & Inventory, Production and/or 
Parts. 

Relevant 
The program provides knowledge and skills that are directly 
connected to the student’s main goal – employability. 

Practical 
Students can apply their skills and knowledge right away in a 
real-world setting. 

Diverse 
Material is presented and learned using a variety of formats:  
videos, diagrams, graphics, writing, readings, etc. – reinforces 
the diversity of the SCRM field itself! 

  

  

 
 
 

IT’S ALL ABOUT THE BENEFITS! 
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It is also important to remember that, while this program has a manufacturing focus, all 
of the skills students learn—even the more technical ones—can be applied in many other 
working environments.  For instance, knowledge of purchasing, inventory, and 
warehousing is just as valuable to a company that sells products as it is to one that makes 
them; scheduling strategies are useful when taking on any kind of time-sensitive project.  
This is the kind of thinking that will open doors! 
 
 
 
 
 
 
 
 
Each of the core units (6A, 6B, 6C) features a key word in its title:  The Perceptive 
Purchasing & Inventory Clerk; The Resourceful Production Clerk; The Organized Parts 
Clerk.  These words sum up the defining characteristic of each SCRM occupation.  If 
students make a concerted effort to develop and/or strengthen these qualities, they will 
significantly increase their chances at success in SCRM – in the classroom and on the 
job.  Students should hear these words repeatedly – take a moment at the beginning of 
each core unit to look up and define them together, and refer back to them wherever 
possible when studying the units. 
 
 
 
 
 
 
The SCRM program features a cumulative assignment rather than a final exam.  
Students will combine the knowledge and skills (both transferable and job-specific) they 
have gained in the previous units, and apply them to various scenarios / challenges 
similar to those they may encounter in a real SCRM setting.  This approach is more 
practical for students than one that simply asks them to memorize program content and 
reiterate it in answer to fairly closed-ended questions, as they would in a more traditional 
exam format; they won’t often be asked to respond in this way on the job.  Through 
practical application, students’ level of understanding is also often more apparent. 
 
 
 
 
 
In most cases, each of the core units features both Comprehension Questions and 
Reflection & Application exercises.  Make no mistake:  the more closed-ended 
comprehension questions do have value – they provide students the opportunity to review 
key program content, and reinforce their knowledge in preparation for the cumulative 

THINK ‘OUTSIDE THE BOX’ 
 

KEY WORDS:  SET THE TONE FOR SUCCESS 
 

PROVING KNOWLEDGE THE PRACTICAL WAY 
 

MAKING IT PERSONAL 
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assignment.  On the other hand, the reflection and application exercises promote 
independence and self-reliance throughout the learning process – they encourage students 
to actively engage with the program material and assess their personal responses to it.   
 
Some students may fear that these are “trick” questions and that they'll get them wrong.  
While some of the application exercises do evaluate specific skills (math problem-
solving, etc.), the reflection or “think about it” exercises have no strictly “right” or 
“wrong” answers—it is more about what is the most meaningful response for the 
individual student.  In these cases, a clear understanding of the material should be 
evident, but students’ actual answers will vary, individualized by factors like life 
experience, self-image, and attitudes toward learning and employment. 

 
This open-ended, proactive approach is especially applicable to a program in a field that 
often demands considerable independent thought, decision-making, and problem-solving. 
 
 
 
 
 
In order to create the most positive learning environment possible, it is your job to 
customize your teaching methods to fit each student’s individual needs.  How?  By taking 
into account all the life experiences—good and bad—that adult learners bring to the 
table.  It’s a fact:  many Summit students have not had much academic success in their 
past.  As a result, the moment they set foot in a classroom, their self-confidence vanishes, 
and the “fight or flight” defense mechanism kicks in:  they either give up entirely—“I’m 
hopeless”— or fight the learning process every step of the way, and may even 
deliberately undermine their progress.    

 
Don’t panic!!  You already have all the tools you need to tackle any negativity and 
resistance.  The program promotes the growth of positive attributes like perceptiveness, 
resourcefulness, and organizational skills, emphasizes the diversity of the field, and 
features self-evaluative assignments.  These are all aspects designed to stimulate 
enthusiasm toward the material, and, in turn, re-acquaint students with their great 
potential for success at both school and work – they’ll realize that it’s been there all 
along!  And, when they realize this, it will be just as rewarding for you as it for them.  To 
help keep students’ eyes on the prize, it is vital that you continually remind students of 
the relevance and benefits of each unit, and how these are connected to their future 
employment in the SCRM field. 

 
And remember:  regardless of whether the material is core or transferable, you should 
always emphasize its bearing on students’ future success. 
 
 
 
 
 
Employment:  again, it’s why students are sent to us in the first place, and is the ultimate 
goal of all of our Employment-Specific Skills programs.   But it is students’ 

“EMPLOYABILITY” – THE TRUE MEASURE OF SUCCESS 
 

LOOK TO THE PAST, BUT NEVER LOSE SIGHT OF THE FUTURE 
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employability – that is, their ability to not only get a job, but to keep a job and make the 
most of the opportunity – that is the true indication of their accomplishment.   

 
 
In other words, their program is a success not simply when they hear “You’re hired.”  
The real triumph comes when students get the chance to take the skills they’ve learned in 
class and really see them at work in the real world once they’re on the job—only then 
will they realize how much they’ve grown, how worthwhile their program really was, and 
how their existing skills can help them to acquire new ones that will lead them to future 
success.  It is this kind of “reality check” that can inspire students to stick with a job, and 
help them to make a positive impression on employers. 
 
So, how does this apply to this program?  The readings and exercises have been created 
to help students develop those skills that will make the difference between “employed” 
and “employable” in the SCRM field.  These are all skills that can be applied across 
many positions, and that can lead to both professional and personal success.  Transferable 
skills that are personally meaningful – there is no better combination than this one to give 
students the edge over those who are simply looking for a paycheck. 
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Program Timeline 
 
 
This timeline is an estimate of approximately how long it will take your students to 
complete each unit. The hours indicated include classroom time only; however, keep in 
mind that an average college course requires the student to complete an equal amount of 
time working out of class as well. You may decide to combine certain units, rather than 
have students complete them sequentially.  The program does allow for this kind of 
flexibility; the main thing is that students complete all of the required content within the 
allotted time. 
 

Unit # Title Hours 

1 Student Success 10 

2 Customer Service 15 

3 Business Communications 25 

4 Workplace Math 30 

5 Getting to Know SCRM 20 

6A The Perceptive P&I Clerk 30 

6B The Resourceful Production Clerk 30 

6C The Organized Parts Clerk 30 

7 Introduction to Accounting 40 

8 MS Office Excel 2010 Level 2 40 

9 MS Office Access 2010 Level 1 40 

10 Workplace Safety 5 

11 Job Search Training 15 

 TOTAL 330 

 
Note: With the exception of MS Office Excel and Access (Unit 8 and 9), there is no 
specific time devoted to computer training (it is a prerequisite), but computer literacy is 
absolutely essential to occupational success.  Should you anticipate that computer literacy 
might present future problems for your student, please bring this to the attention of 
Summit’s Support Office. 
 

A Note on Progress Reports 
 
The progress report (PR) template is constructed around the suggested time allocations 
above.  If you modify the time allocations in any way, please note the changes so that 
progress tracking remains clear and accurate. Remember that if you do spend more time 
on an aspect of program than is given in the PR, report the reason in the PR for that 
month. 
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Program Outline – Content 

 
 
Here are the main lessons and/or topics covered in each unit of the program, and the 
resources you and your students will refer to when completing related assignments. 
 

UNIT  LESSONS/TOPICS RESOURCES 

SOFT / TRANSFERABLE SKILLS TRAINING 

1 Student Success 

Lesson 1:  Growing Towards Success 
 Summit SCRM Student 

Guide  

 Keys to Success: How to 
Achieve Your Goals, Sixth 
Canadian Edition 

Lesson 2:  Values, Goals, and Time 

Lesson 3:  Listening and Note-Taking 

Lesson 4:  Memory and Studying 

Lesson 5:  Test Taking 

2 Customer Service 

Lesson 1:  Understanding Customer Service 
 Summit SCRM Student 

Guide  

 Exceptional Customer 
Service 

 Handouts 

Lesson 2:  Essential Customer Service Skills 

Lesson 3:  Positive Behaviour and Attitude 

Lesson 4:  Dealing with Difficult Customers 

Lesson 5:  Telephone Customer Courtesy 

3 Business Communications 

Lesson 1:  Getting the Message Across 

 Summit SCRM Student 
Guide  

 Communicating for Results 

Lesson 2:  Getting Started:  Planning & Writing 
Business Messages 

Lesson 3:  Business Style:  Word Choice, 
Conciseness, and Tone 

Lesson 4:  Memorandums, E-mail, and Routine 
Messages 

Lesson 5:  Routine & Goodwill Messages 

Lesson 6:  Delivering Unfavourable News 

Lesson 7:  Communicating for Employment 

4 Workplace Math 

Chapter 1: Fundamental Arithmetic and 
Algebra Review 

 Summit SCRM Student 
Guide  

 Barron’s E-Z Business 
Math 

Chapter 2: Decimals, Percents, Ratios, and 
Proportions 

Chapter 4: Measurement – English (U.S. 
Standard)/Metric Conversion 

Chapter  9: The Mathematics of Purchasing 

JOB-SPECIFIC SKILLS TRAINING 

5 Getting to Know SCRM 

Introduction 

 Summit SCRM Student 
Guide 

Lesson 1:  The Manufacturing Environment 

Lesson 2:  The Supply Chain 

Lesson 3:  Proactive Manufacturing Principles 

6A The Perceptive Purchasing and 
Inventory Clerk 

Introduction 
 Summit SCRM Unit 6 

Student Guide 

 Basics of Inventory 

Lesson 1:  Your Place in the Chain 

Lesson 2:  The Purchasing Path  

Lesson 3:  The Ins & Outs of Inventory 
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Management 

6B The Resourceful Production 
Clerk 

Introduction 
 Summit SCRM Student 

Guide 
 

Lesson 1:  Your Place in the Chain 

Lesson 2:  The PCC’s Resources  

Lesson 3:  The Scheduling Process 

MID-TERM EXAM   Exam  handout 

6C The Organized Parts Clerk 

Introduction 
 Summit SCRM Student 

Guide 

 Basics of Inventory 
Management 

Lesson 1:  Your Place in the Chain 

Lesson 2:  Parts Priorities 

TRANSFERABLE & JOB-SPECIFIC SKILLS COMBINE 

7 Introduction to Accounting 

Lesson 1:  Accounting Basics; Assets 
 Summit SCRM Student 

Guide 

 Barron’s E-Z Accounting 

 Basics of Inventory 
Management 

 Assignment handouts 

Lesson 2:  Financial Statements 

Lesson 3:  Other Accounting Terms & 
Concepts 

Lesson 4:  SCRM Focus:  Accounting for 
Inventory 

8 MS Excel 2010 Level 2 
Lesson 11-29 in textbook/student guide 
 
 

 Summit MS Excel 2010 
Level 2  Student Guide  

 Learning Microsoft Office®  
2010 (DDC) 

9 MS Access 2010 Level 1 Lesson 1-7 in textbook/student guide 

 Summit MS Access 2010 
Level 1  Student Guide  

 Learning Microsoft Office®  
2010 (DDC) 

CUMULATIVE ASSIGNMENT  Assignment handouts 

10 Workplace Safety 

Lesson 1:  Workplace Hazards 

 Summit SCRM Student 
Guide 

Lesson 2:  Assessing Hazards 

Lesson 3:  Controlling Hazards 

Lesson 4:  Laws & Regulations 

Lesson 5:  Three Basic Rights 

Lesson 6:  The Law Requires… 
Lesson 7:  You Can Expect… 

Lesson 8:  WHMIS 

Lesson 9:  Reporting Injuries or Illness 

11  Job Search Training  

Lesson 1:  Constructing  Resumes 
 Summit Job Search 

Training Student Guide 
Lesson 2:  Constructing  Cover Letters 

Lesson 3:  Mastering the Interview 
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Program Outline – Objectives 

 
 
Here is another breakdown of the program for your reference, this time focusing on the 
learning outcomes and instructional methods for each unit. 
 

UNIT STUDENTS WILL… THROUGH… 

1  Student Success 

 Develop/strengthen and demonstrate transferable skills, 
knowledge, and proactive behaviours including:  self-
motivation; self-awareness; goal setting and time 
management; successful reading and studying; 
listening, note-taking, and memory 

 Reading 

 Text 
Assignments 

 Discussion 

2  Customer Service 
 Analyze and explain how customers should be treated, 

with an emphasis on “exceptional customer service.” 

 Readings 

 Text 
Assignments 

 Video 
Assignments 

 Role-playing 

 Discussion 

3  Business 
Communications 

 Analyze effective business communication strategies in 
the business world by creating standard forms of 
business correspondence and critiquing examples of 
poor correspondence. 

 Recognize barriers to the communication process, while 
developing effective teamwork strategies. 

 Readings 

 Text 
Assignments 

 Online Activities 

 Discussion 

 
4  Workplace Math 

 Apply functional math skills required in most work 
settings, including basic operations (multiplication, 
division, fractions, decimals, percentages) and more 
business-oriented functions (e.g. statistics, 
measurements, retail and purchasing, and management 
and finance) 

 Readings 

 Text Exercises 

5  Getting to Know 
Resource Management 

 Analyze universal manufacturing principles, and identify 
SCRM’s unifying themes – the supply chain and 
inventory.  (THEORY) 

 Readings 

 Comprehension 
Questions 

 Application/Refl
ection 

6A  The Perceptive 
Purchasing & Inventory 
Clerk 

 Apply knowledge of key concepts, terminology, and 
operations relating to successful purchasing and 
inventory management strategies.  (PRACTICE) 

 Internet 
research 

 Readings 

 Comprehension 
Questions 

 Application/Refl
ection 
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UNIT STUDENTS WILL… THROUGH… 

6B The Resourceful 
Production Clerk 

 Apply knowledge of key concepts, terminology, and 
operations relating to successful production control 
strategies.  (PRACTICE) 

 Internet 
research 

 Readings 

 Comprehension 
Questions 

 Application/Refl
ection 

6C  The Organized Parts 
Clerk 

 Apply knowledge of key concepts, terminology, and 
operations relating to successful parts/warehousing 
strategies.  (PRACTICE) 

 Internet 
research 

 Readings 

 Comprehension 
Questions 

 Application/Refl
ection 

7  Introduction to 
Accounting 

 Demonstrate understanding of basic accounting 
terminology and practices; apply this knowledge to the 
job-specific concept of inventory  

 Readings 

 Text / Student 
Guide 
Assignments 

 
8 MS Office Excel 2010 
Level 2 

 Demonstrate essential data management skills using 
Microsoft Excel and Access; apply these skills to job-
specific material in a cumulative assignment 

 Computer Lab 

 Demonstration 

 Practical 
Application 

9 MS Office Access 2010 
Level 1 

 Demonstrate essential data management skills using 
Microsoft Access; apply these skills to job-specific 
material in a cumulative assignment 

 Computer Lab 

 Demonstration 

 Practical 
Application 

 
10  Workplace Safety 

 Demonstrate a broad understanding of workplace 
safety, a familiarity with a variety of hazardous 
materials, and an understanding of WHMIS and its 
purpose in the workplace  

 Readings 
(Student Guide) 

11 Job Search Training 
 Create a functional cover letter and résumé, develop a 

job search plan, prepare for the interview, and secure a 
short-term work trial. 

 Discussion/Instr
uction 

 Computer 
Lab/Research 

 Role 
play/Simulation 

 Cold calling 
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Unit-by-Unit Grading Schedule 

 
Overall Passing Grade:  70% 
 
NOTE: Students must achieve a minimum of 70% in each unit to pass the SCRM 
program.  However, if students experience difficulty in any given area and test lower than 
70%, they can complete another assignment or test, or rewrite an assignment or test in 
order to gain 70% before continuing on to the next study component.  
 
Participation marks are based on the unit as a whole, and a standard participation rubric 
has been created to make things equal across the board (see page 29 in this guide for 
Student Participation rubric). 
 
Unit Title Method Of Evaluation 

1 Student Success 
Text Assignments (7)  70% 

Participation 30% 

2 Customer Service 
Text / Video Assignments (5) 70% 
Unit Test (1) 30% 

3 Business Communications 
Text Assignments (24) 70% 

Unit Test (1) 30% 

4 Workplace Math 

Text Exercises (22) 60% 
Unit Test (1) 20% 

Participation 20% 

5 
Getting to Know Resource 
Management 

Student Guide Questions / Exercises (5) 80% 
Participation 20% 

6A The Perceptive P&I Clerk 

Student Guide Questions / Exercises 
(15) 

80% 

Participation 20% 

6B The Resourceful Production Clerk 

Student Guide Questions / Exercises 
(6) 

80% 

Participation 20% 
MID-TERM EXAM (1) 20% OF OVERALL GRADE 

6C The Organized Parts Clerk 
Student Guide Questions / Exercises (6) 80% 
Participation 20% 

7 Introduction to Accounting 
Exercises / Quiz (24) 70% 
Unit Test (1) 30% 

8 MS Excel 2010 Level 2 

Lesson Completion (19) 50% 

Quizzes (2) 10% 

Projects (2) 20% 

Unit Test (1) 10% 
Participation 10% 

9 MS Access 2010 Level 1 

Lesson Completion (7) 20% 
Projects (1) 50% 
Unit Test (1) 20% 
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Participation 10% 
CUMULATIVE ASSIGNMENT (1) 30% OF OVERALL GRADE 

10 Workplace Safety 
Participation 50% 
Unit Test (1) 50% 

11 Job Search Training 
Assignments (6) 80% 
Participation 20% 

 
 
 
 
 

Overall Grading Schedule 

 
 
Program Component Value 

Unit Assignments, Exercises, and Quizzes 25% 

Participation 10% 

Unit Tests 15% 

Mid-Term Exam 20% 

Cumulative Assignment 30% 
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Achievement Charts 

 
 
Following are rubrics for the Participation component (all units) and the Text 
Assignments/Student Guide Questions/Exercises component of the unit mark (where 
applicable). Please use these as a guide when assessing student’s performance. The 
rubrics can also be useful when formulating weekly/monthly goals with your students.  
 
 
 
 

Student Participation Rubric 
 
 

Level 

Criteria 

 
1 

 
2 

 
3 

 
4 

 

 
Attendance/ 
Punctuality 

Student is rarely 
punctual and has 
poor attendance 

Student has 
difficulty with 
punctuality and 
misses class often 

Student is typically 
punctual and 
regularly attends 
class 

Student is always 
punctual and 
regularly attends 
class 

 

Engagement 
Student is almost 
never on task, and 
has very little focus 

Student is often not 
on task and has 
inconsistent focus 

Student is 
regularly on task 
and is generally 
focused 

Student is 
consistently on task 
and is very focused 

 

Effort 
Student makes 
very little effort 
and rarely 
finishes exercises 

Student makes an 
inconsistent effort 
and partially 
completes 
exercises 

Student makes a 
consistent effort 
and is thorough in 
exercise 
completion 

Student works to 
the best of their 
abilities and 
creates a high 
quality final 
product 

 

Attitude 

 
Student is often 
disrespectful to 
peers and teachers 

Student shows 
inconsistent 
respect for peers 
and teachers 

Student shows 
respect for peers 
and teachers 
most of the time 

Student 
consistently 
shows respect 
for peers and 
teachers 

 

 
Homework 
Completion 

Student is almost 
never prepared for 
class with 
assignments and 
required class 
materials 

Student is rarely 
prepared for class 
with assignments 
and required class 
materials 

Student is usually 
prepared for class 
with assignments 
and required class 
materials 

Student is always 
prepared for class 
with assignments 
and required class 
materials 

 

 
 

Total ______ /20 
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Unit 1: Student Success - Text Assignments Rubric 
 

Level 

Criteria 

 
1 

 
2 

 
3 

 
4 

 

Self-motivated 
and self-aware; 
positive thinking 

Unable to apply 
information to 
personal growth; 
never 
positive/proactive 

Can identify and 
demonstrate ways 
to apply information 
with frequent 
coaching; rarely 
positive/proactive 

Can identify and 
demonstrate ways 
to apply information 
with minimal 
assistance; often 
positive/proactive 

Fully cognizant of 
self-motivation and 
self-awareness, and 
able to articulate it; 
consistently 
positive/proactive 

 

Goal-Setting &  
Time Management 

Unable to 
understand and 
apply goal setting 
and time mgm’t 
strategies –  
requires constant 
coaching 

Can identify and 
apply goal setting 
and time mgm’t 
strategies, but 
needs frequent 
coaching 

Identifies and 
applies goal setting 

and time mgm’t 
strategies with 
minimal coaching 

Competent uses 
goal setting and 
time mgm’t 
strategies, and able 
to articulate the 
processes 

 

Listening, Note 
Taking, Memory 

Unable to 
understand and 
apply listening, 
note-taking and 
memory strategies; 
requires constant 
coaching 

Can identify and 
apply listening, 
note-taking and 
memory strategies, 
but needs frequent 
coaching 

Identifies and 
applies listening, 
note-taking and 
memory strategies 
with minimal 
coaching 

Competently uses 
listening, note-
taking and memory 
strategies, and able 
to articulate the 
process 

 

Successful 
Reading & 
Studying 
 

Unable to 
understand and 
apply reading and 
studying 
techniques; 
requires constant 
coaching 

Can identify and 
apply reading and 
studying 
techniques, but 
needs frequent 
coaching 

Identifies and 
applies reading and 
studying techniques 
with minimal 
coaching 

Competently uses 
reading and 
studying 
techniques, and 
able to articulate 
the process 

 

 
 
 

Total  ______ /16 
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Unit 3:  Business Communications - Text Assignments Rubric 
 

Level 
Criteria 1 2 3 4 

 

Getting the 
Message Across 

Unable to explain, 
discuss, or identify 
various elements 
crucial to 
professional 
business 
communication; 
requires extensive 
one-on-one 
coaching 

Able to explain, 
discuss, and identify 
some elements of 
professional 
business 
communication, but 
needs direction to fill 
in the gaps 

Able to explain, 
discuss, and identify 
many elements of 
professional 
business 
communication; 
needs minimal 
direction 

Explains, discusses, 
and identifies 
elements of 
professional 
business 
communication 
clearly and 
effectively; works 
independently 

 

Planning & 
Writing Business 
Messages 

Limited ability to 
describe, explain, 
discuss, and define 
the writing process, 
audience, and 
appropriate use of 
media; requires 
extensive one-on-
one coaching 

Some ability to 
describe, explain, 
discuss, and define 
the writing process, 
audience, and 
appropriate use of 
media; requires 
some one-on-one 
coaching 

Ability to describe, 
explain, discuss, and 
define the writing 
process, audience, 
and appropriate use 
of media; requires 
minimal coaching 

Explains, discusses, 
and defines the 
writing process, 
audience, and 
appropriate use of 
media clearly and 
effectively; works 
independently 

 

Business Style 

Unable to explain or 
discuss the 
importance of word 
choice, conciseness 
, and tone or to 
apply these style 
elements correctly; 
requires extensive 
one-on-one 
coaching 

Some ability to 
explain or discuss 
the importance word 
choice, 
conciseness, and 
tone, and to apply 
these style elements 
correctly; requires 
some one-on-one 
coaching 

Ability to explain and 
discuss the 
importance of word 
choice, conciseness, 
and tone, and to 
apply these style 
elements correctly; 
requires minimal 
coaching 

Explains and 
discusses the 
importance of word 
choice, conciseness, 
and tone clearly and 
effectively, and 
applies these style 
elements with 
consistent success; 
works 
independently. 

 

Memos, E-mail & 
Routine Messages 

Unable to identify 
characteristics of 
memos, e-mail, and 
other routine 
correspondence or 
to format and write 
them correctly; 
requires extensive 
one-on-one 
coaching 

Some ability to 
identify 
characteristics of 
memos, e-mail, and 
other routine 
correspondence, 
and to format and 
write them correctly; 
requires some one-
on-one coaching 

Ability to identify 
characteristics of 
memos, e-mail, and 
other routine 
correspondence, 
and to format and 
write them correctly; 
requires minimal 
coaching 

Readily identifies 
characteristics of 
memos, e-mail, and 
other routine 
correspondence, 
and formats and 
writes them with 
consistent success; 
works independently 

 

Routine & 
Goodwill 
Messages 

Unable to 
understand the 
importance of a 
direct writing plan 
for routine 
messages or to 
identify and apply 
attributes of goodwill 
messages; requires 
extensive one-on-
one coaching 

Some ability to 
understand the 
importance of a 
direct writing plan 
for routine 
messages, and to 
identify and apply 
attributes of goodwill 
messages; requires 
some one-on-one 
coaching 

Ability to understand 
the importance of a 
direct writing plan for 
routine messages, 
and to identify and 
apply attributes of 
goodwill messages; 
requires minimal 
coaching 

Clearly understands 
the importance of a 
direct writing plan for 
routine messages, 
and readily identifies 
and applies 
attributes of goodwill 
messages with 
consistent success; 
works independently 

 

Bad News 
Messages 

Unable to 
understand the 
importance of an 
indirect writing plan 
or to apply it to bad 
news messages; 
requires extensive 
one-on-one 
coaching 

Some ability to 
understand the 
importance of an 
indirect writing plan 
and to apply it to 
bad news 
messages; requires 
some one-on-one 
coaching 

Ability to understand 
the importance of an 
indirect writing plan 
and to apply it to bad 
news messages; 
requires minimal 
coaching 

Clearly understands 
the importance of an 
indirect writing plan, 
and can apply it to 
bad news messages 
with consistent 
success; works 
independently 

 

Total  ______ /24 
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Unit 4:  Workplace Math - Text Exercises Rubric 
 

Level 

Criteria 
1 2 3 4 

 

Addition 

Unable to perform 
addition; attempts text 
exercises with 
extensive assistance 

Demonstrates basic 
addition skills; completes 
some text exercises 
adequately; requires 
some assistance 

Demonstrates 
competent addition 
skills; completes text 
exercises as 
assigned; requires 
some assistance 

Demonstrates 
mastery of addition 
skills; only chapter 
review is necessary 

 

Subtraction 

Unable to perform 
subtraction; attempts 
text exercises with 
extensive assistance 

Demonstrates basic 
subtraction skills; 
completes some text 
exercises adequately; 
requires some assistance 

Demonstrates 
competent subtraction 
skills; completes text 
exercises as 
assigned; requires 
some assistance. 

Demonstrates 
mastery of subtraction 
skills; only chapter 
review is necessary 

 

Multiplication 

Unable to perform 
multiplication 
operations; attempts 
text exercises with 
extensive assistance 

Demonstrates basic 
multiplication skills; can 
work independently, but 
requires some assistance 

Demonstrates 
competent 
multiplication skills; 
works well 
independently, but 
requires some 
assistance 

Demonstrates 
mastery of 
multiplication skills; 
works well 
independently. 

 

Division 

Unable to perform 
division operations; 
attempts text 
exercises with 
extensive assistance 

Demonstrates basic 
division skills; can work 
independently, but 
requires some assistance 

Demonstrates 
competent division 
skills; works well 
independently, but 
requires some 
assistance 

Demonstrates 
mastery of division 
skills; works well 
independently 

 

Fractions 

Unable to solve 
fractions; attempts 
text exercises with 
extensive assistance 

Demonstrates basic 
ability to solve fractions; 
can work independently, 
but requires some 
assistance 

Demonstrates 
competence in solving 
fractions; works well 
independently, but 
requires some 
assistance. 

Demonstrates 
mastery of fractions; 
works well 
independently 

 

Percent 

Unable to solve 
percent problems; 
attempts text 
exercises with 
extensive assistance 

Demonstrates basic 
ability to solve percent 
problems; can work 
independently, but 
requires some assistance 

Demonstrates 
competence in solving 
percent problems; 
works well 
independently, but 
requires some 
assistance 

Demonstrates 
mastery of percent 
problems; works well 
independently. 

 

Statistics & 
Business 
Graphics 
 
(ENRICHMENT) 

Unable to apply 
statistics or create 
business graphics; 
attempts text 
exercises with 
extensive assistance 

Demonstrates basic 
ability to apply statistics 
and create business 
graphics; can work 
independently, but 
requires some assistance 

Demonstrates 
competence in 
applying statistics and 
creating business 
graphics; works well 
independently, but 
requires some 
assistance 

Demonstrates 
mastery in applying 
statistics and creating 
business graphics; 
works well 
independently 

 

Measure- 
ments and 
Metric 

Unable to convert 
measurements, solve 
mixed-measurement 
problems, or convert 
metric measurements; 
attempts text 
exercises with 
extensive assistance 

Demonstrates basic 
ability to convert 
measurements, solve 
mixed-measurement 
problems, and convert 
metric measurements; 
can work independently, 
but requires some 
assistance 

Demonstrates 
competence in 
converting 
measurements, 
solving mixed-
measurement 
problems, and 
converting metric 
measurements; works 
well independently, 
but requires some 
assistance. 

Demonstrates 
mastery of 
measurements 
conversion, mixed-
measurement 
problems, and metric 
measurement 
conversion; works 
well independently 

 

cont’d… 
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Mathematics 
of Retail 
 
(ENRICHMENT) 

Unable to identify 
components of sales 
slips, find the unit 
price of a fractional 
part, or find a discount 
amount; attempts text 
exercises with 
extensive assistance 

Some ability to identify 
components of sales 
slips, find the unit price 
of a fractional part, and 
find a discount amount; 
can work independently, 
but requires some 
assistance 

Demonstrates 
competence in 
identifying 
components of sales 
slips, finding the unit 
price of a fractional 
part, and finding a 
discount amount; 
works well 
independently, but 
requires some 
assistance. 

