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Introduction 
 
 
 
Purpose of the Class 
New Life Foundation has established the Office Skills Training School to help 
Cambodian young people develop marketable job skills.  This means we want to 
help you to have the skills to work in an office environment.  The Office Skills Class 
is designed to explain clearly to you what it is like to work in the office of an 
international organization and to give you the skills and understanding to be an 
excellent employee.   
 
Marketable Job Skills = skills that are useful to you and will help you find and keep 
a job. 
 
An Office Environment = the activities that happen in an office during the work 
hours. 
 
An International Organization = an organization that has professional standards 
and procedures and relates to organizations and companies in other countries. 
 
Excellent Employee = not just an average employee, but above average. 
 
 
About the Language Level 
To study this class you must speak a certain level of English.  The foreign teachers 
who will assist in teaching this class will attempt to use simple English.  However, 
this is not an English Class.  We will not be explaining every word which you should 
already know.  If your language level is too low to understand the words used in this 
class you should not be studying at this level.  The teacher will not use his time to 
explain words you should already know. Please use a dictionary to look up words 
that you do not know. 
 
 
What Can You Expect to Experience in the Office? 
In an office environment of an international organization you can expect to 
experience: 
 
1. Hard work:  This means you must come to work on time, and while you are at 

work you are involved with the tasks associated with your job.  It means that 
you try hard to pay attention to what you’re supposed to do.  It means that you 
do not come to work to talk with your friends, read the newspaper or sleep.  It 
means that when you have free time you find something to do that is 
associated with your job.  This is hard work.  When you go home from work, 
you will probably be tired. 
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2. Schedules:  In an office with international standards, you will have a 
schedule.  This means that certain things must be done at certain times.      
It means that projects and tasks must be finished on certain days and things 
start and stop at certain times.  This means you must think about what your 
supervisor wants you to do and make efficient use of your time to get your 
work done according to the company schedule. 

 
 Efficient = to be well-organized and to not waste time or resources. 
 
3. Organizational Structure:  In an office with international standards there is 

an organizational structure.  One person has authority over another person.  
The purpose of authority in an organization is to help fulfill the mission or 
accomplish the goals of the organization, business or company.  This means 
that somebody is your boss.  You must understand the structure of authority:  
Who is your boss?  Who is your subordinate?  Who are your colleagues?  
Who is the department supervisor?  Who is the finance manager?  Who are 
the clerks?  You relate to people differently according to their position in the 
organization.    If you have a problem, you usually go to your immediate 
supervisor. 

 
4. Duties:  In an international organization, you will have a job description which 

explains your duties while at work.  Your job description will tell you when you 
start and finish work, what your salary is, who your supervisors are and 
generally or exactly what your duties and responsibilities are at work.  You are 
expected to work according to your job description.  From time to time, it is 
useful to read your job description again to remind yourself of exactly what 
you should be doing. 

 
5. Performance Appraisal Review:  From time to time your supervisor will 

review and appraise (examine) your work to determine the quality of your 
work.  Sometimes you may either lose your job or receive a salary reduction/ 
raise according to your performance review.  (Demotion or Promotion) 

 
6. Relational Challenges:  In an office you must work with other people – your 

supervisor, subordinates, colleagues, employees from other companies with 
whom your company relates.  An important part of the work environment is 
the relational atmosphere.  You must get along with others.  Therefore, you 
must learn how to be polite and considerate of others.  You must learn how to 
respect the rights of others.  You must learn how to work with difficult people.  
All of this is part of the skills necessary to enjoy your job and be successful at 
it. 

 
 Work includes not only technical skills, like learning to use a computer, 

answering a telephone and filing files, but also relational skills, such as how to 
get along with supervisors and fellow-employees, and also good character 
qualities such as honesty, punctuality and diligence. 
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How to Get the Most From This Class 
 
How can you successfully complete this class so that you have the skills necessary 
to work in an office? 
 
1. Pay attention:  During the class time listen to the teacher, participate in the 

activities and take notes on the important points. 
 
2. If you don’t understand something, ask a question:  If you have a question 

raise your hand up and the teacher will call on you.  The goal of the class is to 
help the student understand. 

