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(ABSTRACT)

This study was designed to determine if individuals in administrative

support occupations are equipped with the necessary reading skills, including

proofreading, verifying, and comprehending detail, needed to perform

efficiently on the job. To address the problem of the study, the following

specific research questions were answered:

1.

What is the reading level of documents actually used by selected
administrative support workers?

What level of proficiency do selected administrative support
workers display in reading office documents?

Does reading proficiency differ for them by age, educational

level, length of job experience, or by job level.

Participants were 60 administrative support workers at Virginia

Polytechnic Institute and State University. Participants completed tests to



measure their performance on the three skills. Additionally, these individuals

provided examples of reading they complete as part of their work.
Findings from the study are as follows:

1. The average reading level for all documents submitted was 11.6.

2. The mean for all participants on the total test was 53.15 with a
minimum score of 40 and a maximum score of 58 out of a total of sixty
points.

3. No significant differences were found in the reading proficiency level
of participants according to age, educational level, length of job
experience, or job title.

Based on the findings and conclusions in this study a number of

implications for classroom instruction and further research are provided.
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CHAPTER ONE
INTRODUCTION
The workplace is changing! As today’s students are entering the global
workplace, educators must prepare these students to enter the "real” world
with the essential skills to be competitive and to function effectively in an
ever-changing environment. Naisbett, author of Megatrends, reported in 1982
that America had become an information oriented society. In order for
students to perform effectively in this information-oriented society, the three
R’s must take on a new meaning (SCANS, 1991). As the United States moves
into a more information-intensive society, the concern for business educators is
how to assure that business education graduates meet the job related skills
requirements, including technical reading, of the workplace. To address this
concern, this study focuses on the reading proficiency of office support
personnel in the workplace.
A primary concern of business educators is to prepare potential office
workers with the skills necessary to be productive and efficient in today’s and
tomorrow’s marketplace. Policy statement number 41 of the Policies

Commission for Business and Economic Education (1987) states: "Since



business organizations are dependent on well-prepared workers, the strength of
the nation’s economy lies in the work force. With qualified, productive
employees, business can function effectively, and the country can maintain a
competitive posture.” According to the SCANS (The Secretary’s Commission
on Achieving Necessary Skills, U.S. Department of Labor) Report for
America 2000 (1991), employees will have to read well enough to comprehend
and decipher diagrams, directories, correspondence, user guidebooks, journals,
blueprints, charts, graphs, tables, standard operating procedures (SOPs), and
specifications. Without the capability to read a diverse set of materials,
workers cannot locate the detailed and quantitative data needed to make
decisions or to suggest courses of action. Reading requirements on the job
might involve the following:

interpreting blueprints,

understanding materials catalogues,

dealing with letters and complaints,

comprehending written policy,

reading medical records and medication instructions

reading technical manuals from equipment vendors, and
reading a variety of office documents

Numerous public appeals are being made via television for volunteers
to help the illiterate learn to read. Not only is the national conscience being
stirred by the numbers of Americans who cannot read, but educators and

business people are also concerned with the inability of high school and



college graduates to read for comprehension, to follow simple instructions or
directions, and to express themselves correctly through both written and oral
communication (Jackson & Johnson, 1991). Research indicates that the
ability to write effectively is closely related to reading skills. Gigliotti (1986)
determined that the components of basic skills needing improvement are
spelling, grammar, composition, and punctuation. .

Schmidt noted in a 1987 study that employers have difficulty finding
workers with basic academic skills--including both reading and writing.
Business educators have put primary emphasis on ensuring that students .
become computer literate, often at the expense of basic skills. A major
responsibility of business educators is training potential office personnel to be
employable, efficient, and productive on the job (Joyner, 1989). Business
educators need to examine courses and curriculum to determine if students are
provived with competencies needed for today’s workplace.

The Secretary’s Commission on Achieving Necessary Skills (SCANS)
(1991) was asked to examine the demands of the workplace and ascertain
whether our young people are capable of meeting these demands. Researchers
were commissioned to conduct interviews with workers and employers in a

vast range of jobs. The message received from the results of these interviews



for every type of job was that good jobs will increasingly depend on people
who can put knowledge to work.
Need For The Study

The SCANS (1991) report states that less than half the workers entering
the workplace have the necessary skills to perform even entry level positions.
The ability to read, including proofreading, verifying, and comprehending, is
one of the basic things needed by all office workers. Yet the level of the skills
that office workers actually exhibit is unknown. Needed information for
business educators is the extent experienced workers have mastered these
skills. Also needed are samples of actual documents administrative support
occupation workers read on the job so that the reading difficulty of these
documents can be confirmed.

This study will build on the body of knowledge from the 1979 studies
of Ross and Salzman who investigated the reading tasks of randomly selected
secretarial and clerical workers in the Columbus, Ohio area. Ross completed
one-hour observations of 100 beginning office workers, and Salzman collected
2,659 samples of reading, writing, and mathematical activities from 35
beginning and 35 experienced secretaries. Secretarial workers were more
likely to be involved in proofreading tasks, while clerical workers were more

likely to be involved in verifying tasks. Both groups were expected to read



office documents for comprehending detail, to be able to understand and use
the information that was read. In summarizing the two studies Hillestad
(1979) notes that nearly 45% of the secretarial workers’ reading involved
comprehending detail. Outcomes of the Ross and Salzman studies identify the
reading tasks of office workers in one geographic area. The reading tasks of
office workers in other geographic areas are likely to be the same or highly
similar (Schmidt, 1982).
Statement of the Problem

Are individuals in administrative support occupations equipped with the
necessary reading skills, including proofreading, verifying, and
comprehending, needed to perform efficiently on the job? What is the nature
of the workplace reading materials these workers confront on a daily basis?
Further, does the reading proficiency of administrative support workers differ
as a function of educational level, age, job level, and length of job experience?
To answer these questions, reading skills of administrative support personnel
in a selected employment setting completed tests to measure their performance
on the three skills. In addition, these individuals provided examples of reading
that they complete as part of their work.

Participants for this research were selected from administrative support

workers at Virginia Polytechnic Institute and State University. A listing of



890 administrative support personnel was provided by the personnel
department. Using the University telephone directory, the investigator
ascertained the job title of each person on the listing. The department of
personnel provided the job level for each job title. The investigator then
called individuals randomly selected from this list until 90 office support
personnel agreed to participate in the research study. Although 90 agreed to
participate, 60 actually returned the test.
Research Questions

To address the problem of the study, the following specific research
questions were answered.

1. What is the reading level of documents actually used by selected
administrative support workers?

2. What level of proficiency do selected administrative support workers
display in reading office documents?

3. Does reading proficiency of administrative support workers differ as a
function of age, educational level, length of job experience, or by job
level?

Definitions of Terms
Reading. Locates, understands, and interprets written information in prose

and documents--including manuals, graphs, and schedules--to perform task;



learns from text by determining the main idea or essential message; identifies
relevant details, facts, and specifications; infers or locates the meaning of
unknown or technical vocabulary; and judges the accuracy, appropriateness,
style, and plausibility of reports, proposals, or theories of other writers
(SCANS, 1991).

The definitions and components of the following three terms
comprehending detail, verifying, and proofreading are those used in the
Schmidt (1987) study:

Comprehending Detail is determining what is being said in directions for
completing office documents, in policies and procedures manuals, in rules and
regulations, and other similar office publications, then interpreting and
applying the information in the completion of office tasks. The components of
comprehending detail include:

locating facts or specifics

recognizing the main idea

recognizing sequence of information

perceiving relationships

selecting relevant details

summarizing or making generalizations

recognizing comparison and contrasting information
interpreting symbols, graphics, or acronyms

identifying relevant information

drawing inferences from information

following directions
perceiving document structure



Proofreading is the process of reviewing handwritten, typewritten or printed

materials to identify errors or inconsistencies that should be corrected in the

preparation of the final copy. The components of proofreading are:

recognizing mechanical errors including punctuation
recognizing typographical errors

recognizing transpositions

recognizing additions

recognizing omissions

recognizing placement errors

recognizing sense of content errors including contradictions and
inconsistencies

reading aloud to detect errors

reading from right to left to detect errors

reading with a partner to detect errors

Verifying is determining what is being said in a source document and then

assessing the accuracy of some or all of the source document information

presented in a different configuration, or format, in another document. The

components of verifying are:

recognizing sequence of information
perceiving relationships

recognizing comparison and contrasting information
perceiving document structure
locating facts or specifics

recognizing transpositions

recognizing mechanical errors
recognizing additions

recognizing omissions

recognizing typographical errors
reading with a partner to detect errors



Limitations of the Study

Reading in this study is limited to proofreading, comprehending, and

verifying of documents. Reading for other purposes was not examined within

the scope of this study. Further limitations of the study include the following:

1.