Demonstrates 
mastery in identifying 
components of sales 
slips, finding the unit 
price of a fractional 
part, and finding a 
discount amount; 
works well 
independently 

Mathematics 
of Purchasing 

Unable to define a 
purchase order or 
invoice, or to identify 
their components; 
unable to calculate 
trade discounts or 
price goods; attempts 
text exercises with 
extensive assistance 

Some ability to define a 
purchase order and 
invoice, and identify their 
components; some 
ability to calculate trade 
discounts and price 
goods; can work 
independently but 
requires some 
assistance 

Demonstrates 
competence in 
defining a purchase 
order and invoice, and 
identifying their 
components; able to 
calculate trade 
discounts and price 
goods; works well 
independently, but 
requires some 
assistance 

Demonstrates 
mastery in defining a 
purchase order and 
invoice, and 
identifying their 
components; 
calculates trade 
discounts and prices 
goods with consistent 
success; works well 
independently 

Mathematics 
of Business 
and Finance 
 
(ENRICHMENT) 

Unable to define and 
calculate payroll and 
deductions; attempts 
text exercises with 
extensive assistance 

Some ability to define 
and calculate payroll 
and deductions; can 
work independently, but 
requires some 
assistance 

Demonstrates 
competence in 
defining and 
calculating payroll and 
deductions; works 
well independently, 
but requires some 
assistance 

Demonstrates 
mastery of payroll and 
deduction 
calculations; works 
well independently. 

 

 Total ______ /32 
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Resource List 

 

STUDENT BUNDLE (for student to keep) 

 

1. Summit Student Guide – SCRM Program 

2. Exceptional Customer Service, 2
nd

 edition 
Ford/McNair/Perry 

3. Communicating for Results, 2
nd 

edition 
Carolyn Meyer 

4. E-Z Business Math 
Barron’s 

5. E-Z Accounting 
Barron’s 

6. Basics of Inventory Management 
J. David Viale 

7. Summit Microsoft Excel 2010 Level 2 Student Guide 

8. Summit Microsoft Access 2010 Level 1 Student Guide 

9. Summit Job Search Training Student Guide 
  

 
*PLEASE NOTE:  Most of the job-specific content (Units 5 – 6C) comes directly 
from the SCRM Student Guide; selected readings from Basics of Inventory 
Management will supplement information from the Student Guide. 

 

 
SCHOOL COPIES (for reference in class only) 
 
1. Keys to Success: How to Achieve Your Goals, Sixth Canadian Edition  

C.Carter, S. Kravitz, P.J. Maurin 
 
2. Videos  
 
 Exceptional Customer Service video series    

 A+ in the Workplace       
 Last Call         
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Unit 1: Student Success - LESSON 
PLANS 

 

Introduction 
 
In this unit, students will work through interactive activities, questionnaires, and 
assignments to identify and capitalize on their individual learning style(s), improve their 
reading and study habits, and strengthen their thinking skills.  These are the keys to 
successful learning, decision-making, and problem-solving on the job and in everyday 
life.  
 
 
Unit Length:  10 Hours In Class + Assigned Homework  

 
Grading:  Text Assignments   70% 

     Participation           30% 
 

 

Resources  

1. SCRM Summit Student Guide 
2. SCRM Summit Teacher’s Guide (what you’re reading right now)  
3. Keys to Success: How to Achieve Your Goals, Sixth Canadian Edition. 

C.Carter, S. Kravitz, P.J. Maurin ©2013. Pearson Publishing 

Each lesson in this unit (to follow) corresponds with chapters in the text, and includes the 
following: 
1. Learning Objectives for each lesson  
2. Reading Schedule 
3. Text and Online Assignment Schedule 

Many of the questions in the text are based off of the student’s individual learning styles, 
personality, strengths, and how they would deal with particular circumstances. Due to 
this, it is very difficult to assign marking criteria for the questions. Therefore, mark the 
questions for completion, but ensure the student is submitting quality answers that show 
evidence of thought. Use the answers to your benefit to learn about the student 
themselves, and discuss their answers in relation to the remainder of their programming. 
If students do not complete all of the assigned questions, or only partially complete them 
it is up to your discretion whether to have them rewrite their answers to receive a grade, 
or give them a 0 for that assignment. Within the participation grade there is a section for 
completion of work, attitude, and effort so the outcome will be based off of the quality of 
the work completed throughout the entirety of the unit.  

Since the students are only provided with a school copy of the textbook, they are 
expected to take detailed notes on key information from each chapter. Teachers are 
encouraged to check that students are taking notes, as it will count towards their unit 
mark and be recorded within the note taking section on the Unit 1 achievement chart (see 
p. 30 in this guide).
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Study Sequence- Keys to Success 
 

Chapter Readings Exercises 
(included) 

Weight Completed? 
 

Ch. 1 Growing 
towards success 

P. 2-29 “Steps to Success” 
 
Personal Portfolio “Prepare for 
Career Success” 

10% 
 
 

10% 

 

 

Ch.2 Values, 
Goals and Time 

P. 30-57 “Get Analytical: Explore your values” 
10% 

 

Ch.6 Listening 
and Note 

Taking 

P. 154-
179 

“ Status Check: How developed are 
your listening and note taking skills” 10% 

 

Ch. 7 Memory 
and Studying 

P. 180-
213 

“Status Check: How developed are 
your memory and study skills” 10% 

 

Ch. 8 Test 
Taking 

P. 214-
251 

“Status Check: How prepared are 
you for test taking” 
 
“Get Practical: Assess your test 
anxiety” 

10% 
 
 
 

10% 

 

 

 
 

*Supplemental materials available in the MyStudentSuccessLab which 
includes an e-text students may read from home as well as activities, 
videos, exercises, additional resources, etc. * 
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Lesson 1:   Growing Towards Success 
 

Learning Objectives: 
 
In this lesson, students will: 
 
1. Discover their attitude toward learning and define the direction of their personal 

learning path. 
2. Adopt a mindset that will promote lifelong learning. 
3. Recognize and assess their individual learning style(s). 

 
 

Read & Review: 
 
Students will read and carefully study: Pages 2-29 in textbook 

 
 

Complete & Discuss: 
 
Students will take detailed notes of information presented in the chapter and complete the 
following exercises, and discuss them with their teacher.  Teachers will check student’s 
notes and mark these exercises for completion.  

 
 Steps to Success: Activate yourself 
 Personal Portfolio: Prepare for Career Success 
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Lesson 2:  Values, Goals, and Time: Managing 
Yourself 

 
Learning Objectives: 
 
In this lesson, students will: 
 
1. Learn how to effectively manage their time. 
2. The importance of knowing what you value 
3. How to effectively manage time.  

 
 
 

Read & Review: 
 
Students will read and carefully study: Pages 30-57 in textbook 

 
 
 

Complete & Discuss: 
 
Students will take detailed notes of information presented in the chapter and complete the 
following exercises, and discuss them with their teacher.  Teachers will check student’s 
notes and mark these exercises for completion.  

 
 

 “Get Analytical: Explore your values” 
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Lesson 3:   Listening and Note Taking 

 
Learning Objectives: 
 
In this lesson, students will: 

 
 

1. Learn how to become a better listener 
2. How to improve their note taking skills 
3. Types of note taking skills 
4. How to take notes faster 

 

Read & Review: 
 
Students will read and carefully study: Pages 154-179 in textbook 

 

Complete & Discuss: 
 
Students will take detailed notes of information presented in the chapter and complete the 
following exercises, and discuss them with their teacher.  Teachers will check student’s 
notes and mark these exercises for completion.  

 
 “ Status Check: How developed are your listening and note taking skills” 
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Lesson 4:   Memory and Studying 

 
Learning Objectives: 
 
In this lesson, students will: 

 
1. Learn how memory works 
2. How to remember what they have studied 
3. How to remember math and science material 
4. How mnemonic devices can boost recall 
5. Different Study strategies to keep it all together! 

 

Read & Review: 
 
Students will read and carefully study:  Pages: 180-213 in textbook 

 

Complete & Discuss: 
 
Students will take detailed notes of information presented in the chapter and complete the 
following exercises, and discuss them with their teacher.  Teachers will check student’s 
notes and mark these exercises for completion.  

 
 “Status Check: How developed are your memory and study skills” 
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Lesson 5:   Test Taking 

 
Learning Objectives: 
 
In this lesson, students will: 

 
 

1. How to improve test performance through preparation 
2. How to work through test anxiety 
3. Strategies to help you succeed on a test 
4. How to master different types of questions 
5. How to learn from test mistakes  

 

Read & Review: 
 
Students will read and carefully study: Pages 214-251 in textbook 
 

Complete & Discuss: 
 
Students will take detailed notes of information presented in the chapter and complete the 
following exercises, and discuss them with their teacher.  Teachers will check student’s 
notes and mark these exercises for completion.  

 
“Status Check: How prepared are you for test taking” 

 
“Get Practical: Assess your test anxiety” 
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Unit 2: Customer Service - LESSON 
PLANS 

 

Introduction 
 
As students learned in the last two units, success-oriented thinking and behaviours have 
many intrapersonal benefits – that is, for them as individuals.  In this unit, we consider 
the ways students can successfully interact with others—in this case, customers—using 
proactive interpersonal skills.  Students will now learn how to not only meet customers’ 
expectations, but to exceed them, and to make a name for themselves as exceptional 
service providers. 
 
 
 
The SCRM Connection – Key Messages for Students! 
 
As they will learn in the core units, SCRM personnel interact regularly with both internal 
and external customers, from the initial purchase of raw materials, all the way through to 
product distribution.  A customer is anyone to whom one is providing a product or 
service – from a supply chain colleague requesting pricing information, to a person 
shopping for a replacement part.  No matter who they are, every customer deserves the 
same standard of service – the best.  Students will return to this unit occasionally to 
review relevant topics. 
 
 
 

 
Unit Length:  15 Hours In Class + Assigned Homework 

 

Grading:  Text / Video Assignments  70% 
 Unit Test  30% 
 
 
 

Resources 
 
1. SCRM Summit Student Guide 

2. SCRM Summit Teacher’s Guide (what you’re reading right now) 
 

3. Exceptional Customer Service:  Going Beyond Your Good Service to Exceed 
Customer’s Expectations by Lisa Ford, et al. 

  
4. Video Series – Exceptional Customer Service (Videos 1, 2, 3, 4 ,6) 

 
5. Video – A+ In the Workplace 

 
6. Video – Last Call 
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These interactive videos will help students to really see customer service 
principles in action – what works, and what doesn’t.   And, the combination of 
video- and text-based learning will help make learning more dynamic. 

 
Each lesson in this unit (to follow) corresponds with chapters in the text and includes the 
following: 

 
1. Learning Objectives for each lesson  
2. Reading / Viewing Schedule 
3. Text / Video Assignment Schedule with Answer Key to assignment questions.  
 
 

Study Sequence 
 

Lesson # 
Textbook 
Chapter # 

Videos Topic 

1 1, 2 ECS # 1, 2 Understanding Customer Service 

2 3, 6 ECS # 3 Essential Customer Service Skills 

3 4, 5 
ECS # 6;  
A+ in the Workplace 

Positive Behaviour and Attitude 

4 9, 10 ECS #4 Dealing with Difficult Customers 

5 7, 8 Last Call Telephone Customer Courtesy 

 1-10 (Review)  Unit Test 

 
 
 
 
 

Unit Test  

 
 
The unit test is included in this guide.  
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Lesson 1:  Understanding Customer Service 
 
 
 

Learning Objectives 
 
In this lesson, students will: 

 
1. Define customer service. 
2. Establish the most important elements of customer service. 
3. Reflect on their own experiences as customers; good and bad. 
 
 

Read / View & Review 
 
Students will: 

 
1. Read and carefully study Chapters 1 & 2 in the textbook. 
2. Assets = Opportunities handout 
3. View videos 1 and 2 in the Exceptional Customer Service series. 
 
 

Complete & Submit 
 

Students will complete and submit the following for grading and feedback: 
 

1. In your own words, define customer service. (2 marks) 
 

Answers will vary, but may contain aspects of the following: 
 
Customer – one who enters a shop to buy; the purchaser. 
 
Service – the act of serving, helping, assisting, or providing for the needs of the 
public. 

 
Accept all reasonable responses. 

 
2. What, in your opinion, is the most important element of customer service?  (1 mark) 
 

Answers will vary; accept all reasonable responses. 
 
3. a) Describe a time when you received unsatisfactory customer service. (2 marks) 
 

b) List the reasons why you were not satisfied with the service. (2 marks) 
 

c) In your opinion, how should the situation have been handled? (2 marks) 
Answers will vary; accept all reasonable responses. 
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Lesson 2:  Essential Customer Service Skills 
 
 

Learning Objectives 
 
In this lesson, students will: 
 
1. Describe and define the factors that form the basis for customer expectations. 
2. Define the dimensions of quality customer care. 
3. Reflect on the importance of feeling valued as a customer. 
 
 

Read / View & Review 
 
Students will: 
 
1. Read and carefully study Chapters 3 & 6 in the textbook. 
2. View video 3 in the Exceptional Customer Service series. 
 

 

Complete & Submit 
 

Students will complete and submit the following for grading and feedback: 
 
1. What does the acronym CARE stand for?  Provide two points for each letter  

(9 marks) 
 
Competition, Advertising, Reputation, Experience 
Answer – see pp. 76-77 in Exceptional Customer Service 

 
2. According to the book Delivering Quality Service, by Leonard J. Berry, what are the 

six dimensions of quality customer care?  (5 marks) 
 

Reliability, Responsiveness, A Feeling of Being Valued, Empathy, Competency, and 
Dealing with One Person 

Answer – see p. 79 in Exceptional Customer Service 
 
3. Describe a time in your life when you felt truly valued as a customer. (2 marks) 
 

Answers will vary; accept all reasonable responses. 
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Lesson 3:  Positive Behaviour and Attitude 
 
 
    

Learning Objectives 
   
In this lesson, students will: 
 
1. Evaluate the importance of a positive attitude in the workplace. 
2. Reflect on the importance of critical feedback in improving attitude. 
3. Identify things that help support/sustain positive attitudes. 
 
 

Read / View & Review 
 
Students will: 
 
1. Read and carefully study Chapters 4 & 5 in the textbook. 
2. View video 6 in the Exceptional Customer Service series. 
3. View video A+ in the Workplace. 
 
 

Complete & Submit 
 
Student will complete and submit the following for grading and feedback: 

 
1. a) Attitude is a mental position. How important is a positive attitude in the  

workplace? (2 marks) 
 
Answers will vary, but may include aspects of the following: 
 
Unpleasant relationships with co-workers and supervisors can 
jeopardize employment. 

A negative attitude may also reinforce an employee’s poor self-image. 

An employee with a negative attitude will also affect the morale of co-
workers, which may lead to reduced productivity. 
 

b) Do you agree with the following statement?  “Career success depends upon an 
employee’s attitude.”  Why or why not? (2 marks) 

 
Answers will vary, but may include aspects of the following: 

 
The employee who controls his or her attitude will advance in the 
workplace 

Because they are seen as efficient, capable people. 

They respond positively in any situation, and help to keep the office in 
harmony, rather than in conflict. 
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2. In A+ in the Workplace, many of Flo’s problems occurred because she was unaware 
of her behaviour.  How might things have been different if she had asked for regular 
feedback from her supervisor? (2 marks) 

 
Answers will vary, but may include aspects of the following: 

 
Feedback allows individuals to become aware of positive or negative 
behaviour 
In order to modify it.  Habits are key parts of behaviour, and changing our 
habits requires concentrated effort. 

 
3. Define the term anchor and list three examples of attitude anchors.  (4 marks) 
 

Answer – see pp. 61-62 in Exceptional Customer Service 
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Lesson 4:  Dealing with Difficult Customers 
 
 
 

Learning Objectives 
   
In this lesson, students will: 
 
1. Establish the main reasons why customers get upset. 
 
2. Explain how to help customers recover from disappointment. 
 
3. Decide how they would respond to verbally abusive customers. 
 
4. Determine their plan of action for those times when they are unable to answer all of a 

customer’s needs. 
 
 

Read / View & Review 
 
Students will: 
 
1. Read and carefully study:  

 
 Chapters 9 & 10 in the textbook. 
 Empathy handout 

 
2. View video 4 in the Exceptional Customer Service series. 

 
 

Complete & Submit 
 
Students will complete and submit the following for grading and feedback: 

 
1. List and briefly describe four reasons why customers get upset.  (8 marks) 
 

Expectations are not met, Someone was rude, Someone was indifferent, No on 
listened 

Answer – see pp. 124-127 in Exceptional Customer Service 
 

2. List and briefly describe the six Customer Recovery Skills outlined in Chapter 9.  
(12 marks) 
 
Apologize sincerely, Take responsibility for fixing the problem, Solve the problem 
quickly, Involve the customer, Do something extra, Follow up 
Answer – see pp. 134-136 in Exceptional Customer Service 

 
3. What do you do when an angry customer starts cursing at you?  (2 marks) 

 
 Answer – see p. 131 in Exceptional Customer Service for the recommended 

response 
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4. What should you do if you can’t give the customer everything he or she wants?  
(2 marks) 

 
When you are unable to fulfill a customer’s request, use a service “No”: 

 
1. Explain the reason 

2. Show empathy 

3. Explain what you can do for the customer 
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Lesson 5:  Telephone Customer Courtesy 
 
 
 

Learning Objectives 
   
In this lesson, students will: 
 
 Establish standards for customer-centered telephone communication. 
 
 

Read / View & Review 
 
Students will: 
 
1. Read and carefully study:  
 

 Chapters 7 & 8 in your textbook.  
 Tips for Successful Outbound Calls handout 

 
2. View the Last Call video. 
 
 

Complete & Submit 
 

Students will complete and submit the following for grading and feedback: 
 

1. How many times should the phone ring before you pick it up? Why? (2 marks) 
 Answer on the 2

nd
 or 3

rd
 ring. You don’t want to keep the customer waiting. 

 
2. Why is it important to speak slowly and clearly? (1 mark) 

So the customer can more easily understand your words and the content of the 
message. 

 
3. What are two critical things to remember before hanging up with the customer?  
 (2 marks) 
 Answer – see pp. 118-119 in Exceptional Customer Service 
 
4. What are listening noises? (2 marks) 

Answer – see p. 97 in Exceptional Customer Service; here, “listening noises” are 
also known as “attentive phrases.” 

 
5. Before transferring a call, what should you tell the callers? (1 mark) 

Tell the caller what you can do, not what you can’t.  See p. 114 in Exceptional 
Customer Service for more details. 
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6. What is the most important thing to remember when leaving voicemail messages?  
 (2 marks) 

State your name, your company, a brief purpose of your call and your telephone 
number. Repeat your name and telephone number at the end of your message. 

 
7. How can you detect the customer’s needs? (1 mark) 

During the gathering stage of the phone call, make sure to really listen to the 
customer.  See p. 116 of Exceptional Customer Service for more details on how to 
demonstrate listening skills. 
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Supplemental Information 
 

The following pages are included in the Student Guide in the corresponding 
lessons. They are here for your review. 
 

1. Assets and Opportunities (Lesson 1) 
 
2. Empathy (Lesson 4) 
 
3. Tips for Successful Outbound Calls (Lesson 5) 
 
To follow on next page… 
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(Lesson 1) 
 
Assets and Opportunities 
 
 

Whether you plan a lifelong career in a service-oriented occupation, like SCRM, 
or view that job as a stepping stone to something else, the skills involved in 
providing good customer service will be assets in any field you choose. And 
remember:  a “service first” attitude will open doors – it is your key to success 
anywhere, anytime.  
 
Customer service representatives who stand out in their work are: 

 
 

 
 Friendly 

 Quick 

 Efficient 

 Eager to please 

 Knowledgeable 

 Optimistic 

 Diligent 

 Able to understand 
customers’ requests 

 

 
 Attentive 

 Creatively helpful 

 Empathetic 

 Poised 

 Upbeat 

 Honest and fair 

 Solution-oriented 

 
 

Also, these customer service representatives always: 
 
 Listen attentively 

 Maintain a positive attitude 

 Speak clearly 

 Avoid technical terms or fancy words 

 Give customers a feeling of confidence in them, the information they give, 
and the company 

 
 Make every customer feel important 

 Soothe ruffled feathers 
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(Lesson 4) 

Empathy 

 

 
Definition: 
 
Empathy (em’pe-thee) n. identification with or vicarious experiencing of 
the feelings, thoughts, or attitudes of another person. 
 

 

When you put yourself in another person’s shoes, you are showing empathy. 
 
To express empathy to customers, you might use the following phrases: 
 

I understand… 
 
I’m sorry… 
 
I can appreciate… 

 
You can convey empathy through more than just words:  try brainstorming some 
ways you can show empathy using your tone of voice and body language. 
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(Lesson 5) 
 
Tips for Successful Outbound Calls 

 

Always: 
 
 Identify yourself, your company, and the reason for your call. 

 Call when you say you will. 

 Have all the information you need at hand before you place your call. 

 Ask if it’s a good time for the customer to speak with you. 

 Tell the customer what to expect next (if appropriate). 
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UNIT 2   TEST 

 
 
 
 
 
Student Name: ____________________________ Date:  ______________  
 
Instructor:  _______________________________  Score: ______________  
 
 
Answer the following questions briefly, and in complete sentences. 
 
1. Customer Service means…list four endings to this sentence.  (4 marks) 
 

 
 
 
 
 
 

 
2. List three different techniques used for staying informed of customer’s opinions.   

(3 marks) 
  

 
 
 
 
 
 

 
3. List four reasons why companies lose customers.  (4 marks) 
 

 
 
 
 
 
 
 
 
 

 

Total Marks                  /50 
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4. List six qualities of customer service representatives who stand out in their field.  
(6 marks) 

 
 
 
 
 
 

 

 

 

 
5. List four reasons why customers get upset.  (4 marks) 
 
 
 
 
 
  
 
 
6. List the proven six-step strategy for dealing with challenging customers.  (6 marks) 
 
 
 

 
 
 
 
 
 

7. Define the ‘A,B,C,D’ method used when dealing with customer feedback. (4 marks) 
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8. Customer feedback is very important to companies.  Provide examples of five 

effective feedback tools.  (5 marks) 
 
 
 
 
 
 
 
 
9. What sets the stage for every telephone call?  (1 mark) 
 
 
 
 
 
 
 
 
 
 
 
10. When making outbound calls, what are five tips to keep in mind in order to make the 

calls successful? (5 marks) 
 
 
 
 
 
 
 
 
 
 
11. With reference to telephone calls, what are the three ‘Ps’ that you should remember 

and follow?  (3 marks) 
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12. List four tips to follow when placing a customer on hold.  (4 marks) 

 

 

 

 

 

 

 

13. Define the term empathy and describe how you can convey it to a customer.   
(2 marks)
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UNIT 2 TEST – ANSWER KEY 

 
 
 
 
 
Answer the following questions briefly, and in complete sentences. 
 
 
1. Customer Service means…list four endings to this sentence.  (4 marks) 
 

 Doing ordinary things well. 

 Going beyond what’s expected 

 Adding value and integrity to every interaction. 

 Being at your best with every customer 

 Discovering new ways to delight those you serve 

 Surprising yourself with how much you can do 

 Taking care of the customer like you would take care of your grandmother 
(any four) 

 
 

2. List three different techniques used for staying informed of customer’s opinions.   
(3 marks) 

 
1. Mystery shoppers and tele-shoppers – hiring ‘fake’ customers to do business 

with the stores and report on their findings. 
2. In-store comment cards 
3. Follow-up phone calls to make sure everything is ok 

 
 

3. List four reasons why companies lose customers.  (4 marks) 
 

1. Customer dies 
2. Customer moves away 
3. Customer influenced by friends 
4. Customer lures away by competition 
5. Customer dissatisfied with product 
6. Customer turned away by an attitude or indifference on the part of service 

provider. 
(any four) 

 
 
 
 

Total Marks                  /50 
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4. List six qualities of customer service representative who stand out in their field.  

(6 marks) 
 

Friendly, quick, efficient, eager to please, knowledgeable, optimistic, 
diligent, able to understand customers’ requests, attentive, creatively 
helpful, empathetic, poised, upbeat, honest and fair, solution-
orientated (any six) 

 
 

5. List four reasons why customers get upset.  (4 marks) 
 

1. Broken promises and unmet expectations 
2. Rude behaviour 
3. Indifference; “sorry that’s our policy” 
4. No one listened 

 
 
6. List the proven six-step strategy for dealing with challenging customers.  (6 marks) 
 

1. Stay calm yourself 
2. Let the customer vent 
3. Deal with emotions first 
4. Avoid emotional trigger words 
5. Gently confront abusive customers 
6. Delay action, consult with someone, and get a second opinion 

 
 

7. Define the ‘A,B,C,D’ method used when dealing with customer feedback. (4 marks) 
 

1. Ask for feedback 
2. Believe what they’re telling you 
3. Communicate your results 
4. Do something with what you’ve learned 

 
 
8. Customer feedback is very important to companies.  Provide examples of five 

effective feedback tools.  (5 marks) 
 

1. Telephone surveys 
2. Mailed questionnaires 
3. Business reply cards  (countertop or product insert) 
4. Personal interviews 
5. Touch tone phone surveys at call centres 
6. Internet questionnaires 
7. Focus groups / customer forums 
8. Internet chat lines 
9. Mystery shoppers and tele-shoppers 
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10. Employee observations 
(any five) 

 
 
9. What sets the stage for every telephone call?  (1 mark) 
 

The greeting 
 
 
10. When making outbound calls, what are five tips to keep in mind in order to make the 

calls successful? (5 marks) 
 

1. Identify yourself, your company, and then the reason for your call. 
2. Call when you say you will. 
3. Have all of the information you  need at hand before you place the call. 
4. Ask if it is a good time for the customer to speak with you 
5. Tell the customer what to expect next (if appropriate) 

 
 
11. With reference to telephone calls, what are the three ‘Ps’ that you should remember 

and follow?  (3 marks) 
 

Be pleasant, be professional, and be positive. 
 
 
12. List four tips to follow when placing a customer on hold.  (4 marks) 

 

1. Ask for permission 
2. Wait for the response 
3. Watch the clock 
4. Thank them for holding 

 

 

13. Define the term empathy and describe how you can convey it to a customer.   
(2 marks) 
 
Identification with or vicarious experiencing of the feelings, thoughts, or attitude 
of another person (putting yourself in some else’s shoes).  Empathy can be 
conveyed through your tone of voice, body language, or words (“I understand”, 
“I’m here to help”, etc.). 
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Unit 3: Business Communications -  
LESSON PLANS 

 

Introduction 
 
In the previous unit, students learned about constructive ways to relate to and 
communicate with customers.  Now, they will take a more detailed look at the purpose, 
content, and style all forms of business communication—non-verbal, written, spoken, 
etc.—while reflecting on their influence on their intended audiences and on 
business/workplace objectives.  

Students will analyze how information flows through an organization, gain insight into 
communication challenges, both internal and external, and develop proactive strategies to 
address these challenges.  They will practice planning, writing, and critiquing common 
types of results-oriented business messages, with the goal of becoming more effective 
communicators. 

 
The SCRM Connection – Key Messages for Students! 
 
In many respects, the supply chain is an information network.  SCRM personnel must be 
able to convey essential messages about resources (What? When? Who? Where? How 
Much?  How Many? etc.) to all links in the chain, from suppliers to customers, using both 
internal and external forms of communication.  Students will return to this unit and the 
text regularly to review relevant topics. 
 
 

 

Unit Length:  25 Hours In Class + Assigned Homework  
 

Grading:  Text Assignments  70% 
 Unit Test                30% 
 

 

Resources 
 

1. SCRM Summit Student Guide 
2. SCRM Summit Teacher’s Guide (what you’re reading right now) 
3. Communicating for Results:  A Canadian Student’s Guide 2nd Edition 

by Carolyn Meyer 
4. Online Study Guide available on the companion website at: 

http://www.oupcanada.com/higher_education/companion/comm_studies/9780
195431643.html      -  click on “Student Resources” button 

 
Each lesson in this unit corresponds with chapters in the text, and includes the following: 

 
1. Learning Objectives for each lesson 
2. Reading Schedule 

http://www.oupcanada.com/higher_education/companion/comm_studies/9780195431643.html
http://www.oupcanada.com/higher_education/companion/comm_studies/9780195431643.html
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3. Text and Online Assignment Schedule 

Study Sequence 
 

Lesson Text Chapter Pages Assignments 

1 1   Getting the Message Across 1-19 
-Writing Improvement Exercises:  1, 4, 5, 6, 7 (pp. 32-33) 
 
-Online Activities:  1-5 (pp. 21-22) 

2 
2 Getting Started:  Planning & Writing 

Business Messages 
36-51 -Writing Improvement Exercises:  1, 4, 5 (pp. 54-55) 

3* 
3 Business Style:  Word Choice, 

Conciseness, and Tone 
57-81 

-Workshop and Discussion Forum:  pp. 81-82 
 
-Writing Improvement Exercises:  9, 11, 12  (pp. 84-85) 

4 
5 Memorandums, E-mail, and Routine 

Messages 
116-137 

-Workshops and Discussion Forums:  2 (pp. 137) 
 
-Writing Improvement Exercises:  1, 2 (pp. 138) 

5 6 Routine and Goodwill Messages 143-177 -Writing Improvement Exercises:  2 (pp. 182)  

6 7   Delivering Unfavourable News 186-211 -Writing Improvement Exercises:  1, 2, 4 (pp. 212-213) 

7** 9  Communicating for Employment 248-276 
-any of the topics in Workshops and Discussion Forums, 
Writing Improvement Exercises or Online Activities will be 

useful 

 
NOTES 
 
*For students who may benefit from information on sentence structure, material from 
Chapter 4 can be combined with the study of Chapter 3. 
 