 
3. Review:  Most of the lessons we teach will be in this book. Review the lesson 

before and after the class, and memorize and practice the main points. 
 
4. Talk to people who work in an office:  Meet with people who already have 

jobs in an office and ask them to tell you what it is like to work there.  Ask 
them about some of the things that we teach in class.  Ask them to explain 
office procedures and the office environment to you. 

 
5. Do not be absent:  From time to time in the class you will have a test on the 

lessons.  If you are absent you will most likely fail the test and not graduate 
from the class.  There will also be a final exam at the end of the term. 

 
6. Practice for a job:  Try to always be on time for class. If you need time off 

from class because you are busy, ask your teacher. You will be allowed to not 
attend class for 2 days for sickness.  

 
Subjects We Will Study in This Class 
 
1. Work Principles 
 
2. Character 
 
3. Office Work Principles 
 

 How to use the telephone 
 Scheduling Appointments 
 What to do when your boss 

gives you instructions 
 Office supplies and equipment 
 Filing documents 
 Managing your time 
 Organizing an event 
 Business correspondence 
 Preparing a resume and cover 

letter 
 Interviews 
 Work Ethics 

 Good manners for good 
relationships with people 

 Excellence in the workplace 
 Character in the workplace 
 Attentiveness 
 Alertness 
 Proper dress and hygiene at the 

work place 
 How a business or organization 

is structured 
 Vocabulary 
 Health and safety manners 
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Understanding What Work Is 
 
 
 
 
 
Why do we work?  What are your reasons for going to work?  Probably, you want a 
salary. That’s a good reason.  But will you work at a place where you receive a small 
salary?  Will you work at a place where the working conditions are dangerous?  Will 
you work at a place where people do not like you?  Will you work at a place where 
you do not enjoy what you do?  I know many people who had a good job, but they 
quit their job because they did not like it.  They received a good salary and they liked 
their colleagues, but there was something inside of them that was not satisfied. 
 
Every person must work to support himself.  The farmer must work in the field to 
plant and harvest the rice or he will starve.  The people in the city must find a job to 
support themselves to buy what they need.  This is good.  It is the nature of mankind 
to work. In fact, this is God’s plan – for people to work.  This is God’s method for 
mankind to survive. 
 
These words come from the first book in the Bible: (Genesis 31) 
 
And the LORD God planted a garden toward the east, in Eden; and there He placed 
the man whom He had formed.  And out of the ground the LORD God caused to 
grow every tree that is pleasing to the sight and good for food; the tree of life also in 
the midst of the garden, and the tree of the knowledge of good and evil.  Then the 
LORD God took the man and put him into the garden of Eden to cultivate it and keep 
it.  And the LORD God commanded the man, saying, "From any tree of the garden 
you may eat freely; but from the tree of the knowledge of good and evil you shall not 
eat, for in the day that you eat from it you shall surely die. "  
 
God’s plan for man is to work.  The first man God created worked to support himself 
and his family.  These are some reasons God created the idea of work: 
 
1. We Must Work to Support Ourselves:  God could have made the universe 

so that everything grew automatically and all we had to do was pick the food 
and eat it.  But even in a perfect world with no sin, God still had a plan for 
mankind to work to support themselves. 

 
2. When We Work, God Uses the Situations Involved in Work to Help Us 

Grow as a Person:   You know that when we are born we aren’t born perfect.  
We must grow.  Our body grows, but our soul and spirit grow, too.  We call 
this coming to maturity.  God uses the situations at home and at work to help 
us become mature people.  We learn how to get along with one another at 
work.   
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We learn how to control our emotions – anger, fear, bitterness, 
disappointment, worry.  If we always act according to our emotions, we are 
like children.  God intends for us to mature in our emotions and relationships 
with others through the situations which occur at work. 

 
3. Work is Also a Method God Uses For Us to Help Other People:  God 

created people to help other people.  People who have help those who do not 
have.  We may consider ourselves poor, but there if we have a job, there are 
usually people who are poorer than we are.  God created the idea of work so 
that we can receive what we need and then help other people who lack.  
When we receive our salary or our harvest we should look for someone whom 
we can help, who is poorer than we are.   