Study participants included only administrative support personnel at
Virginia Polytechnic Institute and State University who volunteered to
participate.

Variables measured were limited to detecting selected errors associated
with proofreading, verifying, and comprehending an office document.
Other variables associated with reading were not included in this study.
Generalizations derived from the findings of this study are limited to
the population of those individuals at Virginia Polytechnic Institute and
State University from whom the sample was selected and can be
generalized to other groups only to the extent they resemble this

population.



CHAPTER TWO
REVIEW OF LITERATURE

This research study examined the reading skills of administrative
support personnel. To locate related literature, the investigator obtained
information available from Virginia Polytechnic Institute and State University’s
library. In addition, an ERIC search was conducted to review literature that
addressed reading skills of today’s students and workers, reading skills
employers indicate as needed, reading materials found in the workplace, and
teachers’ roles in addressing reading skills.

Reading Skills of Today’s Students and Workers

With high rates of functional and cultural illiteracy in the United States
today, often attributed to a decrease in reading and an increase in television
viewing; the skill of reading is in danger of becoming extinct. However, the
importance of reading has not diminished in our technologically oriented
society (Hagler & Davis, 1990).

Hagler and Davis (1990) indicate that another area of concern is the

ability of many students to read at their appropriate grade level as they reach

10



high school completion. Their research includes a comparison of reading
abilities among 9-, 13-, and 17-year-olds. A steady decrease in reading ability
is clearly indicated as students get older. At age nine, 64% of students are
reading at appropriate levels. By age thirteen, only 60% are reading at the
appropriate grade level, and by age seventeen, only 39% of students are
reading at their appropriate grade level. Even though this research applies to
high school students, a continuing decline could be reasonably expected as
these students enter college or the workforce. An improvement in students’
reading ability is likely to occur only when significant adults encourage and
expect expanded activity in the area of reading.

Research further indicates that poor readers remain poor readers year
after year (Bracey, 1989), and that poor reading habits started in early
childhood continue even into old age (Aiex, 1987). These authors note that
teachers, as significant adults in students’ lives, should strongly advocate
reading to establish early on a tendency among students toward lifelong
learning.

Hagler and Davis (1990) emphasize that the skill of reading is
developed much as other skills are. A skilled athlete, court reporter, singer,

or swimmer has developed the needed skill to the point of automaticity through

11



extended practice. Until one’s reading is automatic, one must expend
significant effort and energy. To develop fluent reading skills, students must
read as many enjoyable, easy-to-read books as possible until the reading skill
becomes automatic. Then reading comprehension skills can be developed.
Only through extended practice to an automatic response can one move to a
higher level of reading and be able to do well in school.

The communication pyramid shown in Figure 1 (Hagler & Davis,
1990) illustrates that effective written and oral communication results from a
foundation of accurate reading, which represents functional literacy. After a
person can read accurately, the person can learn to read automatically through
practice. Reading gives a person needed background information and a larger
vocabulary that allows effective communication between and among coworkers

and acquaintances.

Reading Skills Employers Indicate are Needed
Hirsh (1988) stated that American business leaders in the last few years
have become greatly concerned with young employees’ lack of communication
skills. Further, Hirsh explains the illiteracy of mid-level executives as a result
of the lack of background information among the executives. He further

maintains that mid-level executives do not communicate effectively because of
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a lack of shared background information among the executives. Reading
provides background information that results in effective oral and written
communication.

Business managers also perceive proofreading as a vital office skill and
feel that business educators should incorporate proofreading or error detection
instruction into all business courses offered. Future office workers need to be
taught to alter their reading patterns when proofreading (Byfield & Labarre,
1985). Proofreading is a vital task and documents should be proofread more
than once. The first reading is for grammar and sense. The second time
documents should be read for typographical errors; this can be done by
reading right to left or from the bottom of the document to the top. A ruler
can be placed under each line as the document is scanned. A variety of
proofreading techniques are possible and a consistent and methodical approach
to proofreading is essential.

Schmidt (1986) stated that office workers without the reading skills
required for the use of software will meet many frustrations on the job. Using
the FORCAST procedure to determine the reading grade level of the
introductory material for two database software manuals, Schmidt determined
the FORCAST reading grade level of Software A to be 10.4, and the

FORCAST reading grade level of Software B to be 11.6. With current
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progress in information processing technology proliferating the work place, all
types of workers are faced with spiraling information handling tasks. They,
consequently, find their need for technical reading competency accelerating.
Workers in a broad range of occupations, ranging from users of robotics on
production lines, to retail service, to government service, to agriculture are
confronted with the need to read and utilize enigmatic technical manuals,
including software documentation manuals. Yet, these materials are often
prepared with little regard for the proposed users. Further, most employees

are provided little on-the-job training about how to use the materials.

. Reading Materials Found in the Workplace

The academic community has not yet reached agreement on a common
definition of literacy. However, researchers agree that job-related literacy
includes several sets of skills, each set arranged along a continuum from very
simple cognitive tasks to very complex ones (Craig, 1987).

A measure of adult literacy used to be signing your name, completing
five years of school, or scoring at a particular level on a reading test. But a
recent report from OERI’s (Office of Educational Research and Improvement)
National Center for Education Statistics on the National Adult Literacy Survey

(NALS), Adulr Literacy in America, describes adult literacy at five levels in

15



terms of the literacy skills needed to use various kinds of printed and written
information. These include prose literacy, document literacy, and quantitative
literacy. Prose literacy is defined as understanding and using information from
texts that include editorials, news stories, poems and fiction; document literacy
is defined as locating and using information contained in materials that include
job applications, transportation schedules, maps, and tables; quantitative
literacy is defined as applying arithmetic operations, either alone or
sequentially, and using numbers embedded in printed materials such as
restaurant checks, order forms, and loan advertisements. The report also
analyzes connections between literacy skills and social and economic variables
such as voting, reading practices, employment, and earnings. Based on
interviews in 1992 with more that 26,000 adults aged 16 and older, this report
indicates that:

° 21 to 23 percent--or the equivalent of 40-44 million American
adults--demonstrated skills in the lowest of five survey
assessment levels. At this level, many, but not all, could
perform simple routine tasks involving brief and uncomplicated
texts and documents, such as totaling an entry on a deposit slip,

locating the time or place of a meeting on a form, and

16



identifying a piece of specific information in a brief news
article.

Only 18 to 21 percent--34 to 40 million--performed at the two
highest levels.

Older adults are more likely than middle-aged or younger adults
to demonstrate limited literacy skills.

Participants aged 21 to 25 had average scores that were 11 to 14
points lower than the scores of 21 to 25-year-olds assessed in
1985. This decrease may in large part reflect the dramatic
increase in young, foreign-born Hispanic adults, many of whom
are learning English as a second language. Nevertheless, young
people are more literate than older adults, and literacy most
likely will increase as younger, more educated generations

replace their parents and grandparents.

Although the survey indicated that almost half the individuals scored in

the two lowest levels, these individuals did not necessarily see themselves as

being "at risk." In fact, 66 to 75% of the adults scoring at the lowest level

and 93 to 97% in the second lowest level described themselves as being able to

read or write English "well" or "very well" (OERI Bulletin, 1993).
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The results of the National Adult Literacy Survey are reported using
three scales, each ranging from 0 to 500: a prose scale, a document scale, and
a quantitative scale. As indicated in Table 2, the scores on each scale
represent degrees of proficiency along that particular dimension of literacy.
For example a low score (below 225) on the document scale indicates that the
individual has very limited skills in processing information from maps, charts,
tables, graphs, forms, and such materials (even those that are brief and
uncomplicated). Likewise, a high score (above 375) indicates advanced skills
in performing involving a variety of tasks that involve the sue of complex
documents (Kirsh, et al., 1993).