**Supplemental; can be combined with JST (Unit 11). 
 

Supplementary Resources 
 
The companion site features an Instructor’s Manual for each section of the text (including 
additional exercises and discussion topics), as well as PowerPoint slides that provide 
useful chapter summaries. 
 
To access the Instructor Resources, enter the following information: 
 

http://www.oupcanada.com/higher_education/companion/comm_studies/9780195431643.html  
 
User name:   oup98 
Password: mcfr64 
 

Unit Test  
 
The unit test is included in this guide.  

http://www.oupcanada.com/higher_education/companion/comm_studies/9780195431643.html
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Lesson 1:  Getting the Message Across  
 
 

Learning Objectives 

 
In this unit, students will absorb and apply information on: 
 
 The communication process 
 Identifying and overcoming communication barriers 
 The flow of communication within organizations 
 The importance of non-verbal communication 
 Cross-cultural communication 
 Privacy in the workplace 

 

Read & Review 
 
Students will read and carefully study: 
 
 Chapter 1 in the textbook (pp. 1-36) 

 
 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
1. Writing Improvement Exercises:  1, 4, 5, 6, 7 (pp. 32-33) 
2. Online Activities:  1-5 (pp. 34)* 
 
*NOTE ON ONLINE ACTIVITIES 
 
Should a website become inactive then the students can work on:   
 
 Other Writing Improvement Exercises for Chapter 1 
 Workshops and Discussion Forums for Chapter 1 
 Any other online activities you/they find that cover relevant material 
 
 
Please see the Weblinks document in the Instructor Resources section of the 
companion site for a complete list of links and their status. 
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Lesson 2:  Planning & Writing Business Messages 
 
 

Learning Objectives 

 
In this unit, students will absorb and apply information on: 
 
 Steps in the writing process 
 Message planning:  to achieve concise, purpose-driven, and audience-focused 

communication 
 Prewriting techniques 
 Organization of business documents:  outlines 
 Overcoming writer’s block and writing under pressure 
 Strategies for revising and editing messages 
 Strategies for effective group communication 
 
 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 2 in the textbook (pp. 36-51) 

 
 

 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
 Writing Improvement Exercises:  1, 4, 5 (pp. 54-55) 
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Lesson 3:  Business Style:  Word Choice, 
Conciseness, and Tone 

 

Learning Objectives 
 
In this unit, students will absorb and apply information on: 
 
 Getting to the point 
 Conveying clear and direct meaning – no problem words! 
 Creating constructive, inclusive, and  reader-oriented messages 
 Concise messaging strategies 
 Adjusting tone to fit your purpose, workplace situation, and audience 
 Personal vs. impersonal style 

 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 3 in the textbook (pp. 57-81) 

 
 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
1. Workshop & Discussion Forums: (pp. 81-82) 
2. Writing Improvement Exercises:  9, 11, 12 (pp. 84-85) 
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Lesson 4:   Memorandums, E-mail, and  
Routine Messages 

 

Learning Objectives 

 
In this unit, students will absorb and apply information on: 
 
 Characteristics of memos and e-mail 
 Formatting rules and writing plans for memos and e-mail 
 Formatting lists 
 E-mail style and tone 
 Common e-mail problems 
 Processing and managing e-mail 
 Writing memos and e-mails that deliver routine messages 

 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 5 in the textbook (pp. 116-137) 
 
 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
1. Workshops & Discussion Forums:  2 (pp. 137) 
2. Writing Improvement Exercises:  1, 2 (pp. 138) 
 



Supply Chain Resource Management Program  TEACHER’S GUIDE 
(SCRM)  Unit 3:  Business Communications 
 

Summit College, Academic and Career Studies  2004 (Rev. 2017)  Page 69 

Lesson 5:  Routine and Goodwill Messages 
 
 

Learning Objectives 
 
In this unit, students will absorb and apply information on: 
 
 Direct writing plan for routine business messages 
 Requesting general information and claims adjustments 
 Ordering services and merchandise 
 Responding positively to requests for information, claims adjustments, and purchase 

orders 
 Composing goodwill messages that answer basic human needs 
 Writing follow-up messages 
 Formatting formal letters 

 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 6 in the textbook (pp. 143-177) 

 
 

 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
 Writing Improvement Exercises:  2 (pp. 182) 
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Lesson 6:  Delivering Unfavourable News 

 
Learning Objectives 
 
In this unit, students will absorb and apply information on: 
 
 Special demands and characteristics of bad news messages 
 Organizing bad news messages using direct and indirect writing plans 
 Composing messages that communicate various kinds of unfavourable news 
 
 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 7 in the textbook (pp. 186-211) 

 
 
 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
1. Writing Improvement Exercises:  1, 2 , 4 (pp. 212-213) 
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Lesson 7:  Communicating For Employment 
  
NOTE:  This lesson can be combined with Job Search Training in Unit 10. 
 

Learning Objectives 
 
In this unit, students will absorb and apply information on: 

 
 Assessing your career objectives, interests, and professional strengths 
 Networking to find out about jobs and employers 
 Composing résumés that  provide overviews of your background and capabilities 
 Writing job application letters that sell your skills to prospective employers 
 Preparing for and following up on the job interview 
 Writing messages related to job-seeking 
 
 
 

Read & Review 
 
Students will read and carefully study:  

 
 Chapter 9 in the textbook (pp. 248-276) 

 
 
 

Complete & Submit 
 
Students will complete and submit the following exercises and activities from the 
textbook to you for review and grading: 

 
 Time permitting:  any of the topics in ‘Workshops and Discussion Forums’, ‘Writing 

Improvement Exercises’ or ‘Online Activities’ 
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UNIT 3 TEST 

 
 

Total Marks                  /50 
 
 
Student Name: ____________________________ Date:  ______________  
 
Instructor:  _______________________________ Score: ______________  
 
NOTE:  These questions cover material from the Communicating for Results Second 
Edition text, Chapters 1, 2, 3, 5, 6, and 7.  
 

 
PART I:  Short Answer /40 
 
Answer the following questions briefly, and in complete sentences. 
 
 
1. Briefly describe the three directions in which information can flow through formal 

business communication channels.  Provide an advantage for each route of 
communication. (6 marks) 

 
 
 
 
 
 
 
 
2. Why is it important to decide on a definite purpose for business communication? 
 Name two purposes of business communication, and briefly explain both. (5 marks) 
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3. What does the term medium or channel mean in terms of communication?  Name two 

factors that may influence the choice of one channel over another, and briefly explain 
both. (5 marks) 

 
 
 
 
 
 
4. Briefly describe three ways to maintain a ‘reader-focused’ style when writing 

business messages. (3 marks) 
 
 
 
 
 
 
 
 
5. What are the three categories of routine messages? (3 marks) 
 
 
 
 
 
 
 
6. List and briefly describe the three parts of the ‘direct-approach’ for routine or 

goodwill messages. (6 marks) 

 
 
 
 
 
 
 
 
 
7. Explain how the direct writing plan for bad news messages differs from the plan for 

good news messages. (3 marks) 
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8. a) List the four parts of a bad news message organized according to the indirect 
approach. (4 marks) 

 
 
 
 
 
 

b) List three advantages of a bad news ‘buffer.’  (3 marks) 
 
 
 
 
 
 
 
 
 
  c) What are two disadvantages of the indirect approach to bad news messages?       

(2 marks) 
 
 
 
 
 
 
 
 
 
 
 

Part II:  Multiple Choice  /10 

 
 
Circle the letter that best answers the question. 
 
1. Which of the following tasks would you complete in the prewriting stage of the 

writing process? 
 

a) Analyze your audience. 
b) Arrange information for clarity and impact. 
c) Add, delete, reorganize, or replace information. 
d) All of the above 
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2. Based on your reading, what is the most logical approach to the writing process?  
 

a) Write; complete; plan 
b) Plan; complete; write 
c) Write; plan; complete 
d) Plan; write; complete 

 
3. Which of the following is not an attribute of plain style? 
 

a) Common, everyday words 
b) Ambiguity 
c) Active voice 
d) Reasonable sentence length 

 
4. To achieve conciseness: 
 

a) Use long introductory lead-ins. 
b) Begin sentences with ‘fillers’ like “There are…” 
c) Use a few redundancies for emphasis.  
d) Eliminate or replace empty words and phrases. 

 
5. Hard-copy memos differ from e-mail with their: 
 

a) Time-saving format 
b) Straightforward approach 
c) Wasteful paper trail 
d) Both a) and b) 

 
6. An effective request for information or action uses a tone that is: 
 

a) Abrupt 
b) Firm, but polite  
c) Apologetic 
d) Demanding 

 
7. An order request should include: 
 

a) Specific product names/descriptions 
b) Quantities 
c) Unit prices and total  
d) All of the above 

 
8. When acknowledging an order: 
 

a) Mention that you received the order.  
b) Give details of the shipment—when, how, what, etc.  
c) Always push additional products. 
d) Don’t worry about personalizing the response. 

 
9. When communicating bad news, remember to:  
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a) Plead with the reader. 
b) Avoid using buffers. 
c) Offer an alternative, if possible. 
d) Refer to the bad news again when closing the message. 

  
 
10. When communicating bad news, the direct approach works best when: 
 

a) You know the reader well enough to understand his/her preference for directness. 
b) The bad news is unexpected.  
c) Important information (price increases, service disruptions, etc.) may escape  

 notice if not communicated directly. 
d) Both a) and c)
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UNIT TEST – ANSWER KEY 

 
 

Total Marks                  /50 
 
 
NOTE:  These questions cover material from the Communicating for Results text, 
Chapters 1, 2, 3, 5, 6, and 7.  
 

PART I:  Short Answer /40 
 
Answer the following questions briefly, and in complete sentences. 
 
1. Briefly describe the three directions in which information can flow through formal 

business communication channels.  Provide an advantage for each route of 
communication. (6 marks) 

 
1) Upward communication flows from subordinates from superiors, and helps 

insulated upper management stay in tune with the realities of the workplace, 
while allowing subordinates the opportunity to provide input. 

 
2) Downward communication flows from top decision-makers to subordinates, 

helping to clarify corporate strategies, policies, job plans, and to provide 
feedback on job performance.  

 
3) Horizontal or lateral communication flows between people at the same 

organizational level, allowing co-workers to share information, solve 
problems, and co-ordinate activities so each department knows what the 
other is up to. 

 
 (refer to Ch. 1, pp. 18-19) 
 
2. Why is it important to decide on a definite purpose for business communication? 
 Name two purposes of business communication, and briefly explain both. (5 marks) 
 

Once you establish your purpose for writing, it will be easier to organize and 
compose your message.  Business communication has two common purposes: to 
inform—to provide information—and to persuade—to encourage the reader to 
act. 
 
(refer to Ch. 2, p. 38) 
 

3. What does the term medium or channel mean in terms of communication?  Name two 
factors that may influence the choice of one channel over another, and briefly explain 
both.  (5 marks) 

 
The medium or channel is the physical means by which a message is transmitted.  
Two factors influencing the choice of channel may be:  1) speed—how quickly 
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does the message need to reach the recipient? If it needs to get there fast, e-mail 
and/or telephone may be appropriate; 2)  level of detail—how complex is the 
message?  If it is very detailed, telephone or voice mail may not be sufficient. 

  
 (refer to Ch. 2, pp. 41-42) 
 
4. Briefly describe three ways to maintain a ‘reader-focused’ style when writing 
 business messages.  (3 marks) 
 

1) Present meaningful content—don’t put off reader with trivial details. 
2) Develop a positive you-attitude—make the reader a part of your message by 

presenting information from his/her point of view. 
3) Emphasize benefits to readers—put yourself in their place, and appeal to 

their interests by pointing out what they stand to gain. 
 

(refer to Ch. 3, pp. 76-77) 
 
5. What are the three categories of routine messages? (3 marks) 
 

1) Positive and informative memos and e-mail 
2) Request memos and e-mail 
3) Reply memos and e-mail 

 
(refer to Ch. 5, pp. 130-134) 

 
6. List and briefly describe the three parts of the ‘direct-approach’ for routine or 

goodwill messages. (6 marks) 

 
1) Opening:  delivers main message first; answers reader’s most important 

questions 
2) Middle:  expands on the news or inquiry with background information 

and/or clarification 
3) Closing—pleasantly provides contact information; asks for action or input, 

explains what happens next; communicates goodwill; or expresses 
appreciation 

 
(refer to Ch. 6, pp. 144) 

 
7. Explain how the direct writing plan for bad news messages differs from the plan for 
  good news messages.  (3 marks) 
 

Where possible, an alternative will follow the explanation of the bad news—the 
next best thing.  These alternatives must fall within realistic and legal limits as 
set out by your company. 

 
 (refer to Ch. 7, p. 190) 

 

8. a) List the four parts of a bad news message organized according to the indirect 
approach.  (4 marks) 

 
1) Buffer 
2) Explanation 
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3) Bad news 
4) Goodwill closing 

 
(refer to Ch. 7, p. 192) 

 
b) List three advantages of a bad news ‘buffer.’  (3 marks) 

 
1) Establishes rapport with the reader without hinting at the bad news. 
2) Reduces the shock or surprise a reader otherwise experiences upon 

suddenly learning unpleasant news. 
3) Helps neutralize the bad news when it is eventually revealed. 

 
(refer to Ch. 7, p. 192) 

 
  c) What are two disadvantages of the indirect approach to bad news messages?   
   (2 marks) 
 

1) Readers may see through the delaying or ‘hedging’ tactics of the buffer, 
and feel manipulated. 

2) Indirect-approach messages tend to be longer, demanding more of the 
reader’s time and patience. 

 
  (refer to Ch. 7, p. 196) 
 
 
 

Part II:  Multiple Choice /10 
 
Circle the letter that best answers the question 
 
1. Which of the following tasks would you complete in the prewriting stage of the 

writing process? 
 

a) Analyze your audience. (Ch. 2, p. 39-40) 
b) Arrange information for clarity and impact. 
c) Add, delete, reorganize, or replace information. 
d) All of the above 

 
2. Based on your reading, what is the most logical approach to the writing process?  
 

a) Write; complete; plan 
b) Plan; complete; write 
c) Write; plan; complete 

d) Plan; write; complete (logical, based on step presented in Ch. 2) 
 

3. Which of the following is not an attribute of plain style? 
 

a) Common, everyday words 

b) Ambiguity (Ch. 3, p. 59) 
c) Active voice 
d) Reasonable sentence length 
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4. To achieve conciseness: 
 

a) Use long introductory lead-ins. 
b) Begin sentences with ‘fillers’ like “There are…” 
c) Use a few redundancies for emphasis.  

d) Eliminate or replace empty words and phrases. (Ch. 3, p. 69) 
 
5. Hard-copy memos differ from e-mail with their: 
 

a) Time-saving format 
b) Straightforward approach 

c) Wasteful paper trail (Ch. 5, p. 117) 
d) Both a) and b) 

 
6. An effective request for information or action uses a tone that is: 
 

a) Abrupt 

b) Firm, but polite (Ch. 6, p. 145) 
c) Apologetic 
d) Demanding 

 
7. An order request should include: 
 

a) Specific product names/descriptions 
b) Quantities 
c) Unit prices and total  

d) All of the above (Ch. 6, p. 146-148) 
 
8. When acknowledging an order: 
 

a) Mention that you received the order.  

b) Give details of the shipment—when, how, what, etc. (Ch. 6, pp. 155) 

c) Always push additional products. 
d) Don’t worry about personalizing the response. 

 
9. When communicating bad news, remember to:  
 

a) Plead with the reader. 
b) Avoid using buffers. 

c) Offer an alternative, if possible.  (Ch. 7, p. 190) 
d) Refer to the bad news again when closing the message. 

  
10. When communicating bad news, the direct approach works best when: 
 

a) You know the reader well enough to understand his/her preference for directness. 
b) The bad news is unexpected.  
c) Important information (price increases, service disruptions, etc.) may escape  
 notice if not communicated directly 

d) Both a) and c) (Ch. 7, p. 189-190) 
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Unit 4: Workplace Math - LESSON 
PLANS  

 

Introduction 
 
 
In the last unit, students learned about how to strengthen the written and verbal skills they 
will need for effective workplace communication.  Mathematics is one more way to 
communicate important information – in this case, through numbers.  This unit will equip 
students with the essential math skills they need to function competently in most business 
settings, including SCRM.   
 
Students will complete exercises involving basic operations (multiplication, division, 
fractions, decimals, percentages), as well as more business-oriented math involving 
statistics, measurements, retail and purchasing, and management and finance functions. 
 
 
 
The SCRM Connection – Key Messages for Students! 
 
As students will learn in upcoming units, numbers play a significant part in the SCRM 
working environment, from purchase pricing to inventory counting to the financial 
control of inventory as an investment.  In order to perform job-specific calculations 
confidently and accurately, all aspiring SCRM personnel should have a good grasp of 
more general business math operations before entering the workplace.   
 
 

   

Unit Length:  30 Hours In Class + Assigned Homework 
 

Grading: Text Exercises/Chapter Review      60% 
 Unit Test 20% 
 Participation 20% 

 

 
Resources  

 
1. SCRM Summit Student Guide  
2. SCRM Summit Teacher’s Guide (what you’re reading right now) 
3. E-Z Business Math 

Barron’s 
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Study Sequence 
 
NOTE:  You will work with your students to determine their current skill levels, so that 
they can focus on areas that they may find more challenging. 
 
 

Text Chapter Unit Notes 

1 1 and 2 Quick Review Only 

1 3-8 Required 

2 1-4 Required 

4 1-6 Required 

9 1-5 Required 
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General Instructions 
 
 
 
1. Students refer to the text, Barron’s E-Z Business Math, to complete this unit. 
 
2. If students are already comfortable with the basic operations covered in Units 1 and 2 

of Chapter 1, they may only need to complete every other question in these units to 
demonstrate their knowledge (please refer to the “Quick Review” section on the 
following page). 

 
3. Students must complete the required lessons listed below. 
 
 

 

Answers  
All answers are provided in the back of the book beginning on page 291. 
 
 
 

Unit Test  
 
The unit test is included in this guide. For ease of printing you can choose to print section 
3 to print only the Unit Test. 
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Quick Review Lessons 
 
 
 
NOTE:  You will consult with your students before they begin these lessons to determine 
how well they already understand these topics. Depending on their comfort level, 
completing every other question may be sufficient.  If, however, they need a more 
thorough review, they will complete all of the questions, and submit them to you for 
grading and feedback. 
 
 

Outline 
 
 
 

Topic Chapter Unit Page #s 

Addition in Business 1 1 3-12 

Subtraction in Business 1 2 13-23 
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Required Lessons 
 

 
NOTE:  In order to progress in the program, students must complete the following 
lessons.  They will submit the completed exercises to you for grading and feedback. 
 

Outline 
 
 
 

Topic Chapter Unit Page #s 

Multiplication in Business 1 3 24-38 

Division in Business 1 4 38-48 

Fractions in Business 1 5 48-52 

Addition and Subtraction of 
Fractions and Mixed Numbers 

1 6 52-57 

Multiplication and Division of 
Fractions and Mixed Numbers 

1 7 57-62 

Review of Chapter 1 1 8 62-70 

Decimals in Business 2 1 71-74 

Percents in Business 2 2 75-85 

Ratios and Proportions 2 3 86-89 

Review of Chapter 2 2 4 90-91 

Converting Standard Units 4 1 119-121 

Adding and Subtracting Mixed 
Units 

4 2 122-124 

Multiplying and Dividing 
Mixed Units 

4 3 124-128 

The Metric System 4 4 128-131 

Metric – English Conversions 4 5 132-134 

Review of Chapter 4 4 6 134-135 
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Required Lessons Continued 
 
 

Outline 
 
 
 

Topic Chapter Unit Page #s 

Purchasing Goods 9 1 225-229 

Calculating Trade Discounts 9 2 229-234 

Pricing Goods on the Basis of 
Selling Price 

9 3 235-239 

Pricing Goods on the Basis of 
Cost 

9 4 239-243 

Review of Chapter 9 9 5 243-246 

 
 
 
 
 
 
 
 
 
 
 

SCRM Specific!  
Please review 

chapter 9 when 
studying Unit 6. 
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Unit 4 Test 

 
 

/ 178 marks TOTAL 
 
PLEASE NOTE:  The questions in this test correspond to material covered in 
Chapters 1, 2, 4, and 9 in E-Z Business Math  
 
1. Find the totals on the following forms.  (4 marks) 

 
 
 

DATE 20 DOLLARS CENTS 

   BILLS 928 00 

COINS 123 86 

CHEQUES 93 69 

 128 82 

 95 04 

 69 58 

 193 94 

TOTAL   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. Solve the following problem; show your work on a separate sheet. 
 

James Washington earned the following commissions: $1 463.75; $1 634.80;   $1 
273.32. What was the sum of all his commissions?  (1 mark) 
 
______________________________________________________________ 

Sales for June 

Department Cash Sales Charge Sales 

A $14 728 63 $15 628 47 

B 8 649 47 9 473 64 

C 29 382 69 32 592 63 

D 17 461 63 19 637 46 

E 31 728 41 34 528 47 

F 20 649 47 21 473 64 

G 15 349 72 16 593 75 

TOTALS     

PETTY CASH EXPENDITURES 

DATE AMOUNT 

9/13 $15 83 

9/16 19 65 

9/17 25 27 

9/18 11 45 

9/19 27 78 

9/20 39 57 

9/23 23 35 

9/24 16 42 

9/25 27 35 

TOTAL   
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3. Complete the following forms. (23 marks) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Grand Total  

 
 
 

 

Card 
No. 

No. of 
Excep- 
tions 

Total 
Wages 

Deductions 
Total 

Deductions   
Net Pay 

Soc. 
Sec. 

Fed. 
With. 
Tax 

State 
Tax 

City Tax 

101 2 $465 85 $32 61 $116 46 $28 53 $12 65     

102 1 432 70 30 28 109 32 26 72 11 28     

103 3 478 48 34 63 123 16 29 43 12 84     

104 1 398 42 29 72 103 15 24 82 9 80     

105 2 446 36 31 16 113 70 27 16 10 80     

106 4 480 70 34 32 102 62 26 42 11 73     

 

Item Amount Discount Net Amount 

A $248 95 $99 95   

B 163 00 19 99   

C 55 50 9 50   

D 235 75 29 75   

E 385 00 95 00   

F 82 48 19 50   

G 136 00 39 95   

Total 
 

   
  

List Price $12 312 97 

Trade Discount 5 460 98 

Net Price   
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4. Solve the following problem; show your work on a separate sheet.        (1 mark) 
 

Sandy earns $1 060.05 a month. Her monthly expenses are as follows: rent, $345; 
food, $185.75; gas and electric, $ 85.95; car expenses, $79.60; other expenses, $ 
135.45. How much of her salary is left after expenses? 

 
______________________________________________________________ 
 

5. Complete the following forms. (12 marks) 
 

Quantity Description Unit Price Extension 

500 boxes #10 Paper Clips  20   

125 boxes #063 Typ. Ribbons, Blue/Red 20 00   

2 000 bottles Correction Fluid  70   

300 boxes #6 Envelopes 1 20   

100 boxes Desk Pads 14 60   

Total   

 

Quantity Description Unit Price Extension 

18.25 tons Rice 123 62   

24.262 tons Corn 93 85   

15.032 tons Lentil 131 75   

23.7 tons Soya Bean 87 43   

13.623 tons Sesame 78 65   

Total 
  

 
6. Solve the following problems; show your work on a separate sheet. 

 
The Taylor Real Estate Company purchased eight laptop computers at $972.50 each. 
What was the total cost of the computers?  (2 marks) 
 
 

 
Acme Motorcycles sells a motorcycle for $99 down and 36 monthly payments of 
$49.95. What is the total cost of the motorcycle?  (2 marks) 
 
 

 
 

Alice is paid a 7% commission on sales. How much is her commission on a sale of 
$638.75?  (1 mark) 
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7. Solve the following questions; show your work.  (8 marks) 
 
          ______                              _____ 

48)74976 0.015)63195 
 
 
 
 
 
 
 
       _________ 
321)$43460.05                                   round to the nearest cent 
 
 
 
 
 
 
 
 
 
 
600 ÷ 30 = 3 000 ÷ 1 500 = 
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8. Complete the following forms.  (13 marks) 

 

Installment Price Down Payment 
Number of 
Payments 

Amount of Each 
Payment 

$865 95 $75 00 12   

1 535 45 150 00 18   

2 792 48 200 00 24   

5 478 90 550 00 36   

10 563 75 650 00 48   

 

Quantity Description Price Amount 

675 lb. Sugar $4.15 per cwt.   

1275 lb. Coffee $6.45 per cwt.   

8460 lb. Wheat $267.25 per ton   

12250 lb. Peanuts $325.95 per ton   

 

Quantity Description Price Amount 

515 units Pens $8.75 per C   

485 units Notebooks $13.95 per C   

4 225 units Form #815 $23.15 per M   

13 595 units Memo Pads $56.75 per M   

 
 

 
1 cwt. = 100 pounds 

 
1 ton = 2 000 pounds 

 
1 C = 100 units 

 
1 M = 1 000 units 
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9. Solve the following problems; show your work on a separate sheet.  (6 marks) 

 
The Hartford Insurance Company ordered 1 685 calendars priced at $5.35 per 100 
and 8 490 imprinted pens priced at $15.25 per 1 000. What was the total cost of the 
order?  
 
 

 
Mr. Gunfield bought 200 shares of stock at $63.75 each share. Two years later he sold 
the stock at a price of $86.25 each share. How much profit did he make? 
 

 

 
 
 
10. Show your work on a separate sheet. 

 
a. Reduce to the lowest terms. (2 marks)  

 
 3_  =              _8_  =  

 24 18  
 

b. Create the higher equivalent fraction. (2 marks)  

 
5 = __    12  = __ 

 7     28 15     45 
 

11. Answer the following questions.  (8 marks) 
 

19 5/8   20 5 1/2 x 6 2/3 x 4 4/5 =_______ 
   32 3/5 - 14 7/8 
+28 13/20  4 3/5 ÷ 5 7/15 = _________ 
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12. Solve the following problems.  (9 marks) 
 
2/3 of a number is 92. Find the number. _______ 
 
If 90 is 5/6 of a number, find the number. _______ 
 
  96 @ 12 ½ ¢ = ______ 
  24 @ 12 ½ ¢ = ______ 
  64 @ 37 ½ ¢ = ______ 
160 @ 37 ½ ¢ = ______   
104 @ 62 ½ ¢ = ______ 
480 @ 87 ½ ¢ = ______  
TOTAL       _______ 
 

13. Round the common fraction to the nearest tenth. (1 mark)  
14 

 17 
 

14. Round the common fraction to the nearest hundredth. (1 mark)  
18  

 30 
 

15. Round the common fraction to the nearest thousandth. (1 mark) 
23 

 36 
 

16. Solve the following problem. (3 marks) 
 
Cynthia’s take-home pay, is 2/3 of her gross income of $1 500 a month. If she saves 
1/8 of her take-home pay, how much does she save each month? 
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17. Complete the following forms.  (40 marks) 

 

Wholesaler’s Trade Discounts 
Effective January 1 – July 1 

Item 
Code 

List  
Price 

Trade 
Discount 

Amount of  
Discount 

Net 
Price 

A $127 40%     

B 163 45     

C 272 55     

D 245 35     

E 286 43     

F 342 52     

G 678 47     

 

Stock Price Changes for November 

Stock Price 
Percent of 
Increase or 
Decrease* 

Amount of  
Increase or Decrease 

New 
Price 

A $28 +6%     

B 63 +3     

C 85 -4     

D 42 -5     

E 53 +12     

F 16 +8     

G 73 +14     
 *Plus (+) means an increase in the price; minus (-) means a decrease in the price.  
 

Amount on 
Deposit 

Interest Rate Amount of Interest New Balance 

$1 238 65 8.752%     

1 578 42 9.75     

2 415 70 8.025     

2 571 81 9.65     

3 682 55 10.0325     

3 520 60 11.652     
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18.  Find the amount to the nearest penny or whole unit.  Show your work on a 
separate sheet.   

 
$462.75 is 112% of what amount?  (2 marks) 
 
 

 
19. Janet Gomez earns a 10% commission on all her sales. In January, her sales were 

$53 694.75, and in February her sales were $42 785.50.   
 

a) How much less commission did she earn in February?  (2 marks) 
 

___________________________________________________ 
 

b) What was the percent of decrease in her earnings for February as compared to 
January? Round to the nearest whole percent.  (2 marks)  

 
___________________________________________________  

 
 
20. Sam Grotin earned $728.50 in interest on his saving account last year. If the rate of 

interest is 6 1/2%, how much did Sam have on deposit at the beginning of last year?  
(3 marks) 

 
______________________________________________________ 

 
21. At the end of a full year Mary Garber had $ 6 248.95 in her savings account. If the 

rate of interest was 12.253%, how much money did Mary have in the bank at the 
beginning of the year?  (3 marks) 

 
______________________________________________________ 

 
Show your work below or on a separate sheet. 
 