 
 But there’s a problem:  People are selfish.   We have and we want more.  

When we start to receive a salary, we start to buy things.  We buy clothes.  
We buy things for our house.  We buy more than we need.  This is human 
nature.  We receive more, and we spend more.  Then we say, “I don’t have 
enough to give to others.”  The reason we do not have enough to give to 
others is because we have increased our standard of living and we have 
increased our desires with things we do not really need. 

 
 This is what God says about that: 
 

But godliness actually is a means of great gain, when accompanied by 
contentment.  For we have brought nothing into the world, so we cannot take 
anything out of it either.  And if we have food and covering, with these we 
shall be content.  But those who want to get rich fall into temptation and a 
snare and many foolish and harmful desires which plunge men into ruin and 
destruction. For the love of money is a root of all sorts of evil, and some by 
longing for it have wandered away from the faith, and pierced themselves with 
many a pain.  
 
After our job has met our needs we should be satisfied and not keep wanting 
more and more.  This is very difficult for all of us, but it is the answer to a truly 
successful life. 

 
Let him who steals steal no longer; but rather let him labour, performing with 
his own hands what is good, in order that he may have something to share 
with him who has need. 

 
 This is advice from God to employees and employers: 
 

Servants, obey your earthly masters in everything; and do it, not only when 
their eye is on you and to win their favor, but with sincerity of heart and 
reverence for the Lord. Whatever you do, work at it with all your heart, as 
working for the Lord, not for men, since you know that you will receive an 
inheritance from the Lord as a reward. It is the Lord Christ you are serving.  
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1. God wants employees to obey their employer in everything they do. 
 

A. Don’t follow your own ideas while you are at work.   
B. Fulfill the program of your employer. 

 
2. Do not do right only when they watch you. 
 

A. Do not be lazy. 
B. Even when they do not watch you work hard. 
C. If you do not have something to do, find something to do. 
D. Come to work on time.  Do not come late. 
E. If you cannot come to work because of some reason, send someone to 

tell your employer. 
F. If you need time off work, ask your employer. 

 
3. When you obey your employer with all of your heart, you give honor to 

God. 
 
4. When you work, work as if you work for God. 
 

A. You want to honor God with all your heart.  You should honor your 
employer with all your heart, too. 

B. If Jesus were your employer, what would you do? 
 

1. You would work with all your heart. 
2. You would not be lazy. 
3. You would be honest. 
4. You would do exactly what He wants you to do. 
5. You would be faithful. 

 
5. You receive your salary from your employer, but God watches all your 

actions.  You will receive your eternal inheritance from God. 
 

When we work, we honor our employer in the same way that we  
honor God. 
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Excellence in the Work Place 
 
 
 

1. What Does it Mean to Be Excellent? 
 
1.1 Excellence is the opposite of mediocrity. 
 
1.2 To be excellent means to be above the normal. It means to rise up above 

others in quality. 
 
1.3 To be excellent means to rise up and become majestic.  It means to soar like 

an eagle and to be more than enough. 
 
1.4 To be excellent means to do something different than normal; to be better in 

quality and character. 
 
1.5 The Webster’s dictionary describes excellence as to be extremely good and of 

the highest quality. 
 
 
2. Do You Want an Excellent Product or a Mediocre Product? 
 
2.1 If someone were to give you a gift of a radio—one made in Japan and the 

other in Vietnam—which would you want?  Most of us would choose the radio 
from Japan?  Why?  Because we know that Japan has a good reputation of 
producing good quality products.  Have you ever wondered, why does Japan 
produce good quality products?  Perhaps there are many reasons, but one 
thing we know:   Companies which have success are companies which 
have created an attitude of excellence among their employees.   

 
2.2 Many people in Cambodia like to buy Toyota cars and trucks.  They like the 

Camry, Land Cruiser and Pravada.  This is the policy at the Toyota Company:  
The only quality which we will accept is 100% - the best.  No Toyota will ever 
leave our factory unless it passes all the tests perfectly. 