In modern society, being literate involves having the knowledge and
proficiency needed to process information from documents. Actually,
researchers have found that many Americans spend more time reading
documents than any other type of material (Gutherie, Seifert, and Kirsh,
1986). Charts, maps, forms, schedules, tables, diagrams, sketches, and
graphs are encountered everyday--both at home and at work (Kirsh, et al.,
1993). Success in processing documents appears to depend at least in part on
the ability to locate information in intricate arrays and to use this information
in relevant ways. Procedural knowledge may be needed to transfer data from

one source or document to another, as is necessary in completing applications

18



or order forms (Kirsh, et al., 1993). A simple job-related reading skill is the
ability to find applicable facts on a work order, while examples of more
complex job-related reading skills include reading training manuals, work-
related technical articles, and letters explaining changes in health benefits
(Craig, 1987).

Kirsh et al. (1993) state there is agreement that we as a nation must
respond to the literacy challenge--not only for the sake of our nation’s
economy but to ensure that every individual has opportunity for personal
fulfillment. The members of the National Governors’ Association in 1990
adopted as one of its six goals the following:

By the year 2000, every adult American will be literate and will

possess the knowledge and skills necessary to compete in a global

economy and exercise the right and responsibilities of citizenship.

Kirsh et al. (1993) further stated that "just as adults with little money
have difficulty meeting their basic needs, those with limited literacy skills are
likely to find it more challenging to pursue their goals--whether these involve
job advancement, consumer decisionmaking, citizenship, or other aspects of
their lives" (p.4).

Most Americans today can write and compute on a simple level.

However, this is not sufficient in today’s work environment. Successful

American businesses are learning that greater productivity depends upon higher
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worker skills and the creation of a high-performance work environment. In
the past eight years the percentage of workers participating in formal training
to improve their current skills increased from 35% to 41%. Yet, most of
those upgrading their skills were in white-collar or mid-career jobs. However,
it is the entry-level workers and those in low-paying jobs whose current skills

will be obsolete in five years (1992 Goals Report).

Teacher Roles in Addressing Reading Skills

Bennet and McLaughlin (1988), in a report prepared for the U.S.
Department of Labor and U.S. Department of Education, note that schools are
teaching students reading, writing, and mathematical skills that are inconsistent
with what workers routinely perform on the job. In response to this
inconsistency, the Carl D. Perkins Vocational and Applied Technology Act
Amendments of 1990 (Act) states:

It is the purpose of this Act to make the United States more competitive

in the world economy by developing more fully the academic and

occupational skills of all segments of the population. This purpose will

principally be achieved through concentrating resources on improving

educational programs leading to academic and occupational skill

competencies needed to work in a technologically advanced society.
(Section 2)

20



Resnick (1987) notes that "...growing evidence...points to the
possibility that very little can be transported directly from school to out-of-
school use" (p.15). Teachers are, therefore, confronted with the quandary of
how to make their training pertinent to the world of work as well as how to
present it in ways that will strengthen transfer of learning.

Camevale, Gainer, and Meltzer (1988) also state that the skills taught
by schools are inconsistent with the skills employers require. Often employees
know how to read and how to compute; however, when summoned to use
these skills, they frequently have difficulty "...because skills must be used in a
different context than originally learned" (p.10). Carnevale et al. (1988)
further state that the "...traditional classroom...reading instruction is designed
to teach discrete reading skills in isolation, for the purpose of increasing a
student’s ability to follow directions or internalize data for future recall."

Findings of the Career Preparation Validation Study (Anderson

Committee, 1990) conducted by the State of New York indicate that a majority
of entry-level workers require reading skills for information and for critical
analysis and evaluation. Thus, from employers’ perspectives reading at the
high-school level should focus on preparing students to use reading material as
a resource to locate information and for developing problem-solving skills

through the use of higher-level thinking strategies (Carnevale et al., 1988).
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This instruction requires academic and vocational teachers to collaborate so
their subject material becomes relevant to occupational requirements.
Jackson and Johnson (1991) state that "literacy is every teacher’s

responsibility." They emphasize the need for vocabulary building and
maintain that skills for increasing vocabulary should be taught in almost every
course. Further, they advocate the thorough teaching of the dictionary and
other vocabulary building resources. Using actual office documents can build
workplace related vocabulary. Students should be made aware of the
abundance of materials that can help them during their lifelong process of
vocabulary building. Using office documents to build vocabulary is one way
to improve business students work-related reading skills. Hagler and Davis
(1990) advocate teachers incorporating a variety of reading activities in their
classrooms. A multitude of ways exist to encourage reading in business
education classes, with the reasons for promoting reading evident in the
positive benefits indicated through research on reading.

Brown (1985) reported on the outcomes of a survey conducted by the
Advisory Council for Vocational-Technical Education in Texas that "ability to
read and apply printed matter required on the job" was ranked fifth on a list of

what employers have determined as improvements needed in preparing

individuals to enter into full-time work.
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Summary

The preceding literature review indicates a growing concern of
business, industry, and government employers regarding the functional literacy
of not only individuals presently in the workplace, but of today’s high-school
students who will become tomorrow’s workers. The importance of reading
has not diminished in our technological society; however, the literature
indicates a steady decrease in reading ability as students get older. Employers
have become concerned with the lack of communication skills of young
employees. Research indicates that reading provides background information
that results in effective oral and written communication.

Reading on the job continues to become more complex. While most
Americans can read, write, and compute on a simple level, this is not
sufficient for today’s work environment. Workers are confronted with many
documents from which they must be able to locate information; they must then
be able to use this information in relevant ways.

Research indicates that the skills taught by schools are inconsistent with
what employers require. Teachers are presented with the need to make their
training pertinent to the world of work. Educators must respond to the

literacy challenge for the sake of our nation’s economy and to ensure that all
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individuals have an opportunity for job success and personal fulfillment.
Admittedly, having advanced literacy skills does not of itself guarantee
individual opportunities. However, a nation in which large numbers of
citizens display limited literacy skills has fewer resources with which to meet
its goals and objectives, whether they are social, political, civic, or economic.
This study addressed reading proficiency of administrative support
workers. It was undertaken to determine how well the technical reading skills
of a selected group of these workers match their on-the-job reading
requirements. Further, personal characteristics of the workers were examined

as they relate to their technical reading proficiency.
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CHAPTER THREE
METHODOLOGY
As indicated earlier, the purpose of this study was to ascertain if
persons in office support positions have the necessary reading skills of
verifying, proofreading, and comprehending needed in today’s workplace.
This chapter describes the participants, the instrument, and the study research
design, including data analysis procedures.
Procedures as detailed in this chapter were followed to answer the three
research questions.
1. What is the reading level of documents actually used by selected
administrative support workers?
2. What level of proficiency do selected administrative support workers
display in reading office documents?
3. Does reading proficiency differ as a function of age, educational level,
length of job experience, or by job level?
The Population
Participants for this study were randomly selected from office support

personnel at Virginia Polytechnic Institute and State University. A listing of

25



890 administrative support personnel was provided by the personnel
department. Using the University telephone directory, the investigator
ascertained the job title of each person on the listing. The department of
personnel provided the job level for each job title.

The population obtained from this listing was comprised of all
employees in grade levels 4, S, and 6. These levels were determined by the
University personnel office and represented typical administrative support type
positions. Level 4 includes Office Service Assistant and Secretary positions;
level 5 includes Office Service Specialist and Secretary Senior positions; and
level 6 includes Program Support Technician, Fiscal Technician, and
Executive Secretary positions. Grades lower than four were aide positions
while those positions graded higher than six were typically managerial
positions. Therefore, levels 4, 5, and 6 best represent the office support
personnel positions needed for this study. Names on the listing from each of
the three levels were assigned random numbers. The investigator called
individuals on this random listing until 90 office support personnel agreed to
participate in the study. Although 90 individuals agreed to participate, 60

actually returned the test, op-scan answer sheet, and demographic survey.
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Instrument

The instrument used to measure reading skills of the office support
personnel was the "Office Reading Skills Test.”" The test consists of six pages
and is divided into three parts with two pages each: proofreading, verifying,
and comprehending detail. The test contains actual office documents and was
developed by Schmidt (1989). Through use of the FORCAST reading formula
(Caylor, Sticht, Fox, & Ford, 1975), the reading grade level of the documents
in the test was determined as indicated in Table 1. The reading levels ranged
from 10.9 to 11.7.

The Kuder-Richardson internal consistency reliability values (KR-20)
were .678 for scores on the total test, .485 for the proofreading section, .572
for the verifying section, and .427 for the comprehending detail section.
These reliability values are based on test outcomes for 1,059 students who
participated in the study conducted by Schmidt (1989). Although the
reliability values for the test parts are lower than for the total test, they can be
considered adequate, as each section of the test contained only twenty items.