22. Add or subtract as indicated and simplify your answer.  (4 marks) 

 
    4 yd. 2 ft. 11 in. 14 gross 6 doz. 8 units 
  12 yd. 1 ft. 9 in. - 4 gross 9 doz. 10 units 
+13 yd. 2 ft. 10 in. 
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23. Multiply or divide as indicated. Simplify your answer and round to the nearest 
whole smaller unit.  (6 marks) 

 
     ____________________ 
8 gal. 2 qt. 1 pt. 14)34 gross  9 doz.  6 units 
x   13  
 
 
 
 
 
 
 
 

 
24. Change the following to metric units.  (4 marks) 

 
0.8 g to mg =  
8 1/4 L to cL = 
0.73 km to m = 
115 cL to mL =  
 
 

25. Change the following units and round each answer to the 
nearest whole unit.  (6 marks) 

 
53 oz. to g =  
42.7 km to mil. = 
1 1/8 in. to mm =  
 
 

26. Solve the following area problems. 
 
An office measures 12 ft. 6 in. by 16 ft. 9 in. How many square yards of carpeting 
needed to cover the floor?  (3 marks) 
 
_________________________________________________________ 
 
 
A large office is to be subdivided into four equal work stations. If the office measures 
9 1/2 meters by 14 1/4 meters, what will be the area of each work station?  (3 marks) 

 
 __________________________________________________________

Unit Conversions 

1000 mg   1 g 

100 cL   1 L 

1000 m   1 km 

10 mL  1 cL 

28 g   1 oz 

1.6 km   1 mile 

25.4 mm   1 in. 
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Unit 4 Test – ANSWER KEY 

 
 

/ 178 marks TOTAL 
 
 
1. Find the totals on the following forms. (4 marks) 
 
 
 

DATE 20 DOLLARS CENTS 

   BILLS 928 00 

COINS 123 86 

CHEQUES 93 69 

 128 82 

 95 04 

 69 58 

 193 94 

TOTAL 1 632 93 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. Solve the following problem; show your work on a separate sheet.  (1 mark) 
 

James Washington earned the following commissions: $1 463.75; $1 634.80;   $1 
273.32. What was the sum of all his commissions?   
 
$4 371.87______________________________________________________ 

 
 

Sales for June 

Department Cash Sales Charge Sales 

A $14 728 63 $15 628 47 

B 8 649 47 9 473 64 

C 29 382 69 32 592 63 

D 17 461 63 19 637 46 

E 31 728 41 34 528 47 

F 20 649 47 21 473 64 

G 15 349 72 16 593 75 

TOTALS 137950 02 149 928 06 

PETTY CASH EXPENDITURES 

DATE AMOUNT 

9/13 $15 83 

9/16 19 65 

9/17 25 27 

9/18 11 45 

9/19 27 78 

9/20 39 57 

9/23 23 35 

9/24 16 42 

9/25 27 35 

TOTAL 206 67 
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3. Complete the following forms. (23 marks) 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
Grand Total  
 

 
 

 

Card 
No. 

No. of 
Excep- 
tions 

Total 
Wages 

Deductions 

Total Deductions   Net Pay 
Soc. 
Sec. 

Fed. 
With. 
Tax 

State Tax City Tax 

101 2 $465 85 $32 61 $116 46 $28 53 $12 65 190 25 275 60 

102 1 432 70 30 28 109 32 26 72 11 28 177 60 255 10 

103 3 478 48 34 63 123 16 29 43 12 84 200 06 278 42 

104 1 398 42 29 72 103 15 24 82 9 80 167 49 230 93 

105 2 446 36 31 16 113 70 27 16 10 80 182 82 263 54 

106 4 480 70 34 32 102 62 26 42 11 73 175 09 305 61 

 

Item Amount Discount Net Amount 

A $248 95 $99 95 149 00 

B 163 00 19 99 143 01 

C 55 50 9 50 46 00 

D 235 75 29 75 206 00 

E 385 00 95 00 290 00 

F 82 48 19 50 62 98 

G 136 00 39 95 96 05 

Total 1 306 68 -     313 64 =    993 04 

List Price $12 312 97 

Trade Discount 5 460 98 

Net Price 6 851 99 
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4. Solve the following problem; show your work on a separate sheet. (1 mark) 
 
Sandy earns $1 060.05 a month. Her monthly expenses are as follows: rent, $345; food, 
$185.75; gas and electric, $ 85.95; care expenses, $79.60; other expenses, $ 135.45. How 
much of her salary is left after expenses? 
 
$228.30                                                                                                                              

 
5. Complete the following forms.  (12 marks) 
 

Quantity Description Unit Price Extension 

500 boxes #10 Paper Clips $ 20 100 00 

125 boxes #063 Typ. Ribbons, Blue/Red 20 00 2 500 00 

2 000 bottles Correction Fluid  70 1 400 00 

300 boxes #6 Envelopes 1 20 360 00 

100 boxes Desk Pads 14 60 1 460 00 

Total 5 820 00 

 

Quantity Description Unit Price Extension 

18.25 tons Rice $123 62 2 256 07 

24.262 tons Corn 93 85 2 276 99 

15.032 tons Lentil 131 75 1 980 47 

23.7 tons Soya Bean 87 43 2 072 09 

13.623 tons Sesame 78 65 1 071 45 

Total 9 657 07 

 
6. Solve the following problems; show your work on a separate sheet. 

 
The Taylor Real Estate Company purchased eight laptop computers at $972.50 each. 
What was the total cost of the computers?  (2 marks) 
                         

 $7 780.00                                                                                                    

 
Acme Motorcycles sells a motorcycle for $99 down and 36 monthly payments of 
$49.95. What is the total cost of the motorcycle?  (2 marks) 
 

$1 897.20 
 
 

Alice is paid a 7% commission on sales. How much is her commission on a sale of 
$638.75?  (1 mark) 
 

$44.71 
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7. Solve the following questions; show your work.  (8 marks) 
 
          __1562                              4,213,000 

48)74976 0.015)63195 
 
 
 
 
 
 
 
       ____135.39 
321)$43460.05                                   round to the nearest cent 
 
 
 
 
 
 
 
 
 
 
600 ÷ 30 = 20 3 000 ÷ 1 500 = 2 
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8. Complete the following forms.  (13 marks) 

 

Installment Price Down Payment 
Number of 
Payments 

Amount of Each 
Payment 

$865 95 $75 00 12 65 91 

1 535 45 150 00 18 76 97 

2 792 48 200 00 24 108 02 

5 478 90 550 00 36 136 91 

10 563 75 650 00 48 206 54 

 

Quantity Description Price Amount 

675 lb. Sugar $4.15 per cwt. 28 01 

1275 lb. Coffee $6.45 per cwt. 82 24 

8460 lb. Wheat $267.25 per ton 1 130 47 

12250 lb. Peanuts $325.95 per ton 1 996 44 

 

Quantity Description Price Amount 

515 units Pens $8.75 per C 45 06 

485 units Notebooks $13.95 per C 67 66 

4 225 units Form #815 $23.15 per M 97 81 

13 595 units Memo Pads $56.75 per M 771 52 

 
 

 
1 cwt. = 100 pounds 

 
1 ton = 2 000 pounds 

 
1 C = 100 units 

 
1 M = 1 000 units 
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9. Solve the following problems; show your work on a separate sheet.  (6 marks) 
 
The Hartford Insurance Company ordered 1 685 calendars priced at $5.35 per 100 
and 8 490 imprinted pens priced at $15.25 per 1 000. What was the total cost of the 
order?  
 
$219.62 

 
Mr. Gunfield bought 200 shares of stock at $63.75 each share. Two years later he sold 
the stock at a price of $86.25 each share. How much profit did he make? 
 

$4 500 

 
 
 
10. Show your work on a separate sheet. 
 

a. Reduce to the lowest terms.  (2 marks) 
 3_ = 1 8_ = 4 

 24    8 18    9 
 

b. Create the higher equivalent fraction.  (2)  
 5 = 20 12 = 36 

 7    28 15    45 
 

11. Answer the following questions.  (8 marks) 
 

20 5/8   20 5 1/2 X 6 2/3 X 4 4/5 =  176 
   32 3/5 - 14 7/8 
+28 13/20     5 1/8 4 3/5 ÷ 5 7/15 =   69/82 
     80 7/8 
 
 

12. Solve the following problems.  (9 marks) 
 
2/3 of a number is 92. Find the number.  138 
 
If 90 is 5/6 of a number, find the number.  108 
 
  96 @ 12 ½ ¢ = $12.00 
  24 @ 12 ½ ¢ = 3.00 
  64 @ 37 ½ ¢ = 24.00 
160 @ 37 ½ ¢ = 60.00   
104 @ 62 ½ ¢ = 65.00 
480 @ 87 ½ ¢ = 420.00  
TOTAL       $584.00 
 
 

13. Round the common fraction to the nearest tenth. (1 mark) 14  = 0.8 
   17 
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14. Round the common fraction to the nearest hundredth. (1 mark) 18 = 0.6 
    30 

15. Round the common fraction to the nearest thousandth. (1 mark) 23 = 0.639 
    36   

16. Solve the following problem.  (3 marks) 
 
Cynthia’s take-home pay, is 2/3 of her gross income of $1 500 a month. If she saves 
1/8 of her take-home pay, how much does she save each month? 
 

$125.00 

 
 

 
17. Complete the following forms.  (40 marks) 

 

Wholesaler’s Trade Discounts 
Effective January 1 – July 1 

Item 
Code 

List  
Price 

Trade 
Discount 

Amount of  
Discount 

Net 
Price 

A $127 40% $   50 80 $   76 20 

B 163 45 73 35 89 65 

C 272 55 149 60 122 40 

D 245 35 85 75 159 25 

E 286 43 122 98 163 02 

F 342 52 177 84 164 16 

G 678 47 318 66 359 34 

       

Stock Price Changes for November 

Stock Price 
Percent of 
Increase or 
Decrease* 

Amount of  
Increase or Decrease 

New 
Price 

A $28 +6% $   +1 68 $   29 68 

B 63 +3 +1 89 64 89 

C 85 -4 -3 40 81 60 

D 42 -5 -2 10 39 90 

E 53 +12 +6 36 59 36 

F 16 +8 +1 28 17 28 

G 73 +14 +10 22 83 22 
  

*Plus (+) means an increase in the price; minus (-) means a decrease in the price.  
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Amount on 
Deposit 

Interest Rate Amount of Interest New Balance 

$1 238 65 8.752% $108    41 $1347 06 

1 578 42 9.75 153 90 1732 32 

2 415 70 8.025 193 86 2609 56 

2 571 81 9.65 248 18 2819 99 

3 682 55 10.0325 369 45 4052 00 

3 520 60 11.652 410 22 3930 82 
 
 

18. Find the amount to the nearest penny or whole unit.  Show your work on a 
separate sheet. 
 
$462.75 is 112% of what amount?  (2 marks) 
 
$413.17 
 

19. Janet Gomez earns a 10% commission on all her sales. In January, her sales were 
$53 694.75, and in February her sales were $42 785.50.   

 
a) How much less commission did she earn in February?  (2 marks) 
 

$1 090.92 
 

b) What was the percent of decrease in her earnings for February as 
compared to January? Round to the nearest whole percent.   (2 marks) 

 
20% 

 
20. Sam Grotin earned $728.50 in interest on his saving account last year. If the rate 
of interest is 6 1/2%, how much did Sam have on deposit at the beginning of last year? 
$11 207.69  (3 marks) 

 
21. At the end of a full year Mary Garber had $ 6 248.95 in her savings account. If the 
rate of interest was 12.253%, how much money did Mary have in the bank at the 
beginning of the year? $5 566.84  (3 marks) 
 
Show your work below or on a separate sheet. 
 
22. Add or subtract as indicated and simplify your answer.  (4 marks) 

 
    4 yd. 2 ft. 11 in. 14 gross 6 doz. 8 units 
  12 yd. 1 ft. 9 in. - 4 gross 9 doz. 10 units 
+13 yd. 2 ft. 10 in. 9 gross 8 doz. 10 units 
31 yd.    1 ft.    6 in. 
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23. Multiply or divide as indicated. Simplify your answer and round to the 
nearest whole smaller unit.  (6 marks) 

     2 gross       5 doz. 10 units 
8 gal. 2 qt. 1 pt. 14)34 gross  9 doz.  6 units 
x   13  
112 gal.   1 pt. 

 
24. Change the following to metric units.  (4 marks) 

 
0.8 g to mg = 800 mg 
8 1/4 L to cL = 825 cL 
0.73 km to m = 730 m 
115 cL to mL = 1 150 mL 
 

25. Change the following units and round each answer to the nearest whole unit.  
(6 marks) 

 
53 oz. to g = 1503 g 
42.7 km to mil. = 26 mi. 
1 1/8 in. to mm = 29 mm 
 

26. Solve the following area problems.   
 
An office measures 12 ft. 6 in. by 16 ft. 9 in. How many square yards of carpeting 
needed to cover the floor?  (3 marks) 
 
23.26 square yards 

 
A large office is to be subdivided into four equal work stations. If the office measures 
9 1/2 meters by 14 1/4 meters, what will be the area of each work station?  (3 marks) 
 
33.84 meters squared  
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Unit 5: Getting to Know Resource 
Management - LESSON PLANS  

 

Introduction 
 
This unit will introduce students to the concept of Resource Management (RM), as it is 
practiced in manufacturing and/or warehouse settings. 
 

What is it? 
 
Generally speaking, Resource Management refers to the efficient and effective 
deployment of an organization's resources when they are needed.  For our purposes, 
resources include both the materials and personnel used in the manufacturing / 
production process.  These resources combine to successfully move a product or service 

to its ultimate destination—the customer—by way of the supply chain (hence the 
program’s main title, Supply Chain Resource Management, or SCRM).   
 

Students need to understand that the supply chain is a concept manufacturers use to 
illustrate how a manufacturing system is organized – not an actual chain; however, 
visualizing a chain may help them make sense of the configuration. 

 

Important Messages for Students 
 
A career in Resource Management means that, in one way or another, students will be 
responsible for ensuring that their employer makes the most of the resources in its supply 
chain.  Their focus could be on materials, personnel, or a combination of both, depending 
on their occupational goal.  For instance, Purchasing & Inventory Clerks (NOC 1524) 
and Parts Clerks (NOC 1522) are concerned primarily with maintaining optimal levels of 
materials for production or distribution, while Production Clerks (NOC 1523) must 
consider the human factor as well—how the planning and scheduling of manpower drives 
the progress of production. 

 
Regardless of their role in RM, it is useful for students to get a general idea of how 
manufacturing companies operate as a whole.  The lessons in this unit will cover 
company objectives, organization, and guiding principles.  This information will help set 
the stage for a more detailed look at exactly how your students will fit into the supply 
chain, based on their career path. 
 
 
PLEASE NOTE 
 
Concepts introduced in this unit will be referred to regularly throughout Unit 6 (A, B, C), 
the core of the Supply Chain Resource Management (SCRM) program. 
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GLOSSARIES 
 
Glossaries often appear at the end of lessons in this unit and in subsequent units to help 
reinforce terms students may hear as RM personnel communicate across the supply chain. 
 

 
 

Unit Length:  20 Hours In Class + Assigned Homework  

Grading:   Student Guide Questions / Exercises   80% 
 Participation                                          20% 
 
 
 

Resources 
 

1. SCRM Summit Student Guide – main content 
 

2. SCRM Summit Teacher’s Guide (what you’re reading right now) 
 
PLEASE NOTE that your Teacher’s Guide only provides an overview of 
this unit; you will need to study the unit as it appears in your copy of the 
Student Guide so that you are “on the same page” as your students. 

 
 
Study Sequence 
 

Lesson / Topic Reading from… Exercises (Student Guide) 

1:  The Manufacturing  
 Environment 

SCRM Unit 5 Student Guide N/A 

2:  The Supply Chain SCRM Unit 5 Student Guide 
 Comprehension Questions (pp. 7-8) 

 Exercise (p. 9) 

3:  Proactive Manufacturing  
Principles 

SCRM Unit 5 Student Guide  Comprehension Questions (pp. 21-25) 
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Lesson 1:  The Manufacturing Environment 
 
 
In this lesson, students will gain an understanding of a work setting where Resource 
Management strategies are commonplace – the manufacturing company. 
 
 

Lesson Overview by Topic 
 
1. What Manufacturing Companies Do 
 
2. The Major Players 

a) Suppliers 
b) Customers 

 
3. Manufacturing Strategies 

a) Engineer-to-order 
b) Build –to-order 
c) Assemble-to-order 
d) Build-to-stock 

 
 
Central Theme / Message 
 

 If the right materials in the right quantities are available at the right time, the 
manufacturing process will produce what it should.  In turn, labour and machinery 
will be working at optimal levels, ultimately strengthening the company’s 
profitability.  A company’s very existence can depend on the success of its resource 
management strategies. 

 

 
Remember! 
 

 While this program has a manufacturing focus, all of the skills students learn—even 
the more technical ones—can be applied in many other working environments.  For 
instance, knowledge of purchasing, inventory, and warehousing is just as valuable to 
a company that sells products as it is to one that makes them; scheduling strategies are 
useful when taking on any kind of time-sensitive project.  This is the kind of thinking 
that will open doors! 
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Lesson 2:  The Supply Chain 
 
Now that students have a general idea of the ‘what’ and the ‘who’ of their future working 
environment, they will take a look at how a company’s resources are organized.   
 

Lesson Overview by Topic 
 
1. Supply Chain Resources 

a) Raw materials 
b) Work-in-process 
c) Finished goods  Distribution inventory 

 
2. Physical Supply & Distribution 

a)  Main activities 
 

3. Planning & Control 
a)  Main activities 

 
 

Central Themes / Messages 
 

 The Power of Information 
Another aspect of the supply chain that may not be recognized immediately as an 

essential resource is information.  Crucial messages about the quality of products 
and services are also flowing constantly (manually and electronically) back and forth 
along the chain, informing the operation of the manufacturing company as a whole.  
Information may not always be as tangible as physical resources, but it is just as 
valuable! 
 

 The Power of the Chain 
A chain is an appropriate way of looking at the relationship between suppliers, 
manufacturers, and customers in today’s business world.  In the past, manufacturing 
companies saw suppliers as business adversaries whose main priority was to 
maximize their own company’s profit.  Now, they are considered partners working 
together toward a common goal:  customer satisfaction.  Each link in the supply chain 
is connected to the others, and all are connected to the customer.  So, it makes sense 
that they work together as a team to ensure high-quality results. 
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ANSWER KEY 
LESSOON 2 QUESTIONS & EXERCISES / 25 marks TOTAL 
 
Comprehension Questions /15 marks 

 
1. What is a supply chain? (3 marks) 
 

A system known as the supply chain is the vital link between physical 
resources and the processes that produce them. 

         
 

2. What are three types of resources that move across a supply chain? (3 marks) 
 

 Raw materials 
 Work-in-process 

 Finished goods  Distribution inventory 
 
 
3. What other resource should be considered just as important as the materials that flow 

across the supply chain?  Why?  (3 marks) 
 

Information:  crucial messages about the quality of products and services are 
also flowing constantly (manually and electronically) back and forth along the 
chain, informing the operation of the manufacturing company as a whole. 

 
 
4. List three responsibilities involved in physical supply and distribution. (3 marks) 

 
 Transportation 
 Distribution inventory 
 Warehousing 
 Packaging 
 Materials handling 
 Order entry 
(any three) 

 
 

5. What are the three primary responsibilities involved in manufacturing planning and 
control? (3 marks) 

 
 Production planning and scheduling 
 Implementation and control (involves selecting, applying, and maintaining 

efficient manufacturing methods)  
 Inventory management 
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Exercises /10 marks 
 
 
1. Fill in the missing information in the flowchart below. 
 

This exercise will help you to get a feel for the supply chain and your potential role in 
it. 

 
 
 
 
 
 
 
 
   Raw Material           In-process          Finished  
                                                 Materials           Goods 

 
 
 

  

Supplier Manufacturer Distribution Centre Customer 

Physical 
Supply 

Planning & 
Control 

Physical 
Distribution 
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Lesson 3:  Proactive Manufacturing Principles 
 
 

In the last lesson, students learned about the basic distinction between the practical 
activities involved in supply and distribution, and the more analytical aspects of 
planning and control.   
 
There are, however, thought processes—theories, philosophies, principles—RM 
personnel should be familiar with regardless of their place in the supply chain.  These 
principles are often the driving force behind a manufacturing company’s operations; they 
help motivate all employees to make the most of the company’s resources – the primary 
objective of Resource Management. 
 

Lesson Overview by Topic   
 

1. Just-in-Time Manufacturing (JIT) 
a) Less Waste = More Value 
b) Continuous Improvement 
c) Common JIT Terminology 

 Lean Production 
 Kanban 
 Material Requirement Planning (MRP) 
 Enterprise Resource Planning 

 

2. Total Quality Management (TQM) 
a)  Determining Factors 

 Quality standards 
 Product design 
 Manufacturing 
 Final use of the product 

b) The Recipe for TQM 

 Management Commitment 
 Customer  Focus 
 Employee Involvement 
 Continuous Improvement Plans 
 Supplier Partnerships 
 Performance Measures 

c) Common Quality Terminology 

 Variation 
 Quality Control Methods 
 ISO 9000 
 Benchmarking 

d) The Costs of Quality 

 Controlling Quality 
 The Costs of Failure 
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3. The Reality of Inventory 
a) Types of Inventory 
b) Inventory Management (balancing benefits with costs) 

 
 

Central Themes / Messages 
 

 In the world of Resource Management, value and quality are everyone’s business.  If 
they are genuinely committed to the ideas behind continuous improvement and 
quality management, and make a concerted effort to economize inventory, individual 
employees and the company as a whole will realize it is possible to:  keep customers 
happy, keep up with—or top—the competition, and keep raising the bar on the 
products and service they provide, until they have established themselves as leaders in 
their industry. 
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ANSWER KEY 
LESSON 3 QUESTIONS / 57 marks TOTAL 
 
 

Comprehension Questions – JIT /22 marks 
 
1. List four characteristics of a Just-in-Time manufacturing environment. (4 marks) 

 
 No surplus 
 No safety stock 
 Minimal lead times 

 Continuous improvement 
 
2. Provide a customer-focused definition of value. (3 marks) 

 
From a customer perspective, value means providing the right product 
quantities at the right time and place, and at a price they can afford and 
that they consider reasonable; a valuable product or service is also one that 
does what the customer wants, does it well and consistently, and is 
available when the customer wants it.   

 
3. What is the key to making continuous improvement a success? (2 marks) 

 
Total employee involvement:  as long as all members of an organization are 
100% committed to improving their products, processes, etc., and they 
review them regularly, while always asking, “How can we get better?”, all 
those little changes will add up to make a big difference. 

 
4. Name three elements involved in Lean production. (3 marks) 
 

 Preventative maintenance 
 Quality improvement programs 
 Pull systems 

 Flexible work forces and production facilities 
(any three) 

 
5. What are two advantages of Kanban? (2 marks) 
 

 Eliminates excess materials 
 Guards against shortages 

 
 
 
 
 
 
6. a) What is the key to a successful MRP system?  (3 marks) 
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MRP systems can be useful only if the data entered into them is accurate 
and up-to-the-minute, a chief responsibility of SCRM personnel 

 
b) Explain the difference between MRP and ERP.  (5 marks) 

 
ERP looks at the “big picture” – the enterprise as a whole. This technique 
aims to integrate all of an organization's data and processes (engineering, 
purchasing, manufacturing, distribution, maintenance, etc.) into one unified, 
smoothly-running system.  MRP is one component of an ERP system that 
focuses on planning and control of materials. 

 

 
Comprehension Questions – TQM     /17 marks 
 
1. What is quality? (2 marks) 
 

We can define a ‘quality’ product or service as one which meets the needs and 
expectations of the user or customer.  All of a company’s resources work 
toward this end. 

 
2. List the four factors that must come together in order to make TQM work. (4 marks) 

 
 Quality standards 
 Product design 
 Manufacturing 
 Final use of product 

 
3. Why are supplier partnerships important in today’s business world? (3 marks) 

 
With the introduction of JIT and TQM methods, suppliers have become more 

quality- and customer-oriented, recognizing that they are, in fact, partners 
with everyone else in the supply chain, and share the same goal of customer 

satisfaction.   
 
4. How can a company make the concept of quality more observable and objective?   

(2 marks) 
 

Performance measures that generate objective feedback help make a 
company’s improvements more tangible – employees can really see how much 
progress is being made.   
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5. Explain the difference between continuous improvement and benchmarking.   

(2 marks) 
 

Using continuous improvement methods, a company looks inward, at itself, to 
increase quality by analyzing its current practices.  Benchmarking, on the 
other hand, looks outward to what competitors and excellent performers 
outside of the company are doing. 

 
 
6. Name and describe one cost of controlling quality, and one cost of failing to control 

quality. (4 marks) 
 

Controlling Quality: 
 

 Prevention Costs – The costs of avoiding trouble by doing the job right in 
the first place. 

 Appraisal Costs – The costs associated with checking and auditing
6
 quality 

in the organization. 
(any one) 

Failing to Control Quality: 
 
 Internal Failure Costs – The costs of correcting problems that occur while 

goods are still in the production facility. 
 External Failure Costs – The costs of correcting problems after goods or 

services have been delivered to the customer. 
(any one) 

 
 

Comprehension Questions – Inventory    /18 marks 
 

1. Using your own words, briefly define inventory management.  (3 marks) 
 

SAMPLE RESPONSE 
Making every effort to balance the costs of carrying inventory with the benefits 
of carrying it, so that quality and customer satisfaction are never 
compromised, and the business remains profitable. 

 
2. Name two advantage and two disadvantages of carrying inventory. (4 marks) 

 
ADVANTAGES 

 Increases level of customer service 

 Increases operating efficiency (decoupling, manages fluctuations in demand, 
quantity discounts, etc.) 

DISADVANTAGES 

 Carrying buffer stock costs companies more money 
 Ordering smaller quantities more often can help lower inventory levels, but 
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will result in higher annual ordering costs 

 
 
3. a) In Dennis Lord’s article, we learn that inventory drivers can help companies  

manage the reality of inventory, and maintain quality in production and service.   
List the six drivers Lord discusses.  (6 marks) 
 
 Supplier lead time 

 Safety stock 
 Lot-size inventory 
 Excess and obsolete inventory 
 Inventory accuracy 
 Replenishment techniques 

 
 

b) Of the six inventory drivers, which do you feel is the most important?  Briefly  
explain your choice, with support from Lord’s article where appropriate.  
(5 marks)  
 
SAMPLE RESPONSE 
Inventory accuracy is essential – as Lord states, “it is the foundation of 
every successful inventory control system”, and it guides all replenishment 
techniques – when and how much to order.  Without accurate information 
on the status of inventory, customer satisfaction and the success of the 
business will be compromised. 
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Unit 6A:  The Perceptive Purchasing 
& Inventory Clerk - LESSON PLANS 

 
 

Introduction 
 
This unit will provide students with the information they will need to both act and 
communicate confidently on the job as a Purchasing & Inventory (P&I) Clerk.  Some of 
the material will be ‘technical’ in nature – systems, techniques, terminology, etc. 
exclusive to the P&I environment; students will also learn, however, about the many 
transferable skills that they can take with them – skills that are useful in any workplace 
and in life in general. 
 

Important Messages for Students 
 
While it is true that their responsibilities overlap with those of Production and Parts 
personnel, P&I Clerks do have a unique place in the world of Supply Chain Resource 
Management (SCRM).  We can count many duties and attributes (both technical and 
transferable) as P&I specialties – without them, it would be impossible for a business to 

make the most of its physical resources, specifically, its inventory.  
 
In a nutshell:  P&I Clerks must determine the best way to acquire goods and materials 
(Purchasing), and then maintain optimal levels of inventory once it is acquired 
(Inventory).  In order to fulfil these responsibilities effectively—as perceptively as 

possible—potential P&I Clerks must develop and fine tune their thinking skills. 
 

 

Unit Length:  30 Hours In Class + Assigned Homework 
 
Grading: Student Guide Questions / Exercises   80% 
 Participation                                 20% 
 

 
 

Resources 
 

1. Summit Student Guide – main content 
2. Summit Teacher’s Guide (what you’re reading right now) 
3. Selections from Basics of Inventory Management – supplements Student 

Guide content 
 

PLEASE NOTE that your Teacher’s Guide only provides an overview of 
this unit; you will need to study the unit as it appears in your copy of the 
Student Guide so that you are “on the same page” as your students. 
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Study Sequence 
 

Lesson / Topic Reading from… Exercises (Student Guide) 

Introduction Student Guide 
 Places to Work (p. 4) 

 Brainstorming (p. 5) 

1:  Your Place in the Chain Student Guide 
 Comprehension Questions (pp. 8-9) 

 Application & Reflection (p. 10) 

2:  The Purchasing Path Student Guide 
 Comprehension Questions (pp. 28-33) 

 Application & Reflection (pp. 33-41) 

3:  The Ins & Outs of Inventory 
 Student Guide 

 Basics of Inventory 
Management 

 Comprehension Questions (pp. 59-62) 

 Application & Reflection (pp. 62-65) 

 
 

A Note on the Places to Work & Brainstorming Activities: 
 
 Please grade these activities according to students’ level of participation.  These 

activities will help prepare students for the Job Search Training exercises they will 
complete in Unit 11. 
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Lesson 1:  Your Place in the Chain 
 

 
Here, students will review the concept of the supply chain—that vital network of 
materials and personnel that drive manufacturing systems.  At this point, we’ll consider 
exactly where in the chain Purchasing and Inventory Clerks fit.  
 