 
2.3 The executives and directors of the Toyota Automobile Company have one 

goal:  Excellence; to be the best.  The managers of the various departments, 
normal workers, secretaries, accountants, security guards and cleaners of 
successful companies all have one goal:  Excellence; to be the best.  Every 
employee of successful companies all have the same attitude:  We will be the 
best! 
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3. Why Do We Want to Become Excellent? 
 
3.1 Some people want to become excellent because they want to lift themselves 

above others and receive honor and glory.  Others want to become excellent 
or do excellent things because they want to receive a prize in this life.  Many 
salesmen in companies want to sell more because they will receive a free gift 
from their employer or recognition from others.  These are not the best 
reasons to become excellent in everything we do or in our character.   

 
3.2 One reason to create an attitude of excellence is because that which is 

excellent will last and that which is mediocre will not last or disappear.  
Usually, an excellent person or an excellent company will last longer than one 
who is mediocre. 

 
3.3 Another reason to be excellent is that human beings have been created to do 

better than normal.  Human beings have much ability which we do not use.  
We honor the human race when we are excellent. 

 
3.4 Finally, excellence honors the God who created us.  When we do something 

excellent or live with a standard of excellence we honor the God who created 
us.   

 
 
4. How Do We Become Excellent? 
 
4.1 To become excellent in our character and in our actions, we must: 
 

4.1.1 Choose to believe we can be excellent.  We must fight against our 
culture, friends, or anything which is against us and believe that we can 
be excellent. 

 
4.1.2 We must know the goals of our company.  The vision and goals of 

our company must be our vision and goals. 
 
4.1.3 We must know our job.  What is necessary for you to become 

excellent in your job?  What kind of character and actions are 
necessary for you to become excellent in your job?  Try to know 
everything about your job.  Read books, listen to tapes, ask other 
people who have a job similar to you. 

 
4.1.4 Choose to become excellent in everything you do.  In your personal  

life, at home, in recreation and in everything you do try to become 
excellent. 

 
4.1.5 Constantly evaluate yourself—your attitude, your actions and 

your failures.  What must you do to improve? 
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4.1.6 Don’t be discouraged because of failures.  Everybody who is trying 

to do something will occasionally fail.  Don’t be discouraged when you 
fail.  Evaluate why you have failed, try to correct your mistakes and try 
again. 

 
4.1.7 Ask other people who have success to evaluate you and help you.  

Find other people who want to be excellent and who already are 
successful and ask them to evaluate your character and your actions.  
Ask them to tell you how you can improve. 

 
4.1.8 Set a high standard for your character, your work, your 

relationships with others and your organization.   Don’t be satisfied 
with mediocrity.  Set your standard high, focus on that standard every 
day and set goals to help you achieve  
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Character in the Work Place 
 
 
 

1. What is Character? 
 
1.1 When we speak of character we are speaking of the characteristics which 

identify you as a person. 
 

1.1.1 What kind of person are you?  What kind of person are you when no 
one is watching you?  What words describe you?  Honest?  Truthful?  
Generous?  Faithful? 

 
1.1.2 Your character, whether it is bad or good, will influence your future. 

 
2. Understanding About Character 
 
2.1 Success is the result of good character.  Your character will determine what 

you do, how you do it and if you will have lasting success in what you do.   
 

2.1.1 Your decisions are a result of your character.  What you do is a result 
of your decisions.  Therefore, your character determines your decisions 
and your accomplishments. 

  
Watch your thoughts, they become your words. 

 Watch your words, they become your actions. 
 Watch you actions, they become your habits. 
 Watch your habits, they become your character. 
 Watch your character, it becomes your destiny.  
 
2.2 Character is like planting seeds.  The kind of seed you plant determines the 

kind of crop you harvest.  If you plant seeds of bad character, eventually you 
will harvest the result of your bad character.  However, if you plant seeds of 
good character, eventually you will harvest the results of your good character. 

 
2.3 All actions are the result of a person’s character, either bad or good. 
 
2.4 History shows us the influence of a person’s character has on a country or 

business.  A leader with bad character makes selfish and foolish decisions 
and the country or business has problems.  However, a person with good 
character will make good decisions and his good decisions will influence his 
country or business. 

 
3. The Results