Instrument Validity

To determine instrument validity, the investigator asked participants to
submit three documents read by office support personnel in their office.

Participants were asked to submit documents from the following categories as
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Table 1

FORCAST Formula Reading Level of Test Documents*

Section of the Test Grade Level
Proofreading:
Directions 11.0
Memorandum 10.9
Verifying:
Directions 10.9
Catalog page and
purchase order 11.7
Comprehending detail:
Directions 11.1
Procedures 11.7
Statements 11.3
Overall directions 10.9

*Schmidt (1989)
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determined from the Ross and Salzman study (1979): catalog and rate books,
financial and statistical tables, form letters, directions for use of products,
letters, memos, manuals, written instructions, reports, pamphlets, order forms,
account statements, or reference materials. Using the FORCAST reading
formula developed by Caylor, et al. (1975), the reading level of submitted
documents was ascertained. The results are listed in Table 2. A comparison
of the reading level of the testing instrument to the reading level of the office
documents submitted by the participants, revealed that documents contained in
the testing instrument were an appropriate measure of proofreading, verifying,
and comprehending detail skills. Reading levels on the test instrument ranged
from 11.1 to 11.7, while reading levels of the documents submitted by the
participants ranged from 11.4 to 11.8.
Instrument Description

The "Office Reading Skills Test" (Schmidt, 1989) consists of six office
documents. For the proofreading section, a rough draft and a typed copy of a
memorandum are presented. The proofreader must compare the typed copy
with the rough draft. The lines of the typed memorandum are numbered 1-10.
For items 1-10 on the op-scan sheet, the proofreader must blacken 1 for each
line that is correct; and blacken 2 for each line that is incorrect. The

proofreader is then given a rough draft and a typed copy of a portion of a
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Table 2

FORCAST Formula Reading Level of Documents Submitted by Participants

Type of Number of Reading Level Average
Document Documents Grade Average Level
Letters 4 9.8t0 12.5 11.4
Memos 6 10.2 to 13.5 11.6
Reports 2 10.6 to 12.5 11.6
Policy 8 9.6to 13.2 11.8
Average of all documents 11.6
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letter. The same procedure is then followed to blacken in correct or incorrect
responses for items 11-20.

The next section of the test was used to ascertain the verifying skills of
office support personnel. A page from an office supplies catalog is given
along with a sample purchase order. The verifier must compare the supplies
listed on the purchase order with those on the catalog page. For items 21-30
on the op-scan sheet, the verifier will again indicate correct and incorrect

responses. The second verifying section is a page from an Official Used Car

Guide. The verifier must compare prices quoted on trade-in, loan, and retail

value with those listed in the Guide. For items 31-40 on the op-scan sheet, 1

is blackened for each correct quote, and 2 is blackened for each incorrect
quote.

The final section of the test deals with comprehending detail skills.
The procedures for filling out an Interdepartmental Service Request form are
listed and then ten statements are provided regarding the information given in
those procedures. If the statement is correct, 1 is blackened and if incorrect
then 2 is blackened on items 41-50. Finally, items 51-60 are taken from the
sick leave policy of an organization. Again ten statements are given regarding

the information and the reader must determine if the statement is correct or
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incorrect. A total of 60 points is possible on the test. The test appears in
Appendix A.
Data Collection

VPI & SU’s office support personnel who agreed to participate in the
study were each mailed a copy of the "Office Reading Skills Test" and an op-
scan sheet to record their answers. A questionnaire concerning demographic
data was attached to each test. The test, op-scan sheet, and questionnaire were
mailed through campus mail to all who agreed to participate in the study. A
cover letter was also included with the packet. It was used to ask participants
to send copies of three documents that they must be able to read on their jobs.
The op-scan sheets, demographic sheets, and the office documents test
instrument were returned to the investigator by campus mail. A copy of the
cover letter and demographic sheet are provided in Appendix B.
Research Design

Three research questions were examined to determine the reading
proficiency of office support personnel in the workplace. To analyze the data,
the statistical software package Number Cruncher was used. A discussion of
each research question answered follows.

Question One. What is the reading level of documents actually used by

selected administrative support workers?" This question was answered by
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using the FORCAST formula developed by Caylor, et al. (1975) to determine
the reading level of the documents submitted by the participants in the study.
The FORCAST formula uses the percentage of one-syllable words as the basis
for determining reading level; hence, it eliminates artificially raising the
reading level due to recurring technical terms.

Presented in Table 4, page 31, are the results using the FORCAST
formula to determine the reading level of the documents submitted by
participants. A total of 20 documents, including letters, memos, reports, and
policy statements were examined using the FORCAST formula. The range for
these documents was 9.6 to 13.5 reading grade levels, with the average
reading grade level for all documents submitted being 11.6.

Question Two. What levels of proficiency do selected administrative
support workers display in reading office documents? To analyze this research
question, data were obtained from the participants’ responses recorded on op-
scan sheets. Descriptive statistics including the mean, minimum, maximum,
standard deviation, standard error of measurement, and KR-20 were computed
for the total test and each of the three parts. The participants were grouped
according to job level. Scores for 4-, 5-, and 6-level employees for the
number of correct responses for each of the three parts of the test as well as

for the total test were determined.
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Question Three. Does reading proficiency of administrative support workers
differ as a function of age, educational level, length of job experience, or by
job level?

F tests in a one-way ANOVA design (.05 level of significance) were
used to determine if significant differences in the reading proficiency level of
individuals in the three job levels exist according to age, educational level,
length of job experience, or job title for the participants.

Summary of Methodology

- Individuals currently employed in office support positions at Virginia
Polytechnic Institute and State University in levels 4, 5, and 6 represent the
population for the study. Sixty members of the population completed the
"Office Reading Skills Test." The test is divided into three sections--
proofreading, verifying, and comprehending detail. Participants were provided
op-scan forms to mark correct and incorrect responses. The op-scan sheets
were scored electronically and the scores analyzed to determine types of skills-
-proofreading, verifying, or comprehending detail--that were displayed by the
participants. Analyses of variance were completed to compare the number of

correct responses by respondents demographic characteristics.
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CHAPTER FOUR
FINDINGS

As indicated in Chapter One, the purpose of this study was to
determine if office support personnel have the reading skills necessary to cope
with reading demands in the workplace. To meet this purpose, the Office
Skills Reading Test (Schmidt, 1982) was sent by campus mail to ninety VPI &
SU office support personnel who agreed, when contacted by telephone, to
participate in the study. Of the 90 persons contacted and mailed the test
materials, 60 returned the completed op-scan form and demographic
information. In addition, the participants submitted documents they actually
read in their offices.

Participants’ Characteristics
This section describes characteristics of the participants in the study.

Number of Participants

A total of 60 individuals employed at VPI & SU participated. All 60
completed the demographic questionnaire and the "Office Reading Skills Test."
A complete summary of the participants demographic information, including

job level, age, years of employment, and educational levels, appears in Table

3.
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Table 3

Participants’ Demographic Information Summary

Category Frequency Percent
Age:
18-25 5 8.33
26-35 14 23.33
36-55 38 63.33
56+ 3 5.00
Job Level:
4 7 11.67
5 33 55.00
6 20 33.33
Education:
High School Diploma 16 26.67
Some College, No Degree 24 40.00
Associate Degree 8 13.33
Business School 4 6.67
Baccalaureate Degree 6 10.00
Master’s Degree 2 3.33
Employment
Fulltime:
1-5 years 9 15.00
6-10 years 13 21.67
11-20 years 24 40.00
20+ years 11 18.33
Parttime:
1-5 years 2 3.33
20+ years 1 1.67
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A majority of the participants (38) indicated on the demographic survey
that they were in the 36-55 age bracket. Fourteen were aged 26-35; 5 were
aged 18-25; and 3 were over age 55.

Most participants (33) indicated that they worked at job level five;
while 20 worked at level six, and 7 at level four. With regard to educational
level, 24 participants indicated they have some college, but no degree; 16
participants indicated a high school diploma; 8 participants indicated an
associates degree; 4 participants attended business school; 6 participants
indicated a baccalaureate degree; and 2 indicated a master’s degree.

Regarding length of job experience, the following information about
participants was revealed: 24 participants had 11-20 years of experience; 13
participants had 6-10 years experience; and 9 participants had 1-5 years of
experience. Additionally, three participants indicated they were part-time
employees. Two of the part-time employees indicated 1-5 years of experience
and one indicated 20+ years of experience.