 

Lesson Overview by Topic 
 
1. Purchasing’s Place in the Chain 
 
2. Inventory’s Place in the Chain 
 
3. P&I:  A Team Effort 
 
4. Other Supporting Players 

a) Production Control 
b) Parts 
c) Shipping / Receiving 

 
 

Central Themes / Messages 
 

 Go Team! 
Purchasing and Inventory Clerks are especially close allies in the supply chain; note 
that the occupations are grouped together under NOC 1524, and that one employee 
may fill both roles.  Without crucial input from purchasing about raw materials and 
suppliers (order quantities, costs, delivery times, etc.), it would be impossible for 
Inventory Clerks to effectively control inventory levels through to distribution, and do 
their part to meet the primary objective of Resource Management:  the consistent 
delivery of the right product (the what?) in the right quantity (the how much?) to the 
right place (the where?) at the right time (the when?).  Students need to remember 
that inventory itself is a resource, and, therefore, it concerns the entire supply chain. 
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LESSON 1 ANSWER KEY 
 
QUESTIONS & EXERCISES / 31 marks TOTAL 
 
Comprehension Questions      /16 marks 
 
1. a) Briefly describe the main function(s) of a Purchasing Clerk.  (3 marks)  
 

Purchasing Clerks communicate with suppliers to ensure the timely flow of 
cost-effective materials into the manufacturing facility.  They are concerned 
with “physical” matters like transportation (as it impacts delivery times, etc.), 
and the receiving of goods from suppliers, but Purchasing Clerks must also use 
thinking skills (judgement, analysis, etc.) to determine the right supplier and 
the right price for materials.  

 
b) Briefly describe the main function(s) of an Inventory Clerk.  (3 marks) 
 
Using classification systems and decision-making strategies, Inventory Clerks 
analyze and evaluate inventory to ensure that the unavoidable costs of carrying 
it (see Unit 5) do not compromise levels of quality and customer service once the 
finished product is rolled out. 

 
c) Why is it important to consider purchasing and inventory functions together?   
 (3 marks) 
 
Purchasing and Inventory Clerks are especially close allies in the supply chain.  
Without crucial input from purchasing about raw materials and suppliers 
(order quantities, costs, delivery times, etc.), it would be impossible for 
Inventory Clerks to effectively control inventory levels through to distribution, 
and do their part to meet the primary objective of Resource Management:  the 
consistent delivery of the right product in the right quantity to the right place 
at the right time. 

 
d) Why do you feel it is important to consider each role separately?  (3 marks) 
 
SAMPLE RESPONSE 
As important as it is for us to recognize the connections between Purchasing 
Clerks and Inventory Clerks, we also need to understand that these roles have 
their own unique place in the world of RM.  Considering them separately 
allows us to see more clearly where they fit into the supply chain, and to 
understand their specialized functions. 
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2. List and briefly describe two other links in the supply chain that support P&I.   

(4 marks) 
 

1. Production Control Clerks work to co-ordinate the use of resources that run 
production processes (machines, people, etc.), primarily through scheduling.  
Since inventory either results from production or helps support it, the two 
departments cannot operate independently. 

 
2. A Parts Clerk’s ability to receive, sort, locate, and keep accurate records of parts 

and supplies will have a direct impact on an Inventory Clerk’s knowledge and 
maintenance of inventory levels.  Purchasing is responsible for acquiring the parts 
in the first place, and ensuring they are delivered on time and to the right place, in 
turn affecting how Parts Clerks carry out their duties. 

 

 
Exercises – Application & Reflection     /15 marks 

 
1. Purchasing and Inventory Clerks are close partners in the supply chain.  Give some 

thought to how supply chains might work in everyday life:  what “links” (people, 
services, etc.) do you rely on to help you stay on target and reach your goals?   
(5 marks) 

 
2. “If one wants to be successful, one must think; one must think until it hurts.”  Given 

what you have learned about Purchasing and Inventory Clerks’ functions and duties 
to this point (including information gathered in your initial job search in the 
Introduction), do you feel that this statement is accurate?  Why or why not?  Use 
examples to support your opinion.  (10 marks) 

 
Answers for both questions will vary – no “right” or “wrong” answers.  Accept all 
reasonable, clearly-expressed responses. 

 



Supply Chain Resource Management  TEACHER’S GUIDE 
(SCRM) Unit 6A:  The Perceptive Purchasing & Inventory Clerk 
 

Summit College, Academic and Career Studies © 2004 (Rev. 2017) Page 123 

Lesson 2:  The Purchasing Path 
 
 
We have established that Purchasing and Inventory Clerks, along with other supply chain 
colleagues, complement and support each other as they work toward their Resource 
Management goals.  There are certain responsibilities, however, that are unique to 
purchasing, and we will consider them here. 
 
 

Lesson Overview by Topic 
 

1. Purchasing Functions 
a) The Seven-Step Purchasing Cycle 

 Receive and analyze purchase requisitions 
 Select suppliers 
 Determine the right price 
 Issue a purchase order 
 Follow up / delivery 
 Receive and accept goods 
 Approve supplier’s invoice for payment 

 

2. The Purchasing Mindset (thinking skills) 
a) Specification Identification (Gathering Information) 

 Determining Specifications 
 Functional Specifications 
 Buyer Specifications 
 Standard Specifications 
 Other Specification Sources 

b) Selecting Suppliers  (Gathering Information; Analyzing and Clarifying 
Information) 

 Sourcing 
 Researching 
 Narrowing the Search 
 Ranking Suppliers 

c) Determining Price  (Evaluating Information) 

 Pricing Principles 
 Price Quotation 
 Price Negotiation 

d) Issue a Purchase Order (Focus on the Details) 
e) Follow up / Delivery (Be Creative; Take Action) 

 
f) Receive and Accept Goods 
g) Approve Supplier’s Invoice for Payment 

 
 

Focus on the Details 
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3. Introduction to Customs (Expand your knowledge!) 
a) Some Key Players 

 Customs Brokers 
 Canada Customs 
 NAFTA 

b) The Paperwork 

 Accounting for the shipment 
c) For Your Reference 

 Customs FAQ 
d) The Customs Audit 
e) The CSA Program 

 
 

Central Themes / Messages 
 

 Make a real difference! 
On average, manufacturing companies spend about 50% of their sales dollars purchasing 
raw materials, components, and supplies.  This means that the Purchasing Department 
and its personnel can do a lot to increase a company’s profits, and, in turn, play a crucial 
role in that company’s overall success.   
 
Consider, for example, the problems that missed deliveries can create for manufacturing 
and sales; by reducing the impact of these problems for both departments, Purchasing 
Clerks help the company maintain a healthy bottom line, and help keep customers happy. 
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ANSWER KEY 
LESSON 2 QUESTIONS & EXERCISES  / 153 marks TOTAL 
 

Comprehension Questions ____________________________________ /57 marks 
 
Purchasing Functions 

 
1. List and briefly describe the seven steps in the purchasing process.  (14  marks) 
 

1. Receive and analyze purchase requisitions – make sure all details of 
purchase request are in order, including:  requestor info (person and 
account), material specifications, quantity, delivery details, etc. 

2. Select suppliers – choose the supplier from an approved list or obtain info 
through sourcing, research, and ranking methods. 

3. Determine the right price though requesting quotations, comparison 
shopping, and price negotiation. 

4. Issue a purchase order using the information on the requisition order, and 
any other necessary information.  

5. Follow up / delivery – it is up to the Purchasing Clerk to ensure that the 
supplier delivers the order on time, and to take action in the event of 
changes to the delivery time or requirements. 

6. Receive and accept goods – the Purchasing Clerk checks the receiving 
report against the purchase order for consistency. 

7. Approve supplier’s invoice for payment – the Purchasing Clerk double 
checks that all necessary paperwork (purchase order, receiving report, 
invoice) is completed correctly. 

  
The Purchasing Mindset 

 
1. Name the thinking strategies that correspond to each step in the purchasing process.  

(7 marks) 
 

1. Receive and analyze purchase requisitions – analytical thinking (gathering 
information – specifications, etc.) 

2. Selecting suppliers – analytical thinking (gathering information; analyzing 
and clarifying information) 

3. Determining price – analytical thinking (evaluating information) 

4. Issue a purchase order – analytical thinking (detail-oriented) 
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5. Follow up / delivery – creative and practical thinking – in the event that 
problems / changes arise 

6. Receive and accept goods 

7. Approve supplier’s invoice for payment 

 
Introduction to Customs 

 
1. Why is it important to complete all customs paperwork completely and accurately? 

(4 marks) 
 

Complete and accurate Customs paperwork ensures the timely release and 
delivery of goods into Canada; it is the Purchasing Clerk’s responsibility to 
ensure that the supplier delivers on time, and this can’t happen if the proper 
paperwork is not completed properly. 

 
2. List two things that Customs Brokers do and two things Customs Brokers don’t do. 

(4 marks) 
  

THEY DO: 

 Assist in exporting products for repair, selecting type of transport, and 
preparing related documents 

 Check Customs information for possible benefits for the company, e.g. duty 
and tax exemptions 

THEY DON’T: 
 Receive any products – they only see the paperwork, not the package itself 
 Submit invoices to the company without checking with Customs or the 

person arranging for the export of products 
 

(refer Student Guide, Unit 6A, Lesson 2, page 23, for a complete list) 
 

3. What is Canada Customs’ mission?  (2 marks) 
 

To promote compliance with Canada's tax, trade, and border legislation and 
regulations through communication, quality service, and responsible 
enforcement, thereby contributing to the economic and social well-being of 
Canadians. 

 

4. What does “NAFTA” stand for?  What does NAFTA do?  (2 marks) 

 

NAFTA = North American Free Trade Agreement; it administers the processes 
and procedures to resolve trade disputes between national industries and/or 
governments in a fair, timely and impartial manner. 

 
 
5. Why is it important to provide complete and detailed forms to Canada Customs?   

(2 marks) 
 

Analytical thinking (detail- oriented) 
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To ensure that all import/export procedures are carried out correctly and 
legally, and to expedite the release of goods at the border, thereby ensuring 
prompt delivery, and, in turn, customer satisfaction. 

 
6. List three documents that must be submitted to Canada Customs, and two 

characteristics of each document.  (6 marks) 
 

1. The Cargo Control Document – is sent by the company’s carrier; informs 
Purchasing that a shipment has arrived and is awaiting Customs clearance.  

2. The invoice must indicate all of the following:  the buyer, seller, country of 
origin, price paid or payable, and a detailed description of the goods, 
including quantity. 

3. Canada Customs Coding Form (B3) – accounts for commercial goods, and 
must include, among other things, the importer name and the import/export 
account, and a description of the goods.  

 
(refer Student Guide, Unit 6A, Lesson 2, pages 24-25, for a complete list) 

 
7. What are tariffs?  (2 marks) 
 

Tariffs are taxes imposed on the value of goods imported into a country. The 
tariff is usually levied by a national government when the imports cross its 
customs boundary. 

 

8. Review the Customs information in this lesson and the Frequently Asked Questions 
on importing and exporting to answer the following questions.  Circle either True or 
False.  (5 marks) 

 

1) You do not need a sales receipt or invoice from vendors or exporters. 

 

TRUE  FALSE 

 

2) Other government departments and agencies have no import or export 
requirements. 

 

TRUE  FALSE 

 

3) Customs Brokers can help get your goods released, prepare the necessary 
documentation, and pay duties on your behalf. 

 

TRUE  FALSE 

 

4) All commercial goods entering Canada are subject to customs duty and the Goods 
and Services Tax. 
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TRUE  FALSE 

 

5) There are penalties for companies who do not comply with the requirements of 
Customs legislation. 

 

TRUE  FALSE 

 

9. Why are Customs audits necessary?  (3 marks) 

  

With so much paperwork passing through so many different hands, even the 
most perceptive employees need an objective set of second eyes on their 
Customs paperwork. 

 

10. What are three things Customs auditors may ask questions about during an audit?   
(3 marks) 

 

 Prices 
 Paperwork matching 
 NAFTA certificates  
 Product descriptions on Customs invoices 
 Record-keeping methods 
(any three) 

 

11. Who is the CSA program intended for, and what does it allow them to do?   (3 marks) 

 

The CSA program is designed to give companies who invest in compliance 
access to streamlined accounting and payment processes for all of their 
imported goods. 
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Exercises – Application & Reflection __________________________ / 96 marks  
 
1. PURCHASING REQUEST EXERCISE / 52 marks total 

 

Review the information on the Purchasing Cycle in Lesson 2 before completing this 
exercise. 

 
SCENARIO         

 
Jim Clark (you) works in the Purchasing Department of Pace Company Inc. 

 
An Administrative Assistant, Lynn Sanders, from the Human Resources department, 
needs help completing a Purchasing Requisition form. Your supervisor has asked 
you to help her complete the form. 

 
She gives you the following information on a yellow sticky: 

 

 

Hi Jim 
 
Here’s my list of things to order. Let me know 
when you’re free so we can order these materials. 
 
Thanks! 
Lynn 
 
10 – 1½ “ white binders 

5 boxes of blue pens 

10 copies of the Employee Manual 

Dividers for the binders 

Microsoft Office 101 (computer book) 

 

 
 

(10 sets of 8-tab 
dividers, 8½ x 11, 
inserted as per 
original) 
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You meet with Lynn and help her fill out the Purchasing Requisition form with 
the information she’s given him. As you review the information, you realize there 
is some information missing. 
 
1) Vendor Name – The Purchasing Department has a preferred vendor for all of 

these requests, Staples Business Depot. 
 
2) Vendor # - You go into the Purchasing Software Database and look up 

Staples’ vendor number, which is 123456-00. 
 

3) Details regarding printing the Employee Manual – Lynn needs double-sided 
white bond, 3-hole drill, sorted, 10 sets of 153 sheets. 

 
4) Unit Cost - You look up the items in the Staples catalogue, and confirm 

prices with the sales rep, checking for company discounts. Then, you add the 
prices to the Purchasing Requisition form. 

 
The pricing details are as follows: 
 

 

Item      Unit Cost 

 

10 – 1 ½” White Binders   $10.75 

5 boxes blue pens – Staples Brand    7.75 

3 photocopies of Employee Manual    0.06 

 - Cost per page/side 

10 sets 8-tab dividers, 8½ x 11     1.47 

Microsoft Office 101 (computer book)   25.49 

 

 
 

5) You determine the total cost, including GST and PST, and Shipping and 
Handling, as per the following details: 
a. Pace Company is a preferred customer, so there is no cost for Shipping 

and Handling  
b. GST is charged on all items. 
c. PST is charged for all items except for books. 

 
6) You pull an extra copy of the Staples catalogue and give it to Lynn so she can 

use it for future reference. 
 

7) You enter Lynn’s department phone number and extension [519)-751-

1111, X 236] in the “Contact for this order” box. 
 

8) Lynn enters her name in the “Requested by” field. You tell her that once the 
form is completed, she needs to get her supervisor to sign under “Signature of 
Supervisor.” 
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9) You enter the Shipping address, and the Name and Address of Staples 
Business Depot. 

 
123 Main Street 

Brantford ON 

N3T 5T2 

 
10) Lynn takes the requisition order to her supervisor, gets it signed, and returns it 

to you. 
 

 
11) You ask Lynn when she needs the supplies so you can include that 

information on the Purchase Order. She needs them by Friday, September 17. 
 
 

12) You check your list of Account Codes that you receive regularly from the 
Accounting Department. The list looks similar to the following: 

 
 

Pace Company Inc. 

 

Account Codes 

 

Department     Code 

 

Operations     OP1245 

(Operating expenses for the 

plant. Does not include 

departmental-specific purchases) 

 

Human Resources    HR2223 

 

Engineering     EN1364 

 

Maintenance     MT9457 

 

 
 

13) You take the completed Purchasing Requisition and enter the information 
in the fields in the purchasing database. You then print off the Purchase 
Order and fax to Staples Business Depot. 

 
 

14) Once the order arrives at the company, the Shipper compares the order 
with the shipping label to make sure all items have arrived.  The order is 
received in the Shipping Department or at Reception. The Shipper or the 
Receptionist contacts Lynn to let her know her order has arrived.  The 
Shipper gives you a copy of the Bill of Lading so you can close the order 
in the Purchasing database. 
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INSTRUCTIONS        /42 marks 
 

1. Using the information provided in the SCENARIO, fill out the Pace Company 
Purchasing Requisition Form on the next page. 
See completed form on next page 
 

2. Submit the completed form to your instructor for grading and feedback. 
 

PLEASE NOTE:  
 

Marks for this exercise are based on one (1) mark per item required in the Requisition 
Form.  

 

FOLLOW-UP QUESTION       /10 marks 

 
1. Considering Jim’s actions in the scenario, and the information on thinking skills 

in Lesson 2, how did this exercise work to demonstrate a Purchasing Clerk’s 
perceptiveness?  Use specific examples to support your answer. 

 
Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 

 
 
SAMPLE RESPONSE 
 

~Jim needed to know where and how to retrieve missing information on the order, 
including: 
 Vendor Name 
 Vendor # 
 Employee Manual requirements 
 Unit Cost – double checks catalogue info with Staples Sales Rep – good thinking! 

 
~Jim had to calculate the total cost of the order accurately, given certain parameters 

 
~Jim thought to give Lynn her own copy of the Staples catalogue, and reminded her 
to obtain her supervisor’s signature – teamwork!  

 
~Jim remembered to include the date by which Lynn needs the supplies on the form. 

 
~Jim had to accurately enter the information from the order into the purchasing 
database to keep the records up to date. 
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ANSWER KEY 

Purchasing Requisition  
 Deliver to department: 

HUMAN RESOURCES 

 

Attention:  JIM CLARK 

Signature of Supervisor 

Sue Pervisor

 

Requestor’s Signature 

Lynn Sanders 

Purchasing Department 

Contact for this order: 

LYNN SANDERS 
519-751-111, ext 236 

Date Needed:  FRI 17 SEP 

 

Please use a separate sheet for each vendor. 

Vendor Name: Staples Business 
     Depot  

Vendor #: 123456-00 

Vendor Information: 

123 Main Street 
Brantford ON N3T 5T2 

Item # Description QTY Unit Cost Total Cost Account Code # 

1 1 ½” Binders - White   10 10.75   107.50  OP1245 

2 

Blue Pens – Staples 
Brand 
5 boxes of 25 units 

 5 7.75   38.75  HR2223 

3 

Employee Manual D/S to  
D/S white bond, 3-hole 
drill, sorted, 10 sets of 153 
sheets 

 1530  .06  91.80 OP1245 

4 

10 sets 8-tab dividers,  
8 ½ x 11, printed & 
inserted as per original 

 10 1.47   14.70  OP1245 

 5 Microsoft Office 101   1 25.49   25.49  HR2223  

           Totals 

  Subtotal  278.24  278.24 

  Shipping & Handling  0.00  0.00 

  GST  5% 13.91 

  PST  8%  20.22 

    TOTAL   $312.37 

PLEASE INCLUDE ALL REQUIRED SIGNATURES AND FAX TO: 519-333-4444 
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NOTE: The negotiation for and all purchases of, all services, equipment, and supplies is done by the Purchasing Department. Any 
commitment made without the express authority of the Purchasing Agent or Assistant is considered a personal transaction and not a 
company liability. All transactions must be covered by a requisition, which must first be cleared through the Purchasing Department. 

 

2. RANKING METHOD EXERCISE    /17 marks total 
 
SCENARIO 
 
Your company is looking into purchasing new fax machines for three departments in five 
different plants. Ideally, you want to purchase the machines from one supplier so that the 
company qualifies for a cost reduction based on volume. Even though the company plans 
to purchase in large volume, it will help you, the Purchasing Clerk, know how much 
smaller quantities cost, so that you are more informed when negotiating prices with the 
supplier (see the section on Price Negotiation). 
 

 
The company has a set a budget between $80.00 and $250.00 for each machine; the 
machines will be used many times each day for sending substantial documents (often 10+ 
pages at a time), so the company wants to get the most out of the ink/toner.  Remember:  
you want the best value for the money, not necessarily the cheapest machine going! 

 

You create a questionnaire for each department, with a list of features and factors 
they are looking for in a fax machine, and then ask them to weigh each feature or 
factor, using a scale of 1 to 10, as follows, with 1 being unimportant, and 10 being 
extremely important. 
 

INSTRUCTIONS       /13 marks 
 
NOTE:  The fax machine ranking form on the next page contains simulated data for you 
to work with. You will need this information to complete the Price Negotiation exercise; 
you may go so far as to get quotes from each supplier.  For now, you will: 
 

1. Rate each supplier for each factor.  Remember:  This rating is separate from 
weight – suppliers are rated on their ability to meet the requirements of each 
factor. Use a scale of 1 to 10. 

 
2. Rank the suppliers:  Multiply the weight of each factor by the supplier rating for  

that factor (W x SR); add the supplier ranking for each factor to produce a total 
ranking; list the suppliers by total ranking, revealing the highest ranking supplier. 

 
3. Submit the completed form to your instructor for grading and feedback.  

 
 

Ratings and rankings will vary – mark for completion and for correct ranking 
calculations. 
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S = Staples Business Depot F = Future Shop G = Grand and Toy 
 

Features and Factors  Weight 
Rating of 
Suppliers 

Ranking of 
Suppliers 

Suppliers  S F G S F G 

Cost 10       

Transmission speed (pages per minute) 7       

Input paper tray capacity* 9       

Service & Technical Assistance 8       

Speed dial memory** 7       

Availability of toner cartridges 6       

Ease of operation 7       

Colour printing 3       

Photocopying capabilities 6       

Plain paper over Thermal paper 10       

Functional phone handset 2       

Fax memory*** 7       

Laser printing over Inkjet printing**** 9       

 
*The maximum number of sheets that the paper tray can hold at one time. A larger capacity means you 
have to refill less often, which is especially handy if you leave the fax unattended. 

 
**The machine can be programmed to store commonly dialed numbers so you can press one button to 
call them in the future. You also reduce the risk of misdialing a number. 

 
***The machine can store incoming or outgoing faxes in memory, so that you don't lose important 
documents because the fax is out of paper (out-of-paper reception). It can also send outgoing faxes 
without your having to stand at the machine until the fax is finished (quick scan). 

 
***Laser printing allows a higher volume of documents to be printed before cartridge refill. 

 
 

 
FOLLOW-UP QUESTION       /4 marks 
 
1. Did you find the Ranking Method useful?  Why or why not? 
 

Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 
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3. INFORMATION GATHERING EXERCISE   /15 marks total 
 

INSTRUCTIONS       
 
Using the Internet, or by contacting the stores directly, research the three suppliers and 
the various fax machines they offer; search or ask questions based on the Scenario above, 
and on the features and factors on the fax machine ranking form. You will use the data 
you collect to negotiate a final price with each supplier to determine which supplier you 
will use for this purchase. 

 

Supplier Contact Brand Model Quantity 
Price (incl. 
S&H) 

Staples 

 

    

Staples     

Staples     

Staples     

Staples     

Staples     

Grand & Toy 

 

    

Grand & Toy     

Grand & Toy     

Grand & Toy     

Grand & Toy     

Grand & Toy     

Future Shop 

 

    

Future Shop     

Future Shop     

Future Shop     

Future Shop     

Future Shop     

  
Grading:  One mark per item gathered (contact, brand, model, quantity, price) for 
each supplier = 15 marks total. 
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4. PRICE NEGOTIATION EXERCISE    /12 marks total 
 

INSTRUCTIONS       /9 marks 
 
Refer to the fax machines exercise. Contact each supplier for your fax machines either by 
telephone or in person, and talk to a salesperson about their pricing options for corporate 
purchases. You can tell them that this is an exercise for school.  Find out if there is a 
corporate discount, and/if they have a corporate discount card.  Also determine the 
maximum number of units you would need to purchase to get a discount.  
 
You may also try this exercise on the other suppliers to see if the price per unit reduces if 
you negotiate a corporate or volume discount. 
 
 

Supplier 
Corporate 
Discount? Y/N 

How Much? 
Corporate 
Card? Y/N 

Staples    

Grand & Toy    

Future Shop    

 
Grading:  One mark per item gathered (discount, amount, corporate card) for each 
supplier = 9 marks. 

 
 
 
 

FOLLOW-UP QUESTION      /3 marks 
 

1. Were you able to negotiate a different price? Why or why not? 
 
Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 



Supply Chain Resource Management  TEACHER’S GUIDE 
(SCRM) Unit 6A:  The Perceptive Purchasing & Inventory Clerk 
 

Summit College, Academic and Career Studies © 2004 (Rev. 2017) Page 138 

Lesson 3:  The Ins & Outs of Inventory 
 
 
Once Purchasing Clerks have done their part to acquire the company’s resources from the 
best supplier for the best price, these resources become inventory:  enter the Inventory 
Clerk.   
 

Lesson Overview by Topic 
 

1. Inventory Classification I  
a) By Inventory Type 

 

2. Inventory Classification II 
a) By Inventory Function 

 Safety stock 
 Anticipation inventory 
 Transportation inventory 
 Cycle inventory 
 Lot-size inventory 
 Hedge inventory 

 

3. Inventory Management (IM) 
a) IM Objectives 

 Maximize customer service 
 Maximize efficiency of Purchasing and Production 
 Minimize inventory investment 
 Maximize profit 

b) Perspectives on IM 

 Aggregate IM 
 Item IM 

 

4. The IM Mindset I:  Evaluating Inventory (thinking skills) 
a) Inventory Valuation 

 FIFO 
 LIFO 
 Average Cost 
 Standard Cost 

a) A-B-C Classification 

 The A-B-C Curve 
 A-B-C and Inventory Control 

 

5. The Value of Forecasting (Expand your knowledge!) 
 
NOTE:  Please distribute the handout on “The 68, 95, 99.7 Rule & Standard Deviation” 
to accompany the reading from Basics of Inventory Management.  The handout will help 
to clarify the calculations in Figure 3-2:  Customer Service Level Table (p. 35). 
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6. The Costs of Inventory 
a) Item Costs 
b) Carrying Costs 

 Capital costs 
 Storage costs 
 Risk costs 

c) Ordering Costs 

 Production control costs 
 Setup and teardown costs 
 Lost capacity costs 
 Purchase order costs 

d) Stockout Costs 
e) Capacity-associated Costs 

 

7. The IM Mindset II:  Inventory as Information (thinking skills) 
a) Inventory Analysis Summary 
b) Inventory On Hand 
c) Inventory Transfers 
d) Recommended Reorders 

 
 

Central Themes / Messages 
 

 The Power of Information (again!) 
As a source of detailed information about an essential resource, Inventory Clerks can 
secure their place as an essential member of the SCRM team – but only if that 
information is reliable.  As Dennis Lord observes: 

 
Inventory accuracy [is] the foundation of every successful inventory control system.  
Trying to control inventory with bad information is futile. You’re simply wasting time and 
money. All replenishment decisions are based on the status of your inventory. If you’re 
going to make reliable delivery promises and keep inventory levels low, your inventory 
records must be 98% accurate every single day (see Student Guide, Unit 5, Lesson 3). 

 
If Inventory Clerks take these words to heart, they will be doing their part to make 
their employer’s inventory management system a success – something the 
company can be proud of. 

 

 Proving Perceptiveness 
To zero in on answers to important inventory management questions, Inventory 

Clerks, like their Purchasing colleagues, must be comfortable in analytical thinking 
mode, able to interpret, analyze, and evaluate inventory information promptly and 
accurately. 
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ANSWER KEY 
LESSON 3 QUESTIONS & EXERCISES  / 75 marks TOTAL 
  

Comprehension Questions ________________________________ /40 marks 
 
1. Briefly describe the two ways of classifying inventory, and provide an example of 

inventory in each class.  (6 marks) 
 

1) Classification by type (raw materials; work in process; finished goods, etc.) – 
e.g. furniture (finished goods) 

2) Classification by function – what purpose does the inventory serve within 
the production environment?  e.g. safety stock to protect against stockouts   

 
2. List the four objectives of inventory management (IM)  (4 marks) 
 

1) Identifies inventory requirements – what, where, when, who, how much? 
2) Sets targets – the levels of inventory needed to meet customer demand  
3) Provides replenishment (restocking) techniques 
4) Reports actual and projected (forecasted) inventory levels 

 
3. Briefly describe the two perspectives on IM.  (4 marks) 
 

1) Aggregate IM considers inventories as a whole, according to their major 
groupings (raw materials, work-in-process, finished goods, etc.) 

2) Item IM considers the individual items that make up each inventory 
category.   

 
4. What four questions need to be answered before inventory items can be evaluated 

properly?  (4 marks) 
 

1) Which inventory items are most important?  
2) How will the items be controlled? 
3) How many items should be ordered at one time? 
4) When should the orders be placed? 

 
5. Briefly describe two systems that help provide answers to those questions.  (4 marks) 
 

1) Inventory Valuation – assigning a cost value to inventory items that directs 
how stock will be rotated, e.g. FIFO, LIFO, average cost, standard cost 

2) A-B-C Classification – determines level of inventory control based on the 
percentage of items and the percentage of the company’s investment in 
those items (“80/20 rule”) 

 
6. a) Name and briefly describe three kinds of inventory costs.  (6 marks) 
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1) Item costs include the cost of the item and any direct other costs associated 
with moving the item into the plant. 

2) Carrying costs include all expenses incurred by the company due to the 
volume of inventory carried. 

3) Ordering costs are costs associated with placing an order, either within the 
factory or through a supplier.   