Research Question One

The first research question to be answered in the study was, "What is
the reading level of documents used by selected administrative support
workers?" To answer this question, participants in the study were asked to

submit actual documents read in their offices. Letters, memos, reports, and
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policy guides were submitted. Using the FORCAST reading formula
developed by Caylor, et al. (1975), the reading levels of submitted documents
were determined. The range of reading levels was 9.6 to 13.5 with the
average of all documents being at grade level 11.6. This was consistent with
the previous findings of Ross and Salzman (1979) in which the reading level of
all office documents examined ranged from grade level 8.8 to 15.8, with the
average grade level being 12.3. Also, this was consistent with the findings of
Schmidt (1987) in which the reading level of 121 office documents examined
ranged from grade level 9.7 to 15.8. The average grade level of the 121
documents collected was 12.3. The documents were collected from ten
different organizations including a bank, space industry manufacturer, town
administration office, hospital, insurance company, chemical industry
manufacturer, railroad, county administration office, school division office,

and university continuing education center office.

Research Question Two
The second research question to be answered was, "What level of
proficiency do selected administrative support workers display in reading

office documents?" To answer this question, means, standard deviations, and
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minimum and maximum values for participants’ scores on the 60-item test and

three 20-item parts of the test were compiled. They are listed in Table 4.
Sixty points were possible on the test, with test scores ranging from a

maximum score of 58 to a minimum score of 40. Test score frequencies were

as follows:

Score Frequency
58 2
57 6
56 6
55 13
54 10
53 4
52 6
51 2
50 4
49 2
46 1
45 2
40 2
60 Total

As shown in Table 4, the mean score for the total test was 53.2 with a
standard deviation of 3.78. Scores for the three parts of the test were similar,
with means ranging from 17.2 to 18.4 and standard deviations ranging from
1.45 to 1.96. The mean percent correct for the total test was 88.6%. For the

three parts, the mean percent correct was 86% for proofreading, 88% for
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Table 4

Test Statistics for the Total Test and the Three Parts

Standard Min. Max. Standard

Test Mean Deviation Value Value Error
Total test 53.2 3.78 40 58 2.15
Proofreading 17.2 1.86 12 20 .24
Verifying 17.6 1.96 9 20 .25
Comprehending 18.4 1.45 12 20 .19
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verifying, and 92% for comprehending detail.

Research Question Three
The third research question to be answered in the study was, "Does
reading proficiency differ by age, educational level, length of job experience,
or by job level?" An F test in a one-way ANOVA design was used to
determine if a significant difference of reading proficiency level of the three
job levels exists according to age, educational level, job title, and the length of
job experience. Tables 5-8 indicate there were no significant differences in

reading ability according to any of these demographic characteristics.
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Table 5

Analysis of Variance Qutcomes for Test Scores Age

Variable DF  Sum of Mean F P>F
Squares Squares Value
Age 3 4.38 1.46 0.41 0.74
Error 56 200.60 3.56
Total 59 204.98
Age N Mean Standard
Error
18-25 5 55.2 1.73
26-35 14 52.8 1.03
36-55 35 53.0 .63
56+ 3 53.3 2.23
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Table 6

Analysis of Variance Outcomes for Test Scores by Educational Level

Variable DF  Sum of Mean F P>F
Squares Squares Value
Education
Level 5 86.34 17.26 1.21 0.32
Error 54 771.31 14.28
Education Level N Mean Standard
Error

High School 16 51.6 95
Some College

no degree 24 54.1 .79
Associate Degree 8 52.1 1.34
Business School 4 55.0 1.89
Baccalaureate 6 53.1 1.43
Master’s Degree 2 55.0 2.67
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Table 7

Analysis of Variance Outcomses for Test Scores by Length of Time on the Job

Variable DF Sum of Mean F P>F
Squares Squares Value

Length of

Employment 3 - 10.15 3.38 0.22 0.88

Error 53 819.77 15.46

Total 56 829.93

Length of N Mean Standard

Employment: Error

1-5 years 9 53.0 1.31

6-10 years 13 52.5 1.09

11-20 years 24 53.5 .80

21+ years 1 52.7 1.19
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Table 8

Analysis of Variance Qutcomes for Test Scores by Job Title

Variable DF Sum of Mean F P>F
Squares Squares Value
Job Title 2 25.53 12.77 0.87 0.42
Error 57 832.12 14.59
Total 59 857.65 -
Job Title N Mean Standard
Error

4 7 54.9 1.25

S 33 52.8 .67

6 20 53.2 .85
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CHAPTER 5

SUMMARY, IMPLICATIONS, AND CONCLUSIONS

This study was conducted to determine whether ofﬁcé workers have the
necessary reading (proofreading, verifying, comprehending) skills required to
perform efficiently ih the workplace. If was based on previous research
completed by Ross (1980), Salzman (1979), and Schmidt (1982) and adds to
the body of knowledge related to skills required for reading and using office
documents. In this section, a summary, conclusions, and implicationé aré |
presented based on the data gathered and analyses of it.

Summary

This section summarizes information about the study purpose,
participants, instrument, and methodology.
Purpose

The purpose of this study was to examine the reading skills needed and
developed by persons in office support positions. In particular, the study
addressed the reading skills of proofreading, verifying, and comprehending

detail as used in today’s workplace.
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Participants

Participants for this study were randomly selected from office support
personnel at Virginia Polytechnic Institute and State University. A listing of
890 administrative support personnel was provided by the personnel
department. To obtain a sample from this listing, the population was divided
into grade levels 4, 5, 6 as determined by the University personnel office.
These were typical administrative support type positions. The names on the
listing in each of the three levels were assigned random numbers. The
investigator called individuals on this random listing until 90 office support
personnel agreed to participate in the study. Although 90 individuals agreed to
participate, 60 actually returned the test, op-scan answer sheet, and
demographic survey.

Instrument -

The instrument used to measure the reading skills of the sample of
office support personnel is the "Office Reading Skills Test." The test consists
of six pages and is divided into three parts with two pages each: proofreading,
verifying, and comprehending detail. The test developed by Schmidt (1989)
contains actual office documents with reading levels corresponding to average

reading levels for office documents collected from a variety of sources.
Methodology
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Three research questions were answered to determine the reading level
of documents read by the participants and their proficiency in reading office
documents. To analyze the data, the statistical software package Number
Cruncher was used. The participants were asked to submit office documents
that they must be able to read on their jobs. The reading level of these
documents was determined by using the FORCAST formula. The average
reading level of all documents submitted was 11.6. To determine work-related
reading proficiency of the participants, scores were obtained from their
responses recorded on op-scan sheets for the total test, and each of the three
test parts. Mean, minimum, maximum, standard deviation, standard error of
measurement, and KR-20 values were computed for the total test and each of
its three parts. To determine if reading scores differed by age, educational
level, length of job experience, or by job level, F tests in an ANOVA design
(.05 level of significance) were used.

Findings

Sixty office support personnel at VPI & SU in levels 4, 5, 6
participated in this study. The demographic sheets returned by the participants
indicated that the majority, 38, of the participants were age 36-55. More

participants were in grade level five. All participants had at least a high
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school diploma and 24 indicated they had some college but no degree. The
majority of participants had 11-20 years of job experience.

Question One. What is the reading level of documents actually used by
selected office support workers? This question was answered by using the
FORCAST formula developed by Caylor, et al. (1975). The reading levels
for documents submitted by participants ranged from 9.6 to 13.5, with the
average reading grade level for all documents submitted being 11.6.

Question Two. What levels of proficiency do selected office support
personnel display in reading office documents? The mean for all participants
on the total test was 53.15 with a minimum score of 40 and a maximum score
of 58 out of a total of sixty points.

Question Three. Does reading proficiency differ for office support

personnel by age, educational level, length of job experience, or job title? To
answer this question, an F test in a one-way ANOVA design was used to
determine the reading proficiency level of participants. No significant
differences were found in the reading proficiency level of participants
according to any of these factors.
Conclusions
The purpose of this study was to determine if individuals in

administrative support occupations are equipped with the necessary reading
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skills, including proofreading, verifying, and comprehending detail, needed to
perform efficiently on the job?

For the first research question, the reading level of documents read on
the job by participants was determined. Findings revealed the reading
difficulty of materials used on the job in the office support occupations of the
participants to be on average at the 11.6 grade level, with a range from the 9.6
to 13.5 grade level. Previous analyses of the reading level of office
documents by Schmidt (1987) provided similar results, with a reading level of
121 documents analyzed varying from 9.7 to 15.8, with an average level of
12.3. Thus, this study again substantiates that business educators need to
develop an awareness of the high level of technical reading skills
administrative support workers need to read office documents.

For the second research question, the level of reading proficiency of
office documents of the administrative support workers who participated in the
study was examined. Participants had a mean score of 53.15 on the total test
out of 60 possible points. This is an average score of 88.58%. The majority
of these workers had been on the job 11-20 years and were in the 36-55 age
bracket. All participants indicated their educational level with at least a high
school diploma, with the majority indicating some college but no degree. The

participants averaged roughly one error per document completed for the study,
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6 documents with 10 items each. Compared to the performance of high school
students in Schmidt’s 1982 study, who averaged roughly two errors per
document, the participants in this study did considerably better. However,
considering the number of years experience and the educational level of the
participants, the extent of items missed on the Office Skills Test, which
required reading the type of documents they handle every day, is cause for
concern. Mishandling, on average, 10% of information processed due to
reading errors could have serious implications for efficiency of office
operations, leading to time wasted when information must be reprocessed.

For the third research question, does reading proficiency differ by age,
educational level, length of job experience, or by job title was examined. No
statistically significant differences were found for participants according to
age, length of job experience, job title, or educational level. Therefore, none
of these demographic factors related to reading proficiency for participants in
this study. This finding indicates that both experience on the job and more
education do not lead to more job-related reading proficiency.

Discussion

Although there were no statistically significant results in this study, it is

imperative to discuss some of the limitations that may relate to generalizing

from the findings of the study. The study was limited to the sixty participants
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who are intact administrative support personnel at Virginia Tech. The scope
of reading proficiency was limited to the detecting of errors associated with
proofreading, verifying, and comprehending detail. Thus, generalizations are
delimited to the population of those individuals at Virginia Tech from whom
the sample was selected and can only be generalized to other groups to the
extent they resemble this population.
Implications

Based upon the findings and conclusions of this study, the following

implications for classroom instruction and additional research are provided.

Implications for Classroom Instruction

These job-related reading skills of proofreading, verifying, and
comprehending detail are important skills for administrative support workers.
Based on the findings from this and previous studies the following
recommendations are made:

1. Business educators should include instruction in the skills of
proofreading, verifying, and comprehending detail in their classes.

2. Materials similar to those developed for this study and materials
directly from businesses should be secured by business educators for

use in the classroom. Students should be provided documents to read
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that are similar to and at the level of difficulty they will encounter on
the job.

Handwritten and rough draft materials should be given to students to
read and verify.

Business students should be provided opportunities whereby the content
of letters, forms, and tables is read and used in processing information.
Business students should be exposed to job-related materials requiring
reading skills ranging from the ninth grade level to at least two years

beyond high school.

Implications for Further Research

1.

Examine impact of the use of similar office reading materials with
students preparing for office occupations.

Determine effectiveness of using the components of proofreading,
verifying, and comprehending detail as the basis for job-related reading
instruction.

Compare on-the-job productivity with office workers’ skill levels for
proofreading, verifying, and comprehending detail. Workers who
exhibit higher levels of the skills should be able to process the
documents more accurately and efficiently and thus achieve higher

levels of productivity.
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Examine a variety of office documents for common characteristics. If
common characteristics are found, these characteristics can serve as a

starting point for preparing students to use the documents.
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e Line Qr statement s LNCIRRECT.

Zxamole

e~CarTect line ar statsment

Rl 000202000,
- 1 QQOCAOTIAS fracorrecs line or statement

RECQORD YOUR ANSWERS QN THE GQP-SCAN SHEZT.

00 NQT YRITT QN THE T&3T.
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FRCCETIT/DONG

A sougndradt and 2 TyDed soov 37 4 IemOrancduX iopedr Jelow. CImmara the
Iyved <apy Witk the fsughdTaft. Note At e LUises 3£ the T70ed lemo-
sapcm are Jumcersd L-i0. Tor izams 1-10 an Ize Co-3can sheet. sidcken

L) Isr each lLine hat is CCRRECT: zlackan I3xr eacz ine hac is
INCSRRECT.

ol Kud Bans, Salen MMarmanss ' 7?( IV

~
I
6~

JM’*—\—J—*Wa" ,~-.-l-n-6-¢/

,Aul-nu.c —'-—"aé_dw Fluu-t. “M )4-1& MZ,/

7}14 Q.Amﬂr/ ALmLA/erMréwmdq:za_Lm/W

= MMMM&W&MJ’W&LMA@
&KMJ“MWJ—W M:ZA—.-/‘:MJ-(-‘«MU&J
-J P L.,J-——"UL/'

%wwuﬂf/@ﬂ‘\ﬁﬂajm,bdfu&%éd
"-/(La:.:‘ ﬁ Rinintl Undiwny.

low. Qan OrFac? e Jiws ’m
2 bbiaa [f04- b/-"ﬂ)xv s LA daj%&u Jaﬂﬁ;‘

0/-' fﬂw‘!w&.‘@ymﬂ@mmm
MMMW,& n_;{,_, Zée o=
AL/LJ,L&*—“‘LU.&‘-M ,.#-u&-,twﬂ/ L Awa:»:a.u ,

T, 23, 1435 K

u.

sfcu- (L mot aunrek c,a:, @&maﬂmﬁ@?&mg Argua
2hd Fhasw monr padinus fo JJMMMWL

vl

A3 S TURNITURE CREANT
374 Hunzar luns

MEMOLTANDUM
AscTisonoucy, 7A 21301

o, Larl logery. Sales Manager

IRCaae Julla tazdiz, Saiesz lew. aarg__ 3y L3, (981

suaiecT, Jsshiow House Turniture Saies Ovdar

Mr. Cosvell af Tasnion Fouse furmicurs (a3 L ks das - aAg e
satomenc +a 3adae oa ApCLl 13. Of 2he I3ree cacliaiag catacs lacluded ‘a e aly-
2eat, Swo ire 23a (acorect :olor amd 3w Jchar la dafective.

— e

L could 1ec Tusch you )y shoas ind am sandizg 2303 3em0 20 “swusat S2aC iaTae JEv L
7ucliners dea {ocvarded 23 [asgios Turnicure isuse ‘smestacaly. ey ars cxcalog Se
3. ¥Q S136, owe of cthem in ssure Ilue ?lush iad :3a ocBar 0 lmssec Covemvey. $.
Tow cam 20WCAGT 3@ WBNAAY IGAL 48 € 0a Shaliam Mecai ‘a Lymcabury (204~361-1339) 1.
£ you vasc 3 1lscuss 32is Mipmemc {uxtiexr. Alse, | vouwld Lixa 0 TwPert Zac s.
2na saccar of LococrTect jalpmency de placed o= che ageada for :9e 1axt sales 12alsd 9.
esseciag, waica vill Ya deid zaxc Juasday, May I3, L9481, 8.
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9P ROCFREADING

A roughdrarft and a =Zyped copy of a portion of a letter appear below.
Compare the typed cocpy with the roughdratft. Note zhat the lines of
the cyped letter are aumbered 11-20. Por items l1-20 on the Cp-Scan
sheec, blacken (D) for sach Line that is CORRECT; blacken (9) dor
2ach line that is INCORRECT.

| 7144‘3 20, 14,
Jesc ch &wl‘mu

e )J:w-.:uji altm 4 [(/uqu .a.u_wd(. Z8M
fo= Ermppadicas pbidde, Wk P4CTs Twt
..44,}13‘:, Pl Loun /LZE Jit. 1ads maat Yy mﬁﬂﬁ
(?w?wml o W/WAMJW

dutsmdtoie x%r&f <§£¢ﬁzna.ﬁxajk/ 2542£¢Cﬁ &L

':u-ssé_/{*m%{v‘# Pl Lo and
Zhe h/;§i€§§i; ‘££4154£?a;cn12:j:¢, p I Zf4d J;ﬁf PACT A%onggﬂ%ﬁ( A;aﬁrujhart
_:fiffzzf§z~f/1?§£auxb il tow patadlishd  PACT C§4¢/n€a

Ahia makst.’

v

May 20, 1986

Dear Prospective Customer:

PACT offers a full product line to fit your specific needs.