(refer Student Guide, Unit 6A, Lesson 3, pages 54-56, for a complete list) 

 
b) What is meant by the “catch-22” of inventory costs?  (3 marks) 

 
This is the main challenge of inventory management:  attempts to manage 
inventory costs in one area often only create more costs in other areas.  
Example:  to cut down on capacity-associated costs, a company may level 
production by producing items in slack periods for sale in peak periods. 
However, this strategy drives up inventory levels in the slack periods, 
increasing carrying costs. 

 
7. Briefly describe two kinds of inventory reports.  (4 marks) 
 

1) Inventory Analysis Summary – this report gives the reader a quick glance 
at the basic contents of the inventory of one type of product. 

2) Inventory Transfers – this report provides details of the transfer of 
inventory from one location to another during a specified period – either 
within the company or to external customers. 

 
8. Briefly discuss the importance of inventory accuracy, and how Inventory Clerks can 

work to maintain it.  (5 marks) 
 

Experts in the field of inventory management agree:  “Inventory accuracy [is] 
the foundation of every successful inventory control system.”  Accuracy is 
essential for customer satisfaction, and makes the “balancing act” involved in 
inventory cost management at least more manageable, if not exactly easier.   In 
order to ensure inventory data accurately reflects the levels of physical 
inventory on hand, the Inventory Clerk must be detail-oriented – able to zero in 
on any discrepancies between numbers, and correct them promptly.  This will 
help prevent confusion as information about inventory makes its way back and 
forth across the supply chain. 
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Exercises – Application & Reflection ___________________________ /35 marks 
 
1. CARRYING COSTS PROBLEM 
 

A company carries an average annual inventory of $2,000,000. If they estimate the 
cost of capital is 10%, storage costs are 7%, and risk costs are 6%, what does it cost 
per year to carry this inventory?  Please show your work.  (5 marks) 
 

 

SOLUTION 

 
Total cost of carrying inventory = 10% + 7% + 6%  

 
Annual cost of carrying inventory = 0.23 x $2,000,000 
 
Total cost of carrying inventory =    23% 
 
Annual cost of carrying inventory = $460,000 

 
 
FOLLOW-UP … Think about it! 

 
Brainstorm some ways a company might go about reducing its carrying costs.   
(5 marks) 
 
Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 
 

 
2. ORDERING COSTS PROBLEM 
 

Given the following annual costs, calculate the average cost of placing one order.  
Please show your work.  (5 marks) 

 
 Production control salaries = $60,000 
 Supplies and operating expenses for production control department = $15,000 
 Cost of setting up work centres for an order = $120 
 Orders placed each year = 2,000 

 

SOLUTION 

Average cost =
fixed costs

number of orders

+ variable cost

=
$60,000 + $15,000

2000

+ $120 = $157.50

Average cost =
fixed costs

number of orders

+ variable cost

=
$60,000 + $15,000

2000

+ $120 = $157.50
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FOLLOW-UP … Think about it! 
 
As we’ve learned, companies can reduce their ordering costs by ordering more items at 
one time, but this will increase their inventory carrying costs.  In your opinion, which is 
the lesser of the two “evils” – high ordering costs or high carrying costs?  Can you think 
of any ways a company might balance the two?  (5 marks) 
 
Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 
 
  
3. A-B-C ANALYSIS 
 

Over the past year, a company has sold the following ten items. The following table 
shows the annual sales in units and the cost of each item. 
 
Step 1  (5 marks) 

 
a) Calculate the annual dollar usage of each item 
b) List the items according to their total annual dollar usage 

 
Step 2  (5 marks) 

 
a) Calculate the cumulative annual dollar usage and the cumulative percentage of 

items 
b) Group the items into A, B, C groups based on percentage of annual dollar usage. 

 
NOTE:  Please refer to the A-B-C analysis example in Lesson 3 (pp. 49-50, above) for 
instructions on calculations. 
 

SOLUTION 
 
For Step 1 

                    
 

 
Part Number 

Annual Unit 
Usage 

Unit Cost 
$ 

Annual $ 
Usage 

3 1 21,000 2 42,000 

5 2 20,000 1 20,000 

4 3 4,800 6 28,800 

7 4 12,000 1 12,000 

1 5 100,000 1 100,000 

8 6 2,500 3 7,500 

10 7 1,600 2 3,200 

2 8 30,000 2 60,000 

6 9 4,000 4 16,000 

9 10 5,000 1 5,000 

 
 

b) List items a) Calculate 
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For Step 2 
 
a) Calculate the cumulative annual dollar usage, the cumulative percentage of annual 

dollar usage, and the cumulative percentage of items. 
 
b) Group the items into A, B or C classifications based on the cumulative annual dollar 

usage. 
 

SOLUTION 
 

Part 
Number 

Annual $ 
Usage 

Cumulative 
Annual $ 

Usage 

Cumulative 
% Annual $ 

Usage 

Cumulative 
% of Items 

 
Class 

5 100,000 100,000 34.00 10 A 

8 60,000 160,000 54.32 20 A 

1 42,000 202,000 68.60 30 B 
3 28,800 230,800 78.37 40 B 

2 20,000 250,800 85.16 50 B 
9 16,000 266,800 90.60 60 C 
4 12,000 278,800 94.66 70 C 

6 7,500 286,300 97.21 80 C 

10 5,000 291,300 98.91 90 C 
7 3,200 294,500 100 100 C 

 
FOLLOW-UP … Think about it! 
 
How do you think a tool like A-B-C analysis helps an Inventory Clerk to demonstrate 
his/her perceptiveness on the job?  (5 marks) 
 
Answers will vary – no “right” or “wrong” answers.  Accept all reasonable, clearly-
expressed responses. 
 
SAMPLE RESPONSE 
 
To conduct and/or interpret an A-B-C analysis of inventory items, the P&I Clerk needs to 
be detail-oriented, keen-eyed, perceptive, etc. when dealing with numbers, in order to: 
 
 Calculate annual dollar usage correctly 
 List the items according to annual dollar usage correctly 
 Identify and group the items correctly according to their A, B or C classification 
 The P&I Clerk’s knowledge of whether an item is an A, B or C item will help him to 

make important decisions about the importance and control of individual inventory 
items.
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STUDENT HANDOUT (Lesson 3) 
 
The 68, 95, 99.7 Rule & Standard Deviation 
 
(to accompany reading from Basics of Inventory Management, pp. 29-34) 

 
This is graph of a normal distribution. You may have 
heard of a “bell curve”. This is an example of one. If you 
were to tally up the number of times each value in a set of 
data occurred, and then plotted those frequencies on a 
graph, oftentimes, you would come up with something that 
looked like this.  Usually, a bell curve represents the 
desired result. It means that the data are ‘normal’. You 
may have heard of test results being bell-curved. That is 
when they make adjustments to the test scores so that the 
resulting graph has this shape.  

 
The 68, 95, 99.7 rule states that in a set of normally distributed data, 68% lies within one 
standard deviation of the mean (average), 95% lies within two standard deviations of the 
mean, and 99.7% lies within 3 standard deviations of the mean. The way that these 
percentages were figured out involves more complex calculations beyond the scope of this 
program.  
 
In a normal distribution, the mean is at the 50th percentile. This means that 50% of the data 
are below the mean and 50% of the data are above it.  
 
68% of the data occur within one standard deviation of the mean. This means that 34% of the 
data are within one standard deviation above the mean, and 34% of the data are within one 
standard deviation below the mean. Adding this 34% to the 50% (percentile) gives 84%. This 
means that a value one 
standard deviation 
greater than the mean is 
greater than 84% of the 
rest.   
 
Similarly, 95% of the 
data lie within two 
standard deviations of 
the mean. This means 
that 47.5% lie above the 
mean. Adding the 
47.5% to 50% gives 
97.5%. A value two 
standard deviations 
greater than the mean is 
larger than 97.5% of the 
rest. 
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Unit 6B:  The Resourceful Production 
Clerk - LESSON PLANS 

 
 
 

Introduction 
 
This unit will provide students with the information they will need to both act and 
communicate confidently on the job as a Production Clerk.  Some of the material will be 
‘technical’ in nature – systems, techniques, terminology, etc. exclusive to the production 
environment; students will also learn, however, about the many transferable skills that 
they can take with them – skills that are useful in any workplace and in life in general. 
 
 

Important Messages for Students 
 
While it is true that their responsibilities overlap with those of Purchasing & Inventory 
and Parts personnel, Production Clerks do have a unique place in the world of Supply 
Chain Resource Management.  We can count many duties and attributes (both technical 
and transferable) as Production specialties:  without their resourcefulness – their ability to 
gather and apply information effectively to make decisions and solve problems – it would 
be impossible for a business to run smoothly and efficiently.  
 
 
 
Unit Length:  30 Hours In Class + Assigned Homework 
 

Grading:   Student Guide Questions / Exercises   80% 
 Participation                                          20% 
 
 
 

Resources 
 

1. SCRM Summit Student Guide – main content 
2. SCRM Summit Teacher’s Guide (what you’re reading right now) 

 
PLEASE NOTE that your Teacher’s Guide only provides an overview of this 
unit; you will need to study the unit as it appears in your copy of the Student 
Guide so that you are “on the same page” as your students. 
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Study Sequence 
 

Lesson / Topic Reading from… Exercises (Student Guide) 

Introduction Student Guide 
 Places to Work (p. 3) 

 Brainstorming (p. 4) 

1:  Your Place in the Chain Student Guide 
 Comprehension Questions (pp. 12-14) 

 Application & Reflection (pp. 14-15) 

2:  The PCC’s Resources Student Guide 
 Comprehension Questions (pp. 22-24) 

 Application & Reflection (p. 24) 

3:  The Scheduling Process Student Guide 
 Comprehension Questions (pp. 32-34) 

 Application & Reflection (p. 34) 

 

 
A Note on the Places to Work & Brainstorming Activities: 
 
Please grade these activities according to students’ level of participation.  These activities 
will help prepare students for the Job Search Training exercises they will complete in 
Unit 11. 
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Lesson 1:  Your Place in the Chain 
 

 
Here, students will review the concept of the supply chain—that vital network of 
materials and personnel that drive manufacturing systems.  At this point, we’ll consider 
exactly where in the chain the Production Clerk fits. 
 
 
Lesson Overview by Topic 
 

1. Planning & Control Responsibilities 
a) Step #1:  Answering questions (what?; how much?; where?; how?; when?; who?) 

 

2. Production Control Clerk as Decision-Maker 
a) Introduction to Scheduling 
b) Gathering Scheduling Information 
c) The Schedule:  The PCC’s Game Plan 

 

3. Production Control Clerk as Problem-Solver 
a) Scheduling Challenges 
b) Partial Solutions 
c) Different Degrees of Uncertainty 

 

4. What Does it Take? 
a) Job-Specific Knowledge 
b) Transferable Skills 

 
 

Central Themes / Messages 
 

 The Power of Decision-Making 
What? When? How? Where? Who?  After he/she finds and absorbs the answers to 
these questions, the PCC must use that information to decide on the best way to co-
ordinate production.  The result?  With the help and commitment of everyone in the 
supply chain, production processes run smoothly, resources are used effectively and 
efficiently, and customers are consistently satisfied. 
 

 The Power of Problem-Solving 
Disruptions are a fact of life in any manufacturing environment.  The reality of 
change is something students will need to come to terms with before they will really 
feel at home in their role as a PCC.  In a perfect world, all schedules would result in a 
flawlessly sequenced and timed set of jobs.  While they should always aim for the 
ideal, accepting that it may not always be attainable or practical in the real world is an 
important part of the learning process for anyone entering a profession where 
unpredictability is a factor.  This takes in almost any job imaginable!  Once students 
become accustomed to the uncertainty they’ll be facing as a PCC, they will be better 
prepared to meet and deal with the scheduling challenges that may arise. 
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ANSWER KEY 
LESSON 1 QUESTIONS & EXERCISES / 60 marks TOTAL 

 
Comprehension Questions      / 35 marks 

 
1. Where in the supply chain would you find a Production Clerk?  (2 marks) 
 

At the Planning & Control stage of the production process, dealing with in-
process materials and labour. 

         
2. What is the rationale behind adding the word “control” to the Production Clerk job 

title? (3 marks) 
 

The word “control” was added in light of the Production Clerk’s focus on 
planning and control activities – it helps make the nature of the job more 
specific. 

 
3. a) What are the two thought processes used most often by PCCs?  (2 marks) 
 

1. Decision-making 

2. Problem-solving 
 

b) What is the main thought-based function a PCC performs on the job? (1 mark) 
 
Scheduling 

 
4. List three decisions a scheduling system can help a PCC to make. (3 marks) 
 

1. What resources (people or equipment) to assign to jobs 

2. How to prioritize jobs that require the same resources 

3. When to release jobs for production 
 
(refer to Student Guide, Unit 6B, Lesson 1, page 6, for a complete list) 

 
5. List and briefly describe four sources of scheduling information.  (8 marks) 
 

1. Manpower planning:  the who? – e.g. the number of workers, the shifts 
they are working, their skills, etc. 

2. Current inventory levels:  the how much? – e.g. do we have enough items 
(raw materials, purchased parts, etc.) in stock to get the job done, and done 
on time? 

3. Shipping and receiving records – the what? when? and where?  e.g. what 
materials were shipped, when did they arrive, what condition were they in, 
and where did they go when they arrived 

 
4. Purchase orders:  the what and for how much? – e.g. any receipts or 
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outstanding purchase orders 

 
6. Briefly describe the format of a Gantt chart.  (4 marks) 
 

A Gantt chart is a kind of bar chart constructed with a horizontal axis 

representing the total time span of a project, broken down into increments 
(for example, days, weeks, or months) and a vertical axis representing the 
tasks (in this case, manufacturing jobs) that make up the project. 

 
7. What are three main responsibilities a PCC has with regard to the production 

schedule? (3 marks) 
 

1. Monitor the execution of the schedule 

2. Identify problems regarding parts of the schedule 

3. Adjust the schedule (or recommend adjustments) 
 
8. List five circumstances that may disrupt the production schedule.  (5 marks) 
 

1. Product specifications are unavailable 

2. Variations in processing times 

3. Variations in yield (the amount produced) 

4. Machines break down 

5. Machine operators get sick 
 
(refer to Student Guide, Unit 6B, Lesson 1, page 9, for a complete list) 

 
9. Briefly describe two “predictable” production problems.  (4 marks)  
 

1. When production begins on an item that has not been manufactured in a 
long time, problems can be expected. 

2. If a new machine is introduced, it may not run smoothly off the top. 

 
 
Exercises – Application & Reflection     / 25 marks 
 
2. a) Using your Summit program timeline or any other personal schedule as a  

reference, create your own Gantt chart.  If you are familiar with Microsoft Excel, 
you can complete the chart using the software’s “Chart Wizard” application.  
Otherwise, complete the chart by hand on paper provided by your instructor.  
(10 marks) 
 
Grade this assignment based on correct formatting (and, if completed by hand, 
on neatness) and accurate data entry. 
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b) List five possible disruptions to your schedule.  Write about how you would deal 
with each of these disruptions – could you resolve each of them completely right 
away, or would you have to settle for partial solutions for now?  (10 marks) 

 
Answers will vary – no definitively “right” or “wrong” answers.  Accept all 
reasonable, clearly-expressed responses. 

 
3. Examine the list of transferable skills on Page 10.  How do these compare to those 

you found during your research into current job postings?  Next, check () those you 
feel are strengths, and x those you feel you could improve.  Write down some ways 
you would go about making improvements.  (5 marks) 
 
Answers will vary – no definitively “right” or “wrong” answers.  Accept all 
reasonable, clearly-expressed responses. 
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Lesson 2:  The PCC’s Resources 
 
 
In the previous lesson, we established scheduling as a Production Control Clerk’s primary 
focus; nearly all of the PCC’s duties specified under the NOC (see Introduction) can be 
managed or made easier through some form of scheduling.  Now, we will consider in 
more detail the resources (people, information, etc.) that help a PCC carry out 
scheduling-related functions and successfully control production through scheduling. 
 

Lesson Overview by Topic 
 

1. Functions Relevant to Production Control / Scheduling 
a) Support Departments 

 Inventory 
 Purchasing 
 Parts 
 Shipping / Receiving 

 
2. Core Duties 

a) Planning Special Periods 

 New product introduction; production trials; material changeover; resource upgrades 
 Employee absences and/or vacations 
 Preventative maintenance 

b) Planning work at the day, week, month, year, and multi-year levels 

 Time 
c) Crafting Work Sequences 
d) Releasing Work 
e) Dispatching Work 

 
3. Scheduling:  The Power of Information 

c) Official Sources 
d) Unofficial Sources 

 
 

Central Themes / Messages 
 

 Take Control with Time Management 
In the Student Success unit, students learned about ways they can “turn time into a 
goal-achievement tool.”  This, in a nutshell, is just what PCCs are striving to do 
through planning and scheduling.  It is important to remember that scheduling of any 
kind helps us to gain and maintain control over time, makes the path to our goals 
more straightforward, and makes those goals themselves more attainable.  Being 
flexible and avoiding procrastination are also effective ways to cope with deadlines, 
and are especially relevant for PCCs.  Considering that the first qualities employers 
look for in a potential PCC are often related to time management (e.g. “deadline-
oriented,” “well-organized”, “efficient”), it makes sense to establish good habits 
before entering the workplace. 
 

 



Supply Chain Resource Management   TEACHER’S GUIDE 
(SCRM)  Unit 6B:  The Resourceful Production Clerk 

 

Summit College, Academic and Career Studies © 2004 (Rev. 2017) Page 153 

 The Rewards of Resourcefulness 
Resourcefulness is indeed the defining characteristic of a Production Control Clerk.  
They must first be receptive to large amounts of information reaching them from a 
wide variety of sources – direct, indirect, official, unofficial, abstract (e.g. time), and 
concrete (e.g. weather).  Then, they must know what do with the information once 
they’ve got it, and gauge its importance to the scheduling process and its impact on 
overall workflow.  Even the most advanced computer-based scheduling tools are no 
match for human intuition, creativity, and the need for order:  all transferable skills 
that will make you an asset to any production team.  Students need to know that while 
solving planning/scheduling puzzles is not always easy, if it’s done right, it can be 
very satisfying. 
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ANSWER KEY 
LESSON 2 QUESTIONS & EXERCISES / 47 marks TOTAL 

 
Comprehension Questions      / 32 marks 
 
1. a) Briefly explain why it is important for PCCs to be familiar with the workings of  

the departments that support production. (3 marks) 
 

Without valuable information about his supply chain colleagues’ activities, the 
PCC would be unable to make informed and effective scheduling decisions, 
and would be unprepared to solve problems or handle disruptions to the 
schedule that may arise in connection with other departments. 

 
b) List three functions which support production control.  (3 marks) 

 
1. Inventory 
2. Purchasing 
3. Parts 

 
c) For each of these supporting roles, name one way they help inform a PCC’s 

decisions.  (3 marks) 
 

1. Inventory - PCCs must take the information they receive from IM 
personnel about the nature and progress of production (what?, how 
much?, where?, when?, etc.) and use it to prepare, maintain, and/or adjust 
work sequences and schedules 

2. Purchasing - The purchasing department provides PCCs with important 
insight into how schedules will be affected once production begins 

3. Parts - A PCC needs input from parts employees in order to stay on top of 
what is where, and, in turn, maintain a well-coordinated schedule. 

 
2. Briefly define or illustrate the concept of horizontal communication, and explain its 

importance to PCCs.  (4 marks) 
 
Horizontal or lateral communication occurs between employees at the same 
organizational level; it helps them to share information, solve problems, and co-
ordinate activities so each department knows what the other is doing.  This 
form of communication is especially relevant to RM employees, like PCCs, who 
are connected by the supply chain – itself a lateral system of communication 
and information flow.   
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3. List the PCC’s five core duties.  Then, in your own words, briefly describe one way 
each of these duties could potentially affect a production schedule.  (10 marks) 

 

1. The PCC is often expected to plan for and co-ordinate special periods, 
including employee absences/vacations, which could potentially disrupt the 
schedule if not planned for properly. 

2. The PCC’s role in planning work at the day, week, month, year, and multi-
year levels emphasizes how an awareness of time impacts company 
productivity and the development and maintenance of an effective schedule. 

3. The PCC often contributes to the crafting of work sequences using 
information he gathers on the progress of production; his attention to detail 
during this task will help the schedule run smoothly in the event of normal 
losses of capacity caused by lunch breaks, maintenance, minor breakdowns, 
etc. 

4. The PCC is often responsible for adjusting release patterns.  In this case, the 
schedule will be shaped by the sequence in which the work orders for each 
production line are released to the manufacturing floor. 

5. The PCC is involved in the dispatch of work:  by routing the various 
manufacturing jobs to the appropriate production line once they have been 
released, the PCC makes sure the schedule adequately represents when who 
is doing what. 

 
4. Briefly discuss the importance of time management to the PCC.  (3 marks) 
 

Effective time management skills help PCCs to formulate schedules that allow 
production goals/targets to be met consistently, and to cope effectively with 
deadlines – a reality of an SCRM occupation. 

 
5. List three “official” sources and three “unofficial” sources of information a PCC will 

use to make scheduling decisions.  (6 marks) 
 

OFFICIAL UNOFFICIAL 

1. Material records 1. Transportation 

2. Purchase orders 2. Activities of key customers 

3. Shipping and receiving records 3. Weather 
 
(refer to Student Guide, Unit 6B, Lesson 2, for a complete list) 
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Exercises – Application & Reflection      / 15 marks 
 
1. Refer back to the Gantt chart you created in Lesson 1.  Make a list of all the sources 

that informed the crafting of this schedule.  (5 marks) 
 
2. a) If you could choose between a schedule generated entirely by computer and one  

informed by human insight, which would you choose?  Explain your reasons for  
your choice.  (5 marks) 
 

b) Brainstorm the pros and cons of both kinds of schedules.  (5 marks) 
 
Answers to these questions will vary – no definitively “right” or “wrong” answers.  
Accept all reasonable, clearly-expressed responses. 
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Lesson 3:  The Scheduling Process 
 
 
Now that we have an appreciation the many resources which combine to help a 
Production Control Clerk make informed scheduling decisions, we can move on to take a 
more detailed look at the scheduling process itself.   
 
 

Lesson Overview by Topic 
 

1. The Benefits of Scheduling 
 

2. The Scheduling Routine 
a) Situation Assessment 
b) Crisis Identification 
c) Immediate Resequencing and Task Reallocation 
d) Complete Scenario Update 
e) Future Problem Identification 
f) Constraint Relaxation and Future Problem Resolution 
g) Scheduling by Rote 

 

3. Scheduling Technology 
 
 

Central Themes / Messages 
 

 It’s all about the benefits! 
Scheduling is one of the most effective ways to control production in any 
environment (school, work, personal life, etc.). 
 

 Stress:  A Manageable Reality 
In order to deal patiently and professionally with the demands that scheduling tasks 
place on their attention and time, PCCs must learn to tap into stress management 
strategies, e.g. set aside time to breathe, get their bearings, clear their head, etc. 
 

 Knowledge is power! 
Students should not underestimate the PCC’s role in the scheduling troubleshooting 
process.  To establish a “Plan B” when he/she anticipates problems (or when they 
arise), the PCC must draw on and apply a wealth of knowledge and ‘inside’ 
information:  how products are made, alternatives, things to ask for, who to see to get 
the official “okay” on relaxing certain policies, what has worked in the past, what 
could work in the future, and how various supporting departments work as 
troubleshooting allies.  Make no mistake:  this is a major achievement in itself.  In 
fact, it is this insight that makes the PCC such an invaluable member of the SCRM 
team, and that can result in a stable, long-term relationship with a company. 
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ANSWER KEY 
LESSON 3 QUESTIONS & EXERCISES / 53 marks TOTAL 

 
Comprehension Questions / 33 marks 
 
1. List three benefits of production scheduling.  (3 marks) 
 

Schedules help to: 

1. Minimize in-process inventory 

2. Minimizing average flow time through the system 

3. Maximizing machine and/or worker utilization 
 
(refer to Student Guide, Unit 6B, Lesson 2, page 25, for a complete list) 

 
2. a) List and briefly describe the seven steps in the PCC’s scheduling routine.   

(14 marks) 
 

1. Situation Assessment:  the PCC evaluates the day to come by looking for 
clues in any “breaking news” 

2. Crisis Identification:  the PCC narrows down the information gathered in 
Step #1 to focus only on the problems. 

3. Immediate Resequencing and Task Reallocation:  the PCC reacts to the 
priority problems he/she identified in Step #2 by redistributing resources 
and adjusting the schedule accordingly 

4. Complete Scenario Update:  the PCC looks at all the variables he/she didn’t 
have time to consider earlier, and factors them into the bigger scheduling 
picture. 

5. Future Problem Identification:  the PCC focuses on what problems can be 
predicted. 

6. Constraint Relaxation and Future Problem Resolution:  the PCC recognizes 
the potential for problems and deals with them before they become 
problems (troubleshooting). 

7. Scheduling by Rote: The PCC makes relatively simple decisions (compared 
to those earlier in the routine) regarding the sequencing of work yet to be 
done and the assignment of resources to it. 

 
b) What are two keys to success in Step #2?  (2 marks) 
  
1. A good memory 
2. Accurate recordkeeping 
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c) Why is Step #3 often the most stressful step?  (2 marks) 
 

Step #3 is the most time-sensitive stage in the routine – the one where PCCs 
must cope with the most demands on their time and attention. 

 
d) List five sources of potential problems a PCC may identify in Step #5.  (5 marks) 

  
1. Product phase-outs 
2. New materials 
3. New production methods 
4. Machine upgrades or installations 
5. Preventative maintenance activities 

    
e) What “power” does a PCC need to successfully troubleshoot in Step #6, and how 

can this power work to his/her advantage? (3 marks) 
 

The PCC must draw on and apply a wealth of knowledge and ‘inside’ 
information – how products are made, alternatives, things to ask for, who to 
see to get the official “okay” on relaxing certain policies, what has worked in 
the past, what could work in the future, and how various supporting 
departments work as troubleshooting allies 

 
3. In what step of the routine can scheduling technology be most helpful?  Why?   

(4 marks) 
 
Scheduling technology can be most useful in the final step of the routine – 
scheduling by rote.  Automated systems can help speed up the process, as the 
information used for scheduling at this stage is fairly straightforward with no 
gray areas – in other words, it requires minimal input from the PCC’s brain. 

 
 

Exercises – Application & Reflection     / 20 marks 
 

1. Refer back to the Gantt chart you created in Lesson 1.   
 

a) What constraints are there on the tasks you scheduled?  Are these constraints 
“hard” or “soft”?  (5 marks) 

b) How would you troubleshoot to avoid future problems with your schedule?   
(5 marks) 

c) Who are your troubleshooting allies?  (5 marks) 
 

2. Brainstorm a list of other industries, occupations, etc. in which production scheduling 
is useful.  (5 marks) 

. 
Answers to these questions will vary – no definitively “right” or “wrong” answers.  
Accept all reasonable, clearly-expressed responses
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IMPORTANT 

 

 
 

Before proceeding to Unit 6C, 
students must complete  

the Mid-Term Exam. 
 

 
 

Please provide students with a 
copy of the mid-term exam* 

 
 
 

* Available for download from Summit’s Resource Sharing Centre/ SCRM 
Program Materials 
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Unit 6C: The Organized Parts Clerk -
LESSON PLANS 

 
 
 
Introduction 
 
This unit will provide students with the information they will need to both act and 
communicate confidently on the job as a Parts Clerk.  Some of the material will be 
‘technical’ in nature – systems, techniques, terminology, etc. exclusive to the Parts 
working environment; students will also learn, however, about the many transferable 
skills that they can take with them – skills that are useful in any workplace and in life in 
general. 
 
 

Important Messages for Students 
 
While it is true that their responsibilities overlap with those of Purchasing & Inventory 
and Production personnel, Parts Clerks do have a unique place in the world of Supply 
Chain Resource Management (SCRM).  We can count many duties and attributes (both 
technical and transferable) as Parts specialties – without their organizational skills and 
attention to detail, it would be impossible for a business to organize and locate its 
physical resources, specifically, the parts and supplies that are part of its inventory. 
 
 
 
Unit Length:  30 Hours In Class + Assigned Homework 
 

Grading:   Student Guide Questions / Exercises   80% 
 Participation                                          20% 
 
 
 

Resources 
 

1. SCRM Summit Student Guide – main content 
2. SCRM Summit Teacher’s Guide (what you’re reading right now) 
3. Selections from Basics of Inventory Management – supplements Student 

Guide content 
 

PLEASE NOTE that your Teacher’s Guide only provides an overview of 
this unit; you will need to study the unit as it appears in your copy of the 
Student Guide so that you are “on the same page” as your students. 
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Study Sequence 
 

Lesson / Topic Reading from… Exercises (Student Guide) 

Introduction Student Guide 
 Places to Work (p. 4) 

 Brainstorming (p. 5) 

1:  Your Place in the Chain 
 Student Guide 

 Basics of Inventory 
Management 

 Comprehension Questions (pp. 8-9) 

 Application & Reflection (p. 9) 

2:  Parts Priorities 
 Student Guide 

 Basics of Inventory 
Management 

 Comprehension Questions (pp. 24-26) 

 Application & Reflection (pp. 27-30) 

 
 

A Note on the Places to Work & Brainstorming Activities: 
 
Please grade these activities according to students’ level of participation.  These activities 
will help prepare students for the Job Search Training exercises they will complete in 
Unit 11.



Supply Chain Resource Management  TEACHER’S GUIDE 
(SCRM  Unit 6C:  The Organized Parts Clerk 

 

Summit College, Academic and Career Studies © 2004 (Rev. 2017) Page 163 

Lesson 1:  Your Place in the Chain 
 
Here, students will review the concept of the supply chain—that vital network of 
materials and personnel that drive manufacturing systems.  At this point, we’ll consider 
exactly where in the chain the Parts Clerk fits. 
 
 

Lesson Overview by Topic 
 
1. Physical Distribution Responsibilities (warehousing focus) 
 
2. Other Supporting Players 

a) Inventory 
b) Purchasing 
c) Production Control 
d) Shipping / Receiving 

 
 
Central Themes / Messages 
 

 The Power of Organization 
Organizational skills are skills which give structure to our lives, at home, at school, 
and at work; they allow to us to keep our thoughts, actions, and responsibilities in 
order and on track, saving time and effort later.  We often hear people say they have a 
“system” they use to get things done:  they are referring to those strategies that help 
them get—and stay—organized.  Good organizational skills and a personal need for 
order are must-haves for any Parts Clerk who wants to succeed on the job. 
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ANSWER KEY 
LESSON 1 QUESTIONS & EXERCISES  / 30 marks TOTAL 
 
Comprehension Questions /20 marks 
 
1. Where in the supply chain would you find a Parts Clerk?  (2 marks) 
 

At the Physical Distribution stage of the production process, dealing primarily 
with finished goods. 

 
1. a) Briefly define warehousing, and explain its importance to the Parts Clerk.   

(4 marks) 
 
Warehousing = the handling and holding of products waiting for 
distribution and/or use.  Effective warehousing strategies will allow all 
other distribution activities to proceed smoothly, so it is essential that Parts 
Clerks understand how to store and organize goods properly so that they 
are easily located when needed. 

 
b) Complete the questions on the costs of warehousing in your Basics of Inventory 

Management text (p. 86).  (10 marks) 
 

See page 117 in Basics of Inventory Management for suggested responses. 
 
2. List and briefly describe two other links in the supply chain that support P&I.   

(4 marks) 
 

1. While they are held in storage by a business, parts themselves are a form 
of inventory.  Accordingly, Parts Clerks must communicate regularly 
with Inventory Clerks regarding key inventory management decisions 
that could affect the physical storage and placement of inventory items 

2. Purchasing is responsible for acquiring the materials that will eventually 
become the parts and supplies to be distributed by the Parts Clerk. 

 
 
Exercises – Application & Reflection /10 marks 
 
1. “Organizational skills are a sure-fire way to a balanced life.”  Based on your own 

understanding of the value of organizational skills in school, work, and life in general, 
do you feel that this statement is accurate?  Why or why not?  Use examples to 
support your opinion.  (10 marks) 

 
Answers will vary – no definitively “right” or “wrong” answers.  Accept all 
reasonable, clearly-expressed responses.   
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Lesson 2:  Parts Priorities 
 
 

In Unit 6A, we discussed the item approach to inventory management, which focuses on 
maintaining optimal levels of individual inventory items (see Unit 6A, Lesson 3).  Parts 
Clerks also take this detail-oriented approach to inventory, but concentrate strictly on 
those individual items to be distributed, with the following objectives in mind: 
 
 To keep track of items so they can be located promptly and properly 
 To minimize the total physical effort—and, in turn, any costs—involved in moving 

goods into and out of storage 
 To provide communication links with customers 
 To provide timely customer service 
 
 

Lesson Overview by Topic 
 

1. Parts Functions 
a) Receive goods 
b) Identify goods 
c) Dispatch goods to storage 
d) Hold goods 
e) Pick goods 
f) Marshal the shipment 
g) Dispatch the shipment 
h) Maintain information system 

 

2. The Parts Mindset 
a) Priority #1:  Location 

 Fixed 
 Floating 
 Memory 

b) Priority #2:  Placement 

 Point-of-use storage 
 Central storage 
 Like product storage 

c) Priority #3:  Accessibility 
d) Priority #4:  Space 
e) Priority #5:  Record Accuracy 

 Auditing (in-house) 
 Tolerance 

 

3. Related Occupations 
 

4. Making the Job Easier 
 

CORE DUTIES 
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Central Themes / Messages  
 

 Customers are supply chain partners too! 
Of all the SCRM occupations discussed to this point, it is the Parts Clerk, with the 
inside track on distribution, who is closest to the customer in the supply chain.  Parts 
Clerks may often have to communicate directly with customers about whether or not 
a particular part they have ordered meets their specific needs.  Customers want the 
right product in the right quantity in the right place at the right time, and Parts Clerks 
can help make this happen. 

 

 The Power of Practical Thinking 
Given their place in the supply chain, it follows that Parts Clerks’ duties are more 
physical in nature than those of their Purchasing & Inventory and Production Control 
colleagues.  This doesn’t mean, however, that thinking skills are any less important 
for Parts Clerks.  Practical thinking is especially useful in a warehouse setting.  Parts 
Clerks use information about their physical environment to answer questions about 
the storage of items, and to take action – by organizing those items effectively and 
keeping accurate records. 
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ANSWER KEY 
LESSON 2 QUESTIONS & EXERCISES  /106 marks TOTAL 
 
Comprehension Questions      /45 marks 
 
1. List and briefly describe a Parts Clerk’s core duties.  (4 marks) 
 

 Dispatch goods to storage – Goods are sorted and put away. 
 
 Hold goods – Goods are kept in storage under proper protection until 

needed. 
 

2. a) List the Part’s Clerks five priorities. (5 marks) 
  

1) Location 
2) Placement 
3) Accessibility 
4) Space 
5) Record Accuracy 

 
b) These priorities aren’t necessarily listed in order of importance in the lesson.  

Which priority do you feel is the most important?  Explain the reasons for your 
choice.  (4 marks) 

 
Answers will vary; accept all logical, clearly-expressed responses. 

 

3. List and briefly describe the three systems of stock location.  (6 marks) 
 

1) Fixed Location:  an SKU is assigned a permanent location or locations, and 
no other items are stored there. 

2) Floating Location:  goods are stored wherever there is an appropriate 
space for them. 

3) Memory:  these systems rely entirely upon human memory to track and 
locate items. 

 

4. In like storage item placement, items can be grouped according to their similarities 
in what three areas?  Provide your own examples of items for each area.  (6 marks) 

 

1) Physical similarity:  all tires stored together 

2) Functional similarity:  all computer accessories stored together (printers; 
print cartridges, etc.) 

3) Marketing similarity:  BBQs and patio furniture stored together 
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5.  Briefly define accessibility as it relates to the warehouse environment.  (3 marks) 
 

Accessibility is what allows Parts Clerks or other warehouse personnel to get 
at the goods they need with the minimum amount of work.  Ideally, the same 
SKUs will be stored together so other items do not have to be moved to access 
the required SKUs. 

 
6. List three factors that can affect warehouse capacity.  (3 marks) 
 

1) How high goods can be stored 
2) Space required for aisles 
3) Space required for receiving and shipping docks 

 
7. What three elements should a Parts Clerk pay particular attention to in order to ensure 

inventory records are accurate?  (3 marks) 
 

1) Part description 
2) Part quantity 
3) Part location 

 
8. a) What are two advantages of the cycle counting auditing system?  (2 marks) 
 

1) Timely detection and correction of problems 
2) Significant decrease in lost production time 
 
(refer to Student Guide, Unit 6C, Lesson 2, page 18, for a complete list) 

 
b) What two elements help determine the approach to cycle counting?  (2 marks) 

 
1) Count frequency 
2) Location of items 

 
9. a) Briefly define the terms tolerance and variance.  (4 marks) 
 

 Tolerance = the amount of permissible variation between an inventory record 
and a physical count 

 Variance = the calculation of this permissible variation 

 
b) What are three factors used to establish tolerance?  (3 marks) 
 
1) Value ($) of the item 
2) Importance of the item 
3) Availability of the item 
 
(refer to Student Guide, Unit 6C, Lesson 2, page 20, for a complete list) 
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Aisle

4’

4’

200’

4’

4’

Aisle

4’

4’

200’

4’

4’

 
Exercises – Application & Reflection     /61 marks 
 
NOTE:  You will need a calculator to complete these exercises. 
 
1. PALLET STORAGE  (8 marks) 
 

NOTES:  Please show all your work in the box below, and write your final answer in 
the blank.  Use the example in Lesson 2 (Student Guide, pp. 14-15) as a reference. 

 
Scenario 
 
A company has an area for storing pallets as shown: 
 

 
 
 
 
 
 
 
 
 
 

Question 
 

How many pallets measuring 48” x 40” can be stored 3 high if there is a 2” space 
between the pallets? 

 
SOLUTION 
 
 Storage area measures 200’ x 4’ 

 Pallet size measures 48” x 40” 

 2” clearance is required 

 40” + 2” = 42” 

 1 ft = 12” 

 
= (200’ x 12”)  42” 

= 2400”  42” 

= 57.1 – round to 57 
 
= 57 pallet positions along one side of the warehouse; there would be room for 
the same number of pallet positions on the other side of the warehouse: 
 
57 x 2 
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= a total of 114 pallet positions in the warehouse altogether 
 
And, since the pallets are stacked 3 high: 
 

114 x 3  

 
= 342 pallets in the warehouse altogether 

 

 
 

2. PALLET SPACE & ACCESSIBILITY (12 marks total) 
 

NOTES:  Please show all your work in the boxes below.  Use the example in Lesson 
2 (Student Guide, pp. 15-16) as a reference. 

 
Scenario 
 
A company wishes to store five different SKUs so they are 100% accessible. The 
items are stored in pallet loads that can be stacked 3 high. 
 
Questions 
 
a) How many pallet positions are required? 
b) What is the cube utilization? 
c) If the pallets are stored on racks, how many pallets are needed for 100% 

accessibility? 
 

Solution 
 

a) Pallet positions (6 marks) 
Divide number of pallets by 3 (stacked 3 high) to get the number of pallet 
positions for each pallet load; allow for remainder – round up to next number 

 

SKU Number of Pallets Pallet Positions Required 

A 5 2 

B 4 2 

C 4 2 

D 10 4 

E 14 5 

Total 37 15 
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b) Cube utilization (3 marks) 
 

NOTE: There are three steps in this calculation. 
 

 
 With 14 pallet positions, there is room to store 15 x 3 = 45 pallets. 
 
 Number of pallets actually stored = 37 

 

 Cube utilization = 37  45 x 100% = 82% 
 

 
c) Number of pallets (3 marks) 

 
NOTE: There are three steps in this calculation. 
 

 

 37  3 (stacked three high) = 12.3 
 

= 13 pallet positions 
 

 13 pallets are required to provide 100% accessibility 
 

 
 
3. CYCLE COUNTING  (13 marks) 
 

NOTES:  You will receive one mark for each blank you fill in correctly in the table, 
and one for filling in the final answer statement below.  Use the example in Lesson 2 
(Student Guide, p. 19) as a reference. 

 
Scenario 

 
A company conducts an A-B-C analysis of its inventory and calculates that, out of 
5000 items, 22% can be classified as “A” items, 33% as “B” items, and the remainder 
as “C” items.  The decision is made that “A” items are to be cycle counted once a 
month, “B” items every three months, and “C” items twice a year. The company 
works five days per week and 50 weeks per year. 
 
Question 
 
Calculate the amounts necessary to fill in the table below.  
 

Classification Number of Items 
Count 

Frequency 
Number of Counts 

A 5000 x 22% = 1100 12 13,200 

B 5000 x 33% = 1650 4 6,600 
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C 5000 x 45% = 2250 2 4,500 

Total Counts 24,300 

Workdays per Year 50 x 5 = 250 

Counts per Day 24,300  250 = 97.2  

 
FINAL ANSWER:  Counts per day = 97.2 

 
4. TOLERANCE  (18 marks) 
 

Which of the following items are within tolerance? 
 
NOTES: You will receive one mark for each blank you fill in correctly in the table, 
and one for filling in the final answer statement below.  Use the example in Lesson 2 
(Student Guide, p. 21) as a reference. 
 
SOLUTION 
 

Part No 
Shelf 
Count 

Inventory 
Record 

Difference 
% 

Difference 
Tolerance 

Within 
Tolerance? 

A 405 370 35 8.6%  4% N 

B 1500 1300 200 13.3%  5% N 

C 1300 1300 0 0%  0% Y 

D 67 70 3 4.5%  3% N 

E 28 32 4 14%  0% N 

Total 3300 3072     

 
 

FINAL ANSWER:  Items C is within tolerance. 
 
3. FOLLOW-UP … Think about it!  (10 marks total)      
                 

a) As we’ve learned, it is often difficult to balance space and accessibility equally.  
In the grand scheme of inventory management, which of the two elements do you 
feel is more important?  Explain the reasons for your choice.  (5 marks) 

 
b) “Tolerance is a kind of safety net for businesses when it comes to inventory 

accuracy.”  Discuss this statement – do you agree or disagree?  Why?  (5 marks) 
 
Answers to these questions will vary – no definitively “right” or “wrong” answers.  
Accept all reasonable, clearly-expressed responses. 
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Unit 7:  Introduction to Accounting - 
LESSON PLANS 

 

 
Introduction 
 
All legitimate businesses need to keep track of their financial information and activities – 
to account for their profits, losses, and all transactions in between.  This unit will provide 
students with a foundation in the principal terms, concepts, and activities involved in any 
accounting system, so that they can communicate confidently in the “language of 
business.” 
 
 
 
The SCRM Connection – Key Messages for Students! 
 
Inventory—the resource common to all SCRM personnel—represents a significant 
investment (the use of money to make more money) for any business, and needs to be 
monitored and evaluated accordingly.  The last lesson in this unit will consider how 
businesses account for their inventories’ financial performance. 
 
 
 

 

Unit Length:  40 Hours In Class + Assigned Homework 
 

Grading: Exercises / Quiz   70% 
 Unit Test               30% 

 
 

Resources 
 

1. SCRM Summit Teacher’s Guide (what you’re reading right now) 
 

2. Barron’s E-Z Accounting for Lesson 2 & 3 Exercises  
 

PLEASE NOTE:  Solutions for the text exercises begin on page 287 of E-Z 
Accounting. 

 
3. Microsoft Excel templates for Lesson 2 & 3 Exercises  

 
**When your student is ready to begin this unit, please download the 
templates corresponding to exercises in Chapter 1 of E-Z Accounting from 
Summit’s Resource Sharing Centre or contact Summit’s Support Office, 
and you will receive these templates,  via e-mail.** 
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4. Summit Student Guide – for content, Lesson 2 Exercises, and Lesson 4 

Exercises  
 

PLEASE NOTE that your Teacher’s Guide only provides an overview of 
this unit; you will need to study the unit as it appears in your copy of the 
Student Guide so that you are “on the same page” as your students. 
 

5. Basics of Inventory Management – for Calculating Ratios exercise  
(Lesson 4) 

 

Study Sequence 
 

Summit  Lesson Reading from… 
Exercises  

Lesson 1 
What is Accounting? 

Student Guide N/A 

Lesson 2 
Financial Statements 

Student Guide 

From E-Z Accounting: 
 
 Assignment 1: Personal Balance Sheet 

(online) 

 Assignment 2:  Ch. 1, Exercises 1 – 7 (pp. 
3-7)  

 Assignment 3:  Ch. 1, Exercise 8 (pp. 8) 

 Assignment 4:  Ch. 2, Exercises 5 & 6  
(pp. 23-24) 

 Assignment 5 (Part 1):   
Ch. 2, Exercises 1 & 2 (pp. 19-20) 

 Assignment 6:  Ch. 2, Exercises 3 & 4  
(pp. 21) 

 
From Summit Student Guide: 
 
 Assignment 5 (Part 2):  see page 11 

Lesson 3 
Other Accounting Terms 
and Concepts 

Student Guide 

 
From E-Z Accounting: 
 
 Assignment 1:  Ch. 1, Exercises 9 – 12 (pp. 

8-12) 
 

Assignment 2:  Mix & Match Quiz (handout) 

Lesson 4 
SCRM Focus:  
Accounting for Inventory 

 Student Guide 
 Basics of Inventory 

Management 

From Basics of Inventory Management: 
 
 Exercise 2 – Calculating Ratios (p. 2) 

From Summit Student Guide 
 
 Exercises 1 & 2 (pp. 22-23) 

UNIT TEST (handout) 
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Grading Sheet 

Assignment/Task Date Grade 

LESSON 2 
Assignment 1 

Personal Balance Sheet Online Activity   

Assignment 2 

Chapter 1 Exercise 1  /3 

 Exercise 2  /10 

 Exercise 3  /10 

 Exercise 4  /27 

 Exercise 5  /16 

 Exercise 6  /6 

 Exercise 7  /2 

Assignment 3 

Chapter 1 Exercise 8  /2 

Assignment 4 

Chapter 2 Exercise 5  /10 

 Exercise 6  /10 

Assignment 5 

Part 1    

Chapter 2 Exercise 1  /7 

 Exercise 2  /10 

Part 2    

Summit Student Guide Page 11  /10 

Assignment 6 

Chapter 2 Exercise 3  /10 

 Exercise 4  /10 

LESSON 3 
Assignment 1 

Chapter 1 Exercise 9  /10 

 Exercise 10  /10 

 Exercise 11  /5 

 Exercise 12  /10 

Assignment 2 

Summit Handout Mix & Match Handout - 
Quiz 

 /22 

LESSON 4 
Summit Student Guide Inventory Performance 

Measures 
 /10 

Unit Test 
Summit Handout Unit Test  /88 

 

Unit Test  
The unit test is included in this guide.  
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Lesson 1:  What is Accounting? 
 
 
 
This lesson provides a brief introduction to some of the basic concepts, terminology, and 
activities that are part of the accounting process.  Hands-on exercises will give students a 
clearer picture of accounting’s role in the business world.  
 
 

Lesson Overview by Topic 
 
1. Accounting Defined 
 
2. Why Do We Need Accounting? 
 
3. Who Uses Accounting Information? 
 
4. Businesses and their Accounting Records 

a) Proprietorships 
b) Partnerships 
c) Corporations 

 
5. Reporting Accounting Information 

a) Balance Sheet 
b) Income Statement 
c) Statement of Capital (aka Statement of Owner’s Equity or Statement of Retained 

Earnings) 
 
 

Central Themes / Messages 
 

 Essentially, accounting is just one more form of information management – in this 
case, of financial information. 
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Lesson 2:  Financial Statements 
 
 
In this lesson, we will take a more detailed look at how accounting information is 
represented on paper, in the form of financial statements. 
 
 
Lesson Overview by Topic 
 
1. Guidelines for Statement Preparation 

a) On the Balance Sheet 

 Assets 
 Liabilities 
 Owner’s Equity 
 The Accounting Equation 

b) On the Income Statement 

 Revenue 
 Expenses 
 Net Income or Net Loss 

c) On the Statement of Capital 

 Heading 
 Body 

 
 

Central Themes / Messages 
 

 It is important to understand how the different kinds of accounting information are 
represented in written form – students will be able to recognize the different financial 
statements, their format, and their content more readily on the job. 
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Lesson 3:  Other Accounting Terms and Concepts 
 
 
 
This lesson will introduce students to some other common accounting terms and concepts 
that they may encounter in the workplace. 
 
 

Lesson Overview by Topic 
 
1. Accounts Payable 
2. Accounts Receivable 
3. Depreciation 
4. The General Journal 
5. Accounting Rules 
6. The General Ledger 
7. Trial Balance 
8. Adjusting Entries 
9. Trial Balance after Adjustments 
10. Closing Journal Entries 
11. Reversing Entries 
12. Steps in the Accounting Cycle 
 
 

Central Themes / Messages  
 

 Even if students are not directly responsible for accounting procedures on the job, it 
will be helpful if they are at least familiar with the variety of terms that are used to 
describe these procedures; this knowledge will provide them with a more well-
rounded perspective on the business environment in which they are working. 
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Lesson 4:  SCRM Focus: Accounting for Inventory 
 
 

In order to make sure inventory does not become a liability, and only 
strengthens owner’s equity, its value must be controlled.  In Unit 6A, we 
learned how Purchasing and Inventory Clerks can contribute to a 
company’s profits through their perceptive acquisition and analysis of 
inventory items.  Even with the sharpest SCRM personnel on the case, 
however, it is often still a challenge for businesses to get an objective idea 
of just how well they are controlling their inventory investment.  
Companies use specific accounting methods to help them get a clearer 
picture of just where the money’s going, and whether or not inventory is 
giving them the best return on their investment. 

 

 

Lesson Overview by Topic 
 
1. Cash Flow Analysis 

 
2. Financial Inventory Performance Measures 

a) Inventory Turns 
b) Days of Supply 

 
3. The Basic Manufacturing Equation & Key Financial Ratios  

(from Basics of Inventory Management) 
 
 
 

Central Themes / Messages 
 

 By paying attention to the company’s finances and how their job impacts them, 
SCRM employees will contribute even more to the company’s success. 
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ANSWER KEY 
LESSON 4 EXERCISES  
 
INVENTORY PERFORMANCE MEASURES / 10 marks TOTAL 

 

1. If the annual cost of goods sold is $12 million and the average inventory is $2.5 
million: 

 
a) What is the inventory turns ratio?  (1 mark) 
 
b) What would be the reduction in average inventory, if, through improved 

resource management, inventory turns increased to 10 times per year?  (2 marks) 
 

c) If the cost of carrying inventory is 20% of the average inventory, what is the 
annual savings?  (2 marks) 

 
SOLUTION 
 
a) Inventory Turns Ratio 

 

 
Inventory Returns = annual cost of goods sold 

          average inventory in $ 
 
   = 12,000,000 
          2,500,000 
 

    =    4.8 

 
 

b) Average Inventory & Reduction in Inventory 
 

 
Average Inventory  =   annual cost of goods sold 

                         inventory turns 
 

                =   12,000,000 
                         10 
 
                 =  1,200,000 
 
 

Reduction in inventory  =  2,500,000 – 1,200,000 
 

        =  $1,300,000 
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Days of supply = 
inventory on hand

average daily usage
Days of supply = 

inventory on hand

average daily usage

 
c) Annual Savings 

 

 
1,300,000 x 20%  
 
= $260,000 

 

 
 
2. A company has 600 units on hand and the annual usage is 7200 units. There are 240 

working days in the year. What are the days of supply?  (5 marks) 
 

SOLUTION 
 

 
Average daily usage = 7,200 

                240 
 
       = 30 units 
 

 
                 
 

                          =  600   
                                           30 

 
 =  20 days 
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QUIZ:  Other Accounting Terms & Concepts 

 
 

 
Student Name: ____________________________ Date:  ______________  
 
Instructor:  _______________________________ Score: _____ / 22 TOTAL 
 
 
NOTE:  These questions cover material from Lesson 3 of Unit 7. 
 
 

PART 1 – Terms and Definitions     _____/14 
 
Write the correct term in the “Term” column to match the “Definitions and Descriptions” in 
the right column. 
  
Accounts Payable Accounts Receivable General Journal Reversing Entries 
General Ledger Double-entry Accounting Trial Balance Depreciation 
Adjusting Entries Closing Journal Entries Trial Balance after Adjustments  
 
HINT: You will be matching some terms more than once!     
 

Term Definitions and Descriptions 

 Also known as the book of original entry 

 Makes it easier to complete adjusting entries 

 Spreading the historical cost of a long-term asset over its useful life 

 Entered on the first day of the new accounting period and will be the exact 
amount of the adjusting entry on the opposite side of the account. 

 Amounts a business owes to its creditors 

 All transactions recorded in the general journal are transferred here 

 Also known as the worksheet 

 Recording both the credits and debits of each business transaction in the general 
journal 

 Transactions not normally recorded in the journal during the accounting period, but 
that  need to be recorded before the preparation of financial statements 

 List of numbered accounts 

 Assets received from a customer when a business makes a sale 

 Prepared once adjusting entries are posted to the journal and general ledger 

 Entries made so as to start the new year with only the revenues and 
expenses for that year 
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 Simplify the bookkeeping process for the next accounting period 

 

PART 2 – Steps in the Accounting Cycle   ____/8 
 
Place the following steps in the accounting cycle in the correct order from 1 to 8. 
 
 Prepare the financial statements 
 Prepare a post-closing trial balance 
 The trial balance after adjustments is prepared 
 Daily business transactions are entered in the journal 
 Journalize and post adjusting entries 
 The trial balance (worksheet) is prepared monthly 
 Journal entries are posted to the general ledger accounts 
 Journalize and post closing entries 
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QUIZ:  Other Accounting Terms & Concepts 

ANSWER KEY 

 
 

PART 1 – Terms and Definitions     _____/14 
 
Write the correct term in the “Term” column to match the “Definitions and Descriptions” in 
the right column.         

  
 
Accounts Payable Accounts Receivable General Journal Reversing Entries 
General Ledger Double-entry Accounting Trial Balance Depreciation 
Adjusting Entries Closing Journal Entries Trial Balance after Adjustments  
 
HINT: You will be matching some terms more than once!     
 

Term Definitions and Descriptions 

GENERAL JOURNAL Also known as the book of original entry 

TRIAL BALANCE Makes it easier to complete adjusting entries 

DEPRECIATION Spreading the historical cost of a long-term asset over its useful life 

REVERSING ENTRIES 
Entered on the first day of the new accounting period and will be the exact 
amount of the adjusting entry on the opposite side of the account. 

ACCOUNTS PAYABLE Amounts a business owes to its creditors 

GENERAL LEDGER All transactions recorded in the general journal are transferred here 

TRIAL BALANCE Also known as the worksheet 

DOUBLE-ENTRY 
ACCOUNTING 

Recording both the credits and debits of each business transaction in the general 
journal 

ADJUSTING ENTRIES 
Transactions not normally recorded in the journal during the accounting period, but that  
need to be recorded before the preparation of financial statements 

GENERAL LEDGER List of numbered accounts 

ACCOUNTS RECEIVABLE Assets received from a customer when a business makes a sale 

TRIAL BALANCE AFTER 
ADJUSTMENTS 

Prepared once adjusting entries are posted to the journal and general ledger 

CLOSING ENTRIES 
Entries made so as to start the new year with only the revenues and expenses for 
that year 

REVERSING ENTRIES Simplify the bookkeeping process for the next accounting period 
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PART 2 – Steps in the Accounting Cycle   ____/8 
 
Place the following steps in the accounting cycle in the correct order from 1 to 8. 
 

5 Prepare the financial statements 

8 Prepare a post-closing trial balance 

4 The trial balance after adjustments is prepared 

1 Daily business transactions are entered in the journal 

6 Journalize and post adjusting entries 

3 The trial balance (worksheet) is prepared monthly 

2 Journal entries are posted to the general ledger accounts 

7 Journalize and post closing entries 
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UNIT 7 TEST 

 
 

 
Student Name: ____________________________ Date:  ______________  
 
Instructor:  _______________________________ Score:______/88 TOTAL 
 
 
NOTE:  These questions draw on material from Unit 7 of your SCRM Student Guide and 
the E-Z Accounting text. 
 
 

General Instructions 
 
1. Read the following questions carefully, and answer them as directed.   
 
2. Hand in the test and notepaper or computer files (if you typed your answers) to your 

instructor for grading and feedback. 
 
 

PART I:  FILL-IN-THE-BLANK                                   / 13 marks TOTAL 
 
Fill in the blanks to complete the following statements. 
 
1. Accounting provides information that will help business make ______________ 

_______________________  ________________________.  (3 marks) 

 
 
2. A company’s ________________ and _______________________ appear on the 

______________________ sheet.  (3 marks) 

 
 
3. The Statement of Capital is also called the Statement of ___________________ 

___________________.  (2 marks) 

 
 
4. There Income Statement consists of ______________ sections:  

___________________, _________________________, and ____________ 

__________________.  (5 marks) 
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PART II:  CLASSIFYING ASSETS                              / 20 marks TOTAL 
 
For each item listed in the following two questions, place a plus (+) sign in the 
column in which it belongs. 

 
1. For each item listed below, place a plus (+) sign in the column in which the 

item belongs: asset, liability, or capital (owner’s equity).  
/10 marks 

 
No. Item Name Asset Liability Capital 

Example Cheque +   

1 Equipment    

2 Supplies    

3 Accounts Payable    

4 Bills and Coins    

5 Investment    

6 Due from R. Jones    

7 Customer    

8 Typewriter    

9 Due to A. Brown    

10 Owner’s Equity    

 
 
2. Classify the assets listed, placing a plus (+) sign under the appropriate 

category in which item belongs. 
/10 marks 

 

No. Name of Asset Cash 
Accounts 
Receivable 

Office 
Equipment 

Furniture & 
Fixtures 

Delivery 
Equipment 

E.g. Coins +     

1 Money Order      
2 Adding Machine      
3 Chair      
4 Delivery Van      

5 Due from Jones      
6 Paper Cutter      
7 Desk Lamp      
8 Cheques      

9 Modular desk      
10 Printer      
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PART III:  MULTIPLE CHOICE   / 5 marks TOTAL 

 
Circle the most correct answer to the questions below. 
 
1. Which of the following is not true of financial statements? 
 

a) They must be presented in terms of a monetary unit. 
b) They must follow the Generally Accepted Accounting Principles. 
c) They normally consider the effects of inflation. 
d) They must be prepared at least once a year. 

 
2. Which of the following are not tangible assets? 
 

a) Patents 
b) Office supplies 
c) Savings bonds 
d) Inventories 

 
3. Which of the following sequences best describes the accounting cycle? 
 

a) Business transactions are entered in the ledger, posted to the journal accounts, 
entered in financial statements, and posted to the trial balance. 

 
b) Business transactions are entered in the journal, posted to the ledger accounts, 

posted to the trial balance, and entered in financial statements. 
 

c) Business transactions are posted to the trial balance, entered in financial 
statements, posted to the journal accounts, and entered in the ledger. 

 
d) Business transactions are entered in financial statements, entered in the journal, 

posted to the ledger, and posted to the trial balance. 
 
4. Which of the following transactions would not increase a business’s total assets? 
 

a) Buying $150 of supplies on credit 
b) Borrowing $15,000 from a bank on a note 
c) Collecting an $800 account receivable 
d) Trading in an old truck for a new truck 

 
5. Which of the following is most true of inventory from an accounting perspective? 
 

a) It is always an asset. 
b) It is never a liability. 
c) It is an asset that can become a liability if its value is not controlled. 
d) None of the above 
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PART IV:  APPLICATION    / 50 marks TOTAL 

 
Complete the following questions on paper or using the computer. Create your own 
company name and use the current year. 
 
1. Prepare an Income Statement.  (10 marks) 
 

Using the following information, prepare an income statement for Sarah Fland, for 
the month ending 30 September of the current year. Ms. Fland is the owner of a car 
wash business. 

 
Income from Services  $6,250 Rent Expense           $   900 
Car Wash Supplies Expense   1,380 Salaries Expense  1,250 
Electricity Expense      765 Maintenance Expense     290 
Water Tax Expense         1,200  Insurance Expense     355 

 
 
 
2. Prepare a Statement of Capital.  (10 marks) 

 
The January 1 capital balance for Robert Rockwell’s business was $12,565. During 
the current year, Mr. Rockwell withdrew $8,575 from the business in anticipation of 
profits. The income statement prepared for the current year ending 31 December 
indicated a net income of $11,300.  Using this information, prepare a Statement of 
Capital for Mr. Rockwell for the year ending 31 December. 

 
 

3. Prepare an account form Balance Sheet.  (10 marks) 
 
Samuel Bland is the owner of a car wash business.  Using the following information, 

prepare an account form Balance Sheet as of 30 September of the current year, based 

on the following information: 

 
 Cash $4,430.00 
 Accounts Receivable 
  ZZZ Trucking Co. 327.00 
  Anny Car Service 175.00 
 Car Wash Equipment 9,300.00 
 Accounts Payable 
  CW Supply Co.  245.00 
  Equipment Repairs, Inc. 1,200.00 

 Samuel Bland, Capital 12,787.00 
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4. Using the data provided in the Samuel Bland exercise, prepare the report form 

Balance Sheet.  (10 marks) 
 
 
5. Prepare an account form Balance Sheet.  (10 marks) 
 

Ramirez Cruzado is the owner of a private car service business. On 1 October of the 
current year, Mr. Cruzado has the following assets, liabilities, and owner’s capital. 

 

 Cash in Bank $  5,475.00 
 Accounts Payable 
  Rental Sales Inc. 1,245.00 
 Automobiles 15,400.00 
 Ramirez Cruzado, Capital 25, 030.00 
 Auto Repair Equipment 2,500.00 
 Office Machines 900.00 
 Accounts Receivable 
  City-Wide Co. 375.00 
  Alan Banndt, Inc. 420.00 
  Furniture and Fixtures 1,205.00 
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UNIT 7 TEST – ANSWER KEY 

 
 

 
PART I:  FILL-IN-THE-BLANK                                   / 13 marks TOTAL 
 
Fill in the blanks to complete the following statements. 
 

1. Accounting provides information that will help business make good financial 
decisions.   (3 marks) 

 
 

2. A company’s assets and liabilities appear on the balance sheet.  (3 marks) 

 
 

3. The Statement of Capital is also called the Statement of Owner’s Equity.   
(2 marks) 

 
 

4. There Income Statement consists of three sections:  revenue, expenses, and net 

income.  (5 marks) 

 

 

PART II:  CLASSIFYING ASSETS                              / 20 marks TOTAL 
 
For each item listed in the following two questions, place a plus (+) sign in the 
column in which it belongs. 

 
1. For each item listed below, place a plus (+) sign in the column in which the 

item belongs: asset, liability, or capital (owner’s equity).  
/10 marks 

No. Item Name Asset Liability Capital 

Example Cheque +   

1 Equipment +   
2 Supplies +   
3 Accounts Payable  +  
4 Bills and Coins +   
5 Investment +   
6 Due from R. Jones +   
7 Customer +   
8 Typewriter +   
9 Due to A. Brown  +  
10 Owner’s Equity   + 

 
2. Classify the assets listed, placing a plus (+) sign under the appropriate 

category in which item belongs. 
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/10 marks 

 

No. Name of Asset Cash 
Accounts 
Receivable 

Office 
Equipment 

Furniture & 
Fixtures 

Delivery 
Equipment 

E.g. Coins +     

1 Money Order +     
2 Adding Machine   +   
3 Chair    +  
4 Delivery Van     + 
5 Due from Jones  +    
6 Paper Cutter   +   
7 Desk Lamp    +  
8 Cheques +     
9 Modular desk    +  
10 Printer   +   

 
 
PART III:  MULTIPLE CHOICE   / 5 marks TOTAL 

 
Circle the most correct answer to the questions below. 
 
1. Which of the following is not true of financial statements? 
 

a) They must be presented in terms of a monetary unit. 
b) They must follow the Generally Accepted Accounting Principles. 

c) They normally consider the effects of inflation. 
d) They must be prepared at least once a year. 

 
2. Which of the following are not tangible assets? 
 

a) Patents 
b) Office supplies 
c) Savings bonds 
d) Inventories 
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3. Which of the following sequences best describes the accounting cycle? 
 

a) Business transactions are entered in the ledger, posted to the journal accounts, 
entered in financial statements, and posted to the trial balance. 

 

b) Business transactions are entered in the journal, posted to 
the ledger accounts, posted to the trial balance, and 
entered in financial statements. 

 
c) Business transactions are posted to the trial balance, entered in financial 

statements, posted to the journal accounts, and entered in the ledger. 
 

d) Business transactions are entered in financial statements, entered in the journal, 
posted to the ledger, and posted to the trial balance. 

 
4. Which of the following transactions would not increase a business’s total assets? 
 

a) Buying $150 of supplies on credit 
b) Borrowing $15,000 from a bank on a note 

c) Collecting an $800 account receivable 
d) Trading in an old truck for a new truck 

 
5. Which of the following is most true of inventory from an accounting perspective? 
 

a) It is always an asset. 
b) It is never a liability. 

c) It is an asset that can become a liability if its value is not 
controlled. 

d) None of the above 
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PART IV:  APPLICATION    / 30 marks TOTAL 

 
Complete the following questions on paper or using the computer. Use the current year. 
 
1. Prepare an Income Statement.  (10 marks) 
 

Using the following information, prepare an income statement for Sarah Fland, for 
the month ending 30 September of the current year. Ms. Fland is the owner of a car 
wash business. 

 
Income from Services  $6,250 Rent Expense           $   900 
Car Wash Supplies Expense   1,380 Salaries Expense  1,250 
Electricity Expense      765 Maintenance Expense     290 
Water Tax Expense         1,200  Insurance Expense     355 

 
 
 

Sarah Fland Car Wash Company 
Income Statement 

For the Month Ended 30 September 20-- 
 

Revenue: 
 Income from Services $ 6250 
Expenses: 
 Car Wash Supplies Expense 1,380 
 Electricity Expense 765 
 Water Tax Expense 1,200 
 Rent Expense 900 
 Salaries Expense 1,250 
 Maintenance Expense 290 
 Insurance Expense 355 
 Total Expenses 6140 
Net Income $110 
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2. Prepare a Statement of Capital.  (10 marks) 

 
The January 1 capital balance for Robert Rockwell’s business was $12,565. During 
the current year, Mr. Rockwell withdrew $8,575 from the business in anticipation of 
profits. The income statement prepared for the current year ending 31 December 
indicated a net income of $11,300.  Using this information, prepare a Statement of 
Capital for Mr. Rockwell for the year ending 31 December. 
 

 
Rockwell Inc. 

Statement of Capital 
For the Year Ended 31 December 20-- 

 
Robert Rockwell, (Beginning) Capital, Jan. 1, 2004     $12,565 
Plus: Net Income for theYear     $11,300 
Less: Robert Rockwell, Drawing        8,575 
 Net Increase in Capital            2,725 
Robert Rockwell, (Ending) Capital, Dec. 31, 2003       $15,290
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3. Prepare an account form Balance Sheet.  (10 marks) 

 
Samuel Bland is the owner of a car wash business.  Using the following information, 

prepare an account form Balance Sheet as of 30 September of the current year, based 

on the following information: 

 
 Cash    $   4,430.00 
 Accounts Receivable 
  ZZZ Trucking Co.        327.00 
  Anny Car Service        175.00 
 Car Wash Equipment   9,300.00 
 Accounts Payable 
  CW Supply Co.         245.00 
  Equipment Repairs, Inc.   1,200.00 

   Samuel Bland, Capital      12,787.00 

 
 
 

Samuel Bland Car Wash Co. 
Balance Sheet 

September 30, 2003 
 

Assets      Liabilities and Capital 
Cash    $4,430 Accounts Payable 
Accounts Receivable   CW Supply Co.                    $  245 
 ZZZ Trucking Co.      327 Equipment Repairs Inc.     1,200 
 Anny Car Service      175  Total Liabilities      1,445 
Car Wash Equipment   9,300 Samuel Bland, Capital         12,787 
 Total Assets $14,232  Total Liabilities & Capital     $14,232 
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4. Using the data provided in the Samuel Bland exercise, prepare the report form 

Balance Sheet.  (10 marks) 
 
 

Samuel Bland Car Wash Co. 
Balance Sheet 

30 September 20-- 
 

Assets 
 

Cash    $4,430 
Accounts Receivable 
 ZZZ Trucking Co.              327 
 Anny Car Service            175 
Car Wash Equipment     9,300 
 Total Assets       $14,232 

 
 

Liabilities and Capital 
 

Accounts Payable 
 CW Supply Co.                     $  245 
 Equipment Repairs Inc.           1,200 
 Total Liabilities                  1,445 
Samuel Bland, Capital               12,787 
Total Liabilities & Capital                  $14,232 
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5. Prepare an account form Balance Sheet.  (10 marks) 
 

Ramirez Cruzado is the owner of a private car service business. On 1 October of the 
current year, Mr. Cruzado has the following assets, liabilities, and owner’s capital. 

 

Cash in Bank   $  5,475.00 
Accounts Payable 

 Rental Sales Inc.    1,245.00 
Automobiles     15,400.00 
Ramirez Cruzado, Capital       25,030.00 
Auto Repair Equipment    2,500.00 
Office Machines        900.00 
Accounts Receivable 

 City-Wide Co.       375.00 
 Alan Banndt, Inc.       420.00 

 Furniture and Fixtures    1,205.00 
 
 
 

Ramirez Cruzado 
Balance Sheet 

30 September 20-- 

 
 
 

 

Assets    Liabilities and Capital  

Cash   $  5,475.00   Accounts Payable   
Accounts Receivable    Rental Sales $        1,245.00  

 City-Wide Co.  $     375.00   Ramirez Cruzado Capital  $      25,030.00 

 Alan Banndt, Inc.  $     420.00     

 Furniture and Fixtures  $  1,205.00     

Automobiles   $15,400.00     
Auto Repair Equipment   $  2,500.00    
Office Machines   $    900.00    

Total Assets  $26,275.00   Total Liabilities and Capital   $     26,275.00  
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Unit 8: Microsoft Excel 2010 Level 2 
Unit 9: Microsoft Access 2010 Level 1 

 
 

Introduction 
 
In this unit, students’ existing computer skills will serve as a jumping off point for their 
study and practice of the fundamentals of database management.  Once they enter the 
workplace, they will most likely use database applications designed specifically for their 
employer.  In most cases, however, these individualized programs will be built on the 
basic principles of Microsoft® Excel and/or Access.  Knowledge of this software will 
provide students with a solid foundation for company-specific training. 
 
 
 
The SCRM Connection – Key Messages for Students! 
 
As students learned from the job descriptions in Units 6A, 6B, and 6C, SCRM personnel 
may often be responsible for producing or maintaining computerized records and reports 
(supplier/pricing data, inventory records, production schedules, etc).  A sound 
understanding of spreadsheet (Excel) and database (Access) applications, and how these 
can help them manage that essential resource—information—will only increase 
students’ efficiency on the job. 
 
 
 
 
 
 
Unit 8 Length:  40 hours 
 

Grading: Lesson Completion/Excel Exercises   47.5% 
  Projects 20% 
 Quizzes 10% 
 Unit Test 10% 
 Participation 12.5% 
 
 
 
 
Unit 9 Length:  40 hours 
 

Grading: Lesson Completion/Access Exercises   20% 
  Projects 50% 
 Unit Test 20% 
 Participation 10% 
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Resources 
 

1. SCRM Summit Student Guide  
2. Summit Student Guide – Microsoft Excel 2010 Level 2 
3. Summit Student Guide – Microsoft Access 2010 Level 1 
4. Learning MS Office 2010 Deluxe textbook (student copy) 

 
 

Please provide students with a copy of the above resources. 
 

5. Summit Teacher’s Guide – Microsoft Excel 2010 Level 2 
6. Summit Student Guide – Microsoft Access 2010 Level 1 

 
 
Please refer to the above MS Excel /Access Teacher’s Guides for 
further details. 
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Unit 10:  Workplace Safety -  
LESSON PLANS 

Introduction 

In this unit, students will learn about:   
 
 Safety as it relates to any workplace 
 The variety of hazardous materials they could potentially encounter while on the job 
 Employers’ responsibilities when it comes to keeping their employees informed and 

protected 
 Developing safe practices for future employment 
 WHMIS and its purpose in the workplace 
 
The bottom line:  the awareness and safe practices students develop in this unit will serve 
as important transferable skills in their new position – skills they can take with them to 
any job. 

The SCRM Connection – Key Messages for Students! 
 
Depending on the workplace, the inventory students will be responsible for or come into 
contact with in their SCRM role may present potential safety hazards.  It is in students’ 
best interests to be as informed as possible about all of the materials in the plant, 
warehouse, store, etc., and about the nature of their physical working environment, so 
that they can minimize risk for themselves and their SCRM colleagues.   When it comes 
to safety, information is just as valuable a resource as it is in any SCRM-specific function 
we’ve discussed.  
 
 

Unit Length:  5 Hours In Class + Assigned Homework 
 

Grading:  Participation  50% 
 Unit Test       50% 

Resources  

1. SCRM Summit Teacher’s Guide (what you’re reading right now) 
2. SCRM Summit Student Guide:  Students will study Lessons 1-9, then 

complete a unit test to test their understanding of the material.   

PLEASE NOTE that your Teacher’s Guide only provides an overview of 
this unit; you will need to study the unit as it appears in your copy of the 
Student Guide so that you are “on the same page” as your students. 

Unit Test  

The unit test is included in this guide. 
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Lesson 1:  Workplace Hazards 

 
 

Lesson Overview by Topic 
 
1. What is a Hazard? 

 
2. Why (are work hazards different)? 
 
3. Recognizing Hazards 

a) Physical Hazards 
b) Biological Hazards 
c) Chemical hazards 
d) Ergonomic Hazards 

 
 

Central Themes / Messages 
 

 Workplace safety is based on recognizing, assessing, and controlling hazards.  There 
are hazards in every workplace.  If you are not aware, you are at risk! 

 
 

Lesson 2:  Assessing Hazards 
 
 
 

Lesson Overview by Topic 
 
1. Acute Injuries 
 
2. Chronic Injuries 
 

 
 

Central Themes / Messages 
 

 Once a hazard has been recognized, it needs to be assessed in terms of its danger and 
the type of injury it can cause.  When faced with a workplace hazard, students need to 
ask themselves:  How can this hazard hurt me or another worker?  How big is the 
risk?  Are its effects immediate and short-lived, or delayed and longer-lasting? 
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Lesson 3:  Controlling Hazards 
 
 

 

Lesson Overview by Topic 
 
1. Physical or Engineering Controls 

 
2. Operational Controls 

 
3. Administrative Controls  

 
4. Personal Protective Equipment 
 
 

Central Themes / Messages 
 

 Hazards should be eliminated wherever possible.  If a hazard cannot be eliminated, 
then it has to be controlled in order to reduce the risk of injury or illness. 

 

 It is the worker’s job to follow any safety procedures and to use any protective 
equipment or facilities those procedures require.  It is also the worker’s responsibility 
to report hazards and to do the job the way he/she was trained to do it. 

 

LESSON 4:  Laws and Regulations 
 
 

Lesson Overview by Topic 
 
1. Acts and Regulations 
 
2. The Occupational Health and Safety Act  (OHSA) 

 
3. OHSA Regulations 
 
 
Central Themes / Messages 
 

 Students should be aware that laws (acts) and regulations exist that protect their 
health and safety in any workplace, and that they or their employer can be penalized 
for breaking these laws. 
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Lesson 5:  Three Basic Rights 
 
 
 

Lesson Overview by Topic 
 

1. The Right to Know (the hazards of the job) 
 
2. The Right to Refuse Unsafe Work 
 
3. The Right to Participate (in keeping the workplace healthy and safe)   
 
 

Central Themes / Messages 
 

 Workers who understand these rights and know how to use them are better able to 
protect themselves on the job.   

 
 

Lesson 6:  The Law Requires… 
 
 

Lesson Overview by Topic 
 
1. Employer Responsibilities 

 
 

Central Themes / Messages 
 

 Employers and supervisors must do everything reasonable to protect their employees’ 
health and safety.  By the same token, employees themselves must do their part by 
complying with the law, following company rules, and always working safely; they 
must report any hazards to their supervisor/employer. 
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Lesson 7:  You Can Expect…. 
 
 
 

Lesson Overview by Topic 
 
1. Types of Training 

a) General Workplace Safety Information 
b) Specific Safety Training 

 
2. Personal Protective Equipment (PPE) 
 
3. Hygiene and Emergency Facilities 

 
 

Central Themes / Messages 
  

 Employers must provide all employees with information and or training on the 
general and specific hazards in the workplace.   All employees must be provided with, 
and know how to use, any protective equipment or facilities the job requires. 

 

 The information in this program is NOT a substitute for the information and/or 
training employers are required to provide. 

 
 

Lesson 8:  WHMIS 
 
 

Lesson Overview by Topic 
 
1. What WHMIS is 

a) Warning Labels 
b) Material Data Safety Sheets (MSDS) 
c) Training 

 
2. WHMIS Symbols / Classes of Hazardous Materials 
 
3. Designated Substances Regulations (DSR) 
 

Central Themes / Messages 
 

 WHMIS is a regulation that applies to all workplaces where hazardous materials are 
stored or used.  Materials covered by WHMIS must have a warning label.  Employers 
must have an up-to-date MSDS for any hazardous materials they use or store. 
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 Students complete Summit WHMIS 2015 PowerPoint presentation available from 
Summit’s Resource Sharing Centre.  Please help students with viewing/accessing the 
presentation. 

 

 Students test their knowledge of WHMIS symbols and meaning by completing the 
online WHMIS quiz. Please contact Summit’s Support Office and ask for a login 
account to be created for the student; you will need to provide student’s first and last 
name. The quiz mark is part of the unit participation mark.  

 
 
 

Lesson 9:  Reporting Injuries or Illness 
 
 
 

Lesson Overview by Topic 
 
1. Why should you report any injury or illness? 
 
2. Ontario’s Workplace Safety and Insurance Act (WSIA) 
 
 

Central Themes / Messages 
 

 The Workplace Safety and Insurance Board (WSIB) provides compensations for lost 
wages and health care costs caused by workplace injuries and illnesses. 

   

 If employees are injured or become ill, they must follow the steps laid out in the 
WSIB’s In Case of Injury at Work poster.   

 

 Students should know not to be afraid or reluctant to report any workplace injury or 
illness they think was caused by their work. 
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UNIT 10 TEST 

 
Total Marks                  /45 

 
Student Name: ___________________________________Date:  __________________ 

 
NOTE:  These questions draw on material from Unit 10 of your SCRM Student Guide. 
 

General Instructions 
 
1. Read the following questions carefully, and answer them as directed.   
 
2. Hand in the test and notepaper or computer files (if you typed your answers) to your 

instructor for grading and feedback. 
 

Part I:  Multiple Choice / 5 marks TOTAL 
 
Circle the letter that best answers the question. 
 
1. Which of the following is not a biological hazard? 
 

a) Insect bites 
b) Fungi 
c) Vapors and fumes 
d) Animal and bird droppings 

 
2. Which of the following is not considered personal protective equipment? 
 

a) Hard hat 
b) Dusk mask 
c) Prescription eye glasses 
d) Gloves 

 
3. Some of the most common chronic injuries are caused by: 
 

a) Ergonomic hazards 
b) Chemical hazards 
c) Biological hazards 
d) Both and b 

 
4. What material has two DSR regulations? 
 

a) Lead 
b) Asbestos  
c) Coke oven emissions 
d) Benzene 
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5. Which one of these is not a physical hazard? 
 

a) Constant lifting  
b) Electricity  
c) Constant loud noise. 
d) Over exposure to excessive heat or cold 

 
 

Part II:  Short Answer / 31 marks TOTAL 
 
1. What are the four main types of workplace hazards?  Provide an example of each.   

(8 marks) 

1)  

2)  

3)  

4)  
 

 
2. a) Name the two main types of injuries.  (2 marks) 

1)   

2)  
 
 

b) When and how do acute injuries occur?  (2 marks) 
  

 

 
 
 
c) In your own words, define chronic injuries, and provide one example.   
 (3 marks) 
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3. a) Explain the difference between an Act and a Regulation.  (4 marks) 
 

  

 

 
 
 

b) Who enforces the Occupational Health and Safety Act?  (1 mark) 
 

 
 

 
c) What are the three basic rights the OHSA grants every employee?  (3 marks) 

1)   

2)  

3)  
 
 

4. Why might some workplaces require hand or eye wash stations?  What are two 
advantages of these kinds of facilities?  (3 marks) 

 

   

 

 
 
 
5. List the elements included on a hazardous material’s warning label.  (5 marks) 
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Part III:  WHMIS Symbols / 9 marks TOTAL 
 

Match the symbols/pictograms to the left with the correct meaning/types of hazards to the 
right - put the correct letter next to them. 

 

 Symbol/ 

Pictogram 

Types of Hazards 

 

 

 

A. Gases under pressure 

 

 

B. Skin sensitization  
Acute toxicity (harmful) 
Specific target organ toxicity - single exposure (respiratory 
irritation or drowsiness or dizziness) 
Skin irritation 
Eye irritation 

 

 

C. Oxidizing gases, liquids, solids 

 

 

D. Carcinogenicity 

Respiratory sensitization  
Reproductive toxicity  
Specific target organ toxicity - repeated exposure 
Specific target organ toxicity - single exposure (Cat. 1, 2) 
Aspiration hazard 
Germ cell mutagenicity 

 

 

E. Acute toxicity (severe)  

 

 

F. Flammables (gases, aerosols, liquids, solids) 
Self-reactive substances and mixtures  
Pyrophoric (liquids, solids, gases) 
Self-heating substances and mixtures 
Substances and mixtures which, in contact with water, emit 
flammable gases 
Organic peroxides 

 

 

G. Biohazardous infectious materials  
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H. Corrosive to metals 
Serious eye damage 
Skin corrosion 

 

 

I. Self-reactive substances and mixtures 

Organic peroxides 
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UNIT 10 TEST – ANSWER KEY 

 
 
NOTE:  These questions draw on material from Unit10 of the SCRM Student Guide. 
 

Part I:  Multiple Choice     / 5 marks TOTAL 
 
Circle the letter that best answers the question. 
 
1. Which of the following is not a biological hazard? 
 

a) Insect bites 
b) Fungi 

c) Vapors and fumes 
d) Animal and bird droppings 

 
2. Which of the following is not considered personal protective equipment? 
 

a) Hard hat 
b) Dusk mask 

c) Prescription eye glasses 
d) Gloves 

 
3. Some of the most common chronic injuries are caused by: 
 

a) Ergonomic hazards 
b) Chemical hazards 
c) Biological hazards 

d) Both a and b 
 
4. What material has two DSR regulations? 
 

a) Lead 

b) Asbestos  
c) Coke oven emissions 
d) Benzene 

 
5. Which one of these is not a physical hazard? 
 

a) Constant lifting  
b) Electricity  
c) Constant loud noise. 
d) Over exposure to excessive heat or cold 
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Part II:  Short Answer / 31 marks TOTAL 
 
1. What are the four main types of workplace hazards?  Provide an example of each.   

(8 marks) 
 
1) Physical 

2) Biological 
3) Chemical 

4) Ergonomic 
 
2. a) Name the two main types of injuries.  (2 marks) 
 

1)  Acute 
2) Chronic 

 
b)  When and how do acute injuries occur?  (2 marks) 

  
Acute injuries usually occur right away, and are often caused by 
physical or chemical hazards. 

 
c) In your own words, define chronic injuries, and provide one example.   

  (3 marks) 
 

Injuries that occur gradually – their effects are not noticeable right away, 
e.g. injuries caused by ergonomic hazards – repetitive bending, lifting, etc. 

 
3. a) Explain the difference between an Act and a Regulation.  (4 marks) 
 

An Act is general; it sets out what the law is about, to whom it applies, 
and the penalties in place for disobeying it.  Regulations are specific parts 
of an Act; they spell out all the details that you need to know in order to 
obey the law. 

 
b) Who enforces the Occupational Health and Safety Act?  (1 mark) 

 
The Ministry of Labour enforces this Act. 

 
c) What are the three basic rights the OHSA grants every employee?  (3 marks) 
 

1) The right to know the hazards of the job  
2) The right to refuse unsafe work 
3) The right to participate in keeping the workplace healthy and safe 

 
 
6. Why might some workplaces require hand or eye wash stations?  What are two 

advantages of these kinds of facilities?  (3 marks) 
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In some workplaces, employees may be at risk for exposure to hazardous 
chemicals – these stations allow them to take immediate action in the event of 
an emergency.  Such facilities reduce the chance of toxic substances being 
absorbed or ingested into the body; they may also prevent hazardous agents 
from being carried away from the workplace. 

 
 
7. List the elements included on a hazardous material’s warning label.  (5 marks) 
 

1. What hazardous materials are in the container 
2. What the hazards are  
3. How to use the material safely  
4. First aid procedures  
5. The WHMIS symbol for any hazards that material has 
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Part III WHMIS Symbols     / 9 marks TOTAL 
 

Match the symbols/pictograms to the left with the correct meaning/types of hazards to the 
right - put the correct letter next to them. 
 

 Symbol/ 

Pictogram 

Types of Hazards 

I 

 

 

A. Gases under pressure 

H 

 

B. Skin sensitization  
Acute toxicity (harmful) 
Specific target organ toxicity - single exposure (respiratory 
irritation or drowsiness or dizziness) 
Skin irritation 
Eye irritation 

F 

 

C. Oxidizing gases, liquids, solids 

B 

 

D. Carcinogenicity 

Respiratory sensitization  
Reproductive toxicity  
Specific target organ toxicity - repeated exposure 
Specific target organ toxicity - single exposure (Cat. 1, 2) 
Aspiration hazard 
Germ cell mutagenicity 

G 

 

E. Acute toxicity (severe)  

C 

 

F. Flammables (gases, aerosols, liquids, solids) 
Self-reactive substances and mixtures  
Pyrophoric (liquids, solids, gases) 
Self-heating substances and mixtures 
Substances and mixtures which, in contact with water, 
emit flammable gases 
Organic peroxides 

D 

 

G. Biohazardous infectious materials  
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E 

 

 

H. Corrosive to metals 
Serious eye damage 
Skin corrosion 

A 

 

I. Self-reactive substances and mixtures 

Organic peroxides 
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IMPORTANT 
 

 
 

Once students have finished  
Unit 1-10, they will combine their 

transferable and job-specific 
knowledge and skills to complete 

a Cumulative Assignment*.   
 
 

 
Students will need to review all 

content from their Student Guide 
and related texts in order to 
prepare for the assignment.   

 
 
 
 

* Available for download from Summit’s Resource Sharing Centre/ SCRM 
Program Materials (incl. soft copies of the templates for students to use) 
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Unit 11:  Job Search Training -  
LESSON PLANS 

 

Introduction 

In this unit, students will create a functional cover letter and resume, and prepare for job 
interviews. 
 
 
The SCRM Connection - Key Messages for Students! 
 
A well-developed self-image and self-confidence are conducive to job search success. 
While building on these attributes, students will develop an inventory of their strengths 
and weaknesses, set employment goals, prepare an effective résumé and cover letter, and 
practice for the job interview. 
 
The information listed on the HRDC’s NOC website can assist job seekers by providing 
a list of example titles for employment opportunities as well as the main duties of the 
job.  
 The list of example titles can help job seekers expand their searching criteria by 

providing them with jobs that they may not have otherwise thought about.  

 The duties section allows the job seeker to see what they will need to be doing when 
working in this industry as well as helping students pinpoint the required skills to 
include in their résumés and cover letters – demonstrating to employers that they are 
aware of the skills necessary for success in specific positions. 

 
 
 
 
Unit  Length:  15 hours 
 

Grading: Exercises/Assignments  80% 
 Participation 20% 
 
 

Resources 
 

1. SCRM Summit Student Guide  
2. Summit Student Guide – Job Seacrh Training (JST) 

 

Please provide students with a copy of the above resources. 

3. SCRM Summit Teacher’s Guide (what you’re reading right now) 
4. Summit Teacher’s Guide - Job Search Training (JST) 

Please refer to the corresponding JST Teacher’s Guide for 
further details. 