1L,
The new PC Scan is a multifunction scannner designed Ior use L2.
wich I3M persconal computers or compacaples. Wich PACT's Text 13.
fac sotfware, PC Scan reads text into most of the popular word la.
processing grograms used on office perscnal computers. 1s.
for volume input requirments and Zor users of office automa- 16.
tion systems, the WorkLess Station reads text at a speed of up 17.
co 240 pages per hour. Both zhe PC Scan and the WordLess Station 18.
include the proprietary PACT typestyle recognition software 19.
that has established PACT f£irmly as the leader in this market. 20.
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TERIZTYING

A paqu from the Ace Office 3upplies catalog appears dizectly helow., It
was used 0 order the suppliss listed on the purchase order at the botzom
of the page. Note zhat the lines of the purchase order are numbered
21-30. Ccmpare he supplies listed on the purchase orcder with those on
the catalocg page. For items 21-30 on the Cp-3can sheet, blacken @ for
each line zhat is CCRRECT; blacken @ for sach line =hat is INCORRECT.

I ACZ OFFICT SUPFLILS
All supplles are senc by Parcal 2ost or Uuited Parcal Servica. Tarms are
/10, w/30.
Number Untc 2rics Qescriocion
£845~003 xGC 1.93 2ADS, COTTON, ¥O. 4-493t, l00/¥XC
7340-940 ZA L.47 FILE 30X, STZEL. ] X § CARD, GRAY
7406-100 30X 3.78 FASTENER, LOOSE LEAF, 3-IN DEPTH, 84={N C-C
T406-103 80X .73 FASTENER, PAPER, 3RASS |-IN. SHANK, 100/BOX
7419-005 30X 3.43 FOLDER., MANILA, LECAL SIZ¥
T428-123 EA .08 PAD, DESX 3LOTIZR HOLDER, !9 X 24, GREEM
7429-030 0az 2.93 PAD, INTZX-OFFICY MEMO
T629-062 Doz 1.78 PAD, SMALL LEGCAL, § X 8, AULID, WHITE
T4k 5-Q35 002 1.9l MARKER, 7ELD TIP, YATIRPROOF, RID
T443-040 00z 2.12 MARKER, FELT TIP?, WATZRPROOF, 3LACK

CONTACT LENS C.INIC
Yast Main SCreec
MARION, VA 14354
(703) 733=-371L
Qraer g §679-0414
l owe  May 1S, 1981
Ace Office Supplias
Te 1200 Tranklin oad e /10, ¥/30
loancks. VA 24112 Svesms vis United Parcal Service
(- -
Quanerey | Gcma Omorescms ] an Tow
5 A 7340-040 | FIIZ 30Z. STETL, 3 X § CARD, GRAY  L.47 7.33 21,
10 ox 7406-100 TASTENTR, LOOSE LTAF, 3-IM D . 2.
SN CC 1.78 17.30 23.
10 ax 7419~008 TOLDER., MANILA. LECGAL SIZX 3.34 13.%0 4.
0 3x 7428-125 PAD, DESX ILOTIZR H0LDZR, 19 X : s.
4, SLUX 2.08 20.30 6.
§ DOZ 7429-05Q PAD, DNTIR~OFTICE IO 1.93 17.38 2.
§ 002 7429026 PAD, SHALL LICAL, $ X & 20LED, 28.
VHITZ 1.78 10.58 29.
§ DOZ 1445035 MARXIR, FELT TIP, VATERPFROOF, 3-]“' 1.9t 11.46 la.
Morchass Qrewr - ;’w"é(\ j »'-':._,..“‘_\__5
o/
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TERI=YTING

The Lafrcoacicon Selow ig f-om an Of%icial Usad Car Guide. The 3Tices

ac che boctom of the Jage vers quotad Tom Ile Guice.

sharc is INCORRECT.

QFTICIAL USID CAR SITDE

jocs=
cuctss are= aumbersd 11-40. Tor items l1-40 om your Cg-scan
slackan (D) for each quote thac is CORRECT: slacken 3]

Taws
-

shac

=

sheec,
aacl Suots

—_

Av'yg lody av'g av'g
1983 ISCORT/EXP-al-?%-¢W0
£SCORT - 4 Cyi.
a3 1'Sack m L 4373 5823
sgoa T daew L BN (3. ] 5773
5130 sz Ye¢u 8 O 450 5950
s3oa 1°3ack ha - B~ 430 59350
5430 Sea VUgm Q0 4923 $230
3300 1" ek m <2 4930 $300
3630 2'%ack (X B~ 1100 4TS
s80aQ ez Yem & QI $223 §623
730 € Sack @ & 31713 4373
=F. - 4 Crd.
223 Spart Coupe D ATS §025
Mdicigual Teacures
A30 DD Alr comditicming 23 125
50 0D lasr Yind. JefIuscer pL.} 13
13 apm Spend ConcTul s 100
100 Ad0 Alamizum Thesls 1 23
136 aADD Tlip—ig loet 1] 100
108 ADD AM/TY Scermo leq 123
125 a0 AM/TM Stares/TH s S0
150 A0 feacher Txim Lsae 00
3@ a00 Squirs Yagom Jpc. 6.} 0
100  A0D l=Tona ?ainc Lc0 3
00 oEDUCT Maoual Trzns. 100 pd ]
25  WDOCT  Coav. Seaer. , s ¢ lis l
.
Pricas quoced sm (Tade—in, lsem. tad caCail vaines s (sllowe:
Average Average
Nade=ia Lass lacatl .
|
. 1983 Zaqerc, Sta Yga, B CILX: $200 vill ba sdded o che recail veiue for l-come paiac. 1800 3123 A&13 H
12, 1983 tacert, 1°%ak. 48 (G 173 Lll be added o (Be craee=la value (8€ ipeed temcrel. 000 4300 o
33.  19€) Cssers, X°'dagk, ID GLX: 130 villi be wdad (o cha loen: valua (sr rest vind. daflrearer. ’ 5850 v o um ;
14, 170] Cexect. Seect Couse, 101 200 vill e dedwated (tom retail valus {o¢ asewal crams. 233 4723 Wy !
3. 1981 Caeere, 3¢a Ugn, 48 L 1200 will be daductad (vem cuenil value (or lascher crim. 130 4350 pLal i
6. 1983 Cscwre, N Bach. 0 R S123 will be sdded ta ha racatl value (oe AUTH Scerse/To. 1300 “wie 1950 :
17, (983 Csases, N'vack. 2D GT: $123 will be & (rom he crad value loc comw. scaer. 3730 nis s
8. 198] Caqerc, K'heak. 10 L J130 will ba tdded (o the racail valve (ov (lipwep reel. s 312} 1632 ‘
9. 198] Cacerc. B'lack, 40 CIX: 3430 vill be sidet @ (Ba Teeail valua {o¢ ws casditisaing. 1430 100 "y ‘
1983 C.nl'.l. Sta Ugm, 40 CL; 5130 will be uded 5 e Tude~in valus (ef Squirs Ugn. spec. 3430 12351 §130 .
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COMP REHENDING

The orocadures Zor filling our an Ianterdepartmental Service Request Zorm
are listed below. Refer oo them for itams 41-30 at the bottom ©f the
page. On the Qp-Scan sheet, blacken @ for each.statement that is
CORRECT; blaciken (2) for each statemenct that is INCORRECT.

PROCIDURES FOR USE QF (NTERDEPARTMENTAL SERVICE IEQUEST 7ORM

¢ This (nterdapartmencal Service ilequesc form (3 20 Be used for securing princing, covying,
and relaced services {rom cthe Princing Department sad Copy Cancar.

e The requescing departaenc will (i1l guc the (orm, (acluding compiete Hudget code and appro-
priace signacucre (ar spproval, and vill forvard cthe (irsc cwo copies ¢o the depariment pco-
viding che servics.

» For all cransactions -avar $200, che Cransaction will be held by the depertment providing the
sarvice, which will escimace tha price on the {irsc cwo coplas ind forvard cha second (gresn)
copy to the Accouncing Qffice.

® The departaenc chac furnishes the service vill >tepers a sales cicket ¢o charge your accoumc.
The sales cicket vill de procassed dirsctly vich ihe Accouncing Office.

e Refer all inquiries sbouc deliveries, prices, aod ochar decails dirsctly co the departmenc
chae will furnish the servige.

¢ You may use chis form Ca set up “hlanket ordars” vith servics usits.

INTERDEPARTMENTAL SERVICE REQUEST

DATE: %DB. 83768
INSTRUCTIONS ON REVERSE SIODE€ OF REQUESTING DEPARTMENT COPY
SERVICE REQUEST TO: FURNISH & CHARGE TO:
DEPARTMENT DEPARTMENT
ALDG. & ROOM OELIVER TO BLDG. & ROOM
ATTENTION ATTENTION
SERVICE REQUIRED 8Y FOR FURTHER (NFORMATION CONTACT
{Sae
(Mneney {Phone Ma.)

THE MATERIALS OR SERVICES SPECTFIED QELOW ARE REQUESTED TO o
FURNISHED AT AN ESTIMATED COST NOT O EXCEED S

\_/\/"\/‘/_\L—‘-/_\

QUANTITY UNTT

4l. The departaenc chat provides che sesvics ls Co get Zhres coplas of
the focm.

42. The sales cickat L3 processed directly vich tha Taquesting deparTaanc.

41, Uhen che prics (s aver 3200, che escimaced prica (3 recorded oa lhe
graaa cagy.

44. The cequesciag depactment f{1lls ouc the focm.

45. The Acctouncing Of€fica should de concactad regarding Laquiries about
?Tice.

6. The budget code '3 provided By cha Princisg Oepacrtment oc Copy Cemcar.
47. The requascing Jepartmenc ({lls ouc zha sales cickec.

i8. The apprapriace signacture i3 provided 3y the ‘mquescing deparctmenc.
49. The foem camnot be used for “Slisket orders.”

30. The department providing the sarvics estimacas Che srica (£ cha estimaced
cos¢ La over $20Q.
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COMPREEENDING

The information selow is jarz of zhe sick leave solicy of an organization.
Refar o e sick leave dolicy for items 31-50 at =he bot=cm of the Dage.
for icems 51-40 on the Cp-Scan sheet, Slacken 1 Zor sach statement that is
CORRECT: blacken 2 Igr each statsment thar is INCORRECT.

aall Ye
hunged @ Cae md (leh leave semmmiicliew. tew
aspisyens wall 3¢ wilgidle 8 use (1CK laNVE 48 wem S L L3 sexTEed. la Teve
“all ray cax (save 48 e ta2a of «igaC JewE of ruguiAl jay lar wen day of
wyTEved iz lexve.

e Pectlad of rarvensi illasset
. Yo A 40ach la cBa lmmedists Lmtly, Vith & aatimem of {ive (3)
4879 (zantad pef securTEERR?
€. Sarthus Lilases of e Lmmsdisca Lmily veere tha wpleyes's sccewdanes

de  Smatcal sppet tar tam i or Ma/bar caild, (peuss, €

l. (mpisyees =ueC SOTLLY 13&LY WParTLIOr W liZar tham ena Asur ‘2T8 ey
sothal schouniod verk day LI Ay ‘NCmed ¢8 wee stck lsave.

A Jesarmiemt lasd may esciblish rrecseucss ‘ar cariier mecificacise of lasmme

08 wse 3Lk lasve vean TAVE ¢PEriAClens CRGRITR ichediliag mm aapieyes 35 smsecitmce
Isr e lzdividwal vee (5 (1.

[ mmm«muw.uumu.mw:-m
1ax lasva., N Y axisam e lLags

S1. An mplovee mav use sick leave ‘or a aedical appointmenc for his/her '
Jpouse. !

52. Stoployvees 3ust 30cify cheir supecvisors ac Leasc one dav priec 2o
taking sick leave.

$3. 2ar:-zize employess are eligible for sick leave at chs -aca of l/& day
Per veek wvorked.

S4, ZImployees can Se askad 20 furaish proof of illness Lf zhe legitimacy off
cheir sick leave {31 quescioned. :

35. The Departmenc Head has che auchorilfy 0 granc sick leave vith che
perxizaion of che Towm “anager.

|

i

6. Imployeas irs granced 1 atnimm of five (5) days sick leave for 1 deach
in the (smedface family.

57. Tha sick laave jolicy specifies ‘ive -essomns vhy in employee aay claim l
sick leave.

$3. Yew emplovess becoms eligibla for sick leave afcar chey have deem
~apioved far 3ix snacha.

Clme taken utf by rapluvers unine <tek leave (0 cimnt o <8 e wreked
fae tha Jurpase ot aanual Jind vick luave accusulacion.

0. Iaoloyees musz vork i ainisum 3¢ cwvency hours duriag <he msoacgh <o
qualicy for sick leave.
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APPENDIX B

COVER LETTER

DEMOGRAPHIC QUESTIONNAIRE
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April 22, 1994

Thank you very much ior agreeing o take part in my master's thesis research
regarding the reading proficiency of office warkers. The resuits of this survey will
be used in reviewing and strengthening programs for present and future students.

Your name was drawn in 3 random sampie of all office personne! employed at
Virginia Tech. In order that the resuits accurately represent all office personnel, it
is very important that each questionnaire be completed and returned. Responding
should take approximately forty-five minutes, but fuily comoleted responses wiil be
critical to the succass of this study. | urge you to compiete the questionnaire and
return it to me by campus mail by May 2, 1994,

You may be assured that your responses will remain completely canfidential. The
answer sheet has an identification number that will enable me 0 check your name
off the mailing list when the questionnaire is returned. When ail questionnaires are
raceived, the list of names will be discarded. Your name wiil never be placed on
the answer sheet.

You need only return the op-scan form and the demographic questionnaire.
However, | do have an additional request. | wouid like for you to share with me
three documents read by office workers in your department. If you could include a
photocopy of a page irom the following categaries of documents, it wouid be most
appreciated:

catalog and rate baoks; financial and statistical tables: form letters;
directions for the use of products; letters; memos; manuals; written
instructions; reports; pamphilets; order forms; accounts statements; or
reference materials.

These documents will be assessed to determine the reading level of materials used
by office personnel.

If you have questions abaut the study, please cail me at 231-3471 or (703) 639-
6535. Your cooperation is greatly appreciated.

Sincerely,

Mar Moore
Vocational and Technical Education (0254}
214 Lane Hall
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DEMOGRAPHIC QUESTIONNAIRE

JOB TITLE:

AGE: (Please check ane)

_18-25 3655
____ 26-35 ____ 55 and over

EDUCATION: {Please check ail that apply)

General Education Development (GED) certificate
___with business courses; ___ without business courses

High Schoal Digioma
___ with business courses; ____ without business courses

Associate Degree
___ with-business courses; —_ without business courses

Business School training

Baccaulearate Degree
___ with business courses; ___ without business courses

Master's Cegree
___ with business courses; ___ without business courses

Some college, no degree-
— with business courses; ___ without business courses

EMPLOYMENT:

Please check years of experience in an office-related administrative support
occupation.

20+ vyears

Eytl-time Emoloymen Part-time Emplovmen
. less.than one year — less than one year -
___ 1-5 years — 1-5 vyears
810 vyears ___  8-10 years
___ 11-20 vyears —_  11-20 vyears

20+ vyears
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APPENDIX C

TEST STATISTICS
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VITA

MARGARET MOORE
1014 Chesley Street
Radford, VA 24141

Phone: (703) 639-6535

EDUCATION M.S. Vocational & Technical Education December 1994
VPI & SU Magna Cum Laude
Blacksburg, VA 24061
Area of specialization—Busi Education with a cognate in Counseling
B.S. Business Education May 1993
VPI & SU Magna Cum Laude
Blacksburg, VA GPA 3.6125 overall; Major 3.75/4.00
A.A. Business Management December 1991
New River Communiry College Summa Cum Laude
Dublin, VA 24084 GPA 3.89
EXPERIENCE Adjunct [nstructor
New River Community Coilege 9/93—present
Research Assistant
Dr. B. June Schmidt VPI&SU 12/93—present
Aduit BCA Class Instructor
Radford High School Jan-Mar, 1994
Student Teacher & Substinute Teacher
Radford High School . Feb-May, 1993
5/93~present
c
CLUBS & Phi Beta Lambda
HONORS Deita Phi Epsilon
Phi Kappa Phi
Goldea Key Honor Society
NBEA & SBEA

President’s & Dean’s List (NRCC & VPI&SU)
Business Eduation Academic Achievement Award, 1993
Nominated for Student of the Year Award, 1993 VPI&SU

EMPLOYMENT Hercules, Inc., Radford, VA 3/89—4/91 TQM Instructor
Hercules, Inc., Radford, VA 5/87—4/91 Production
Christian Academy, Morgantown, WV 19801981 Teacher Aide
Counsolidated Foods Corp., Parkersburg, WV 19781980 Secretary

%Maaa?‘:‘ Q 4 %MM/
iﬁrgufe: A. Moore L
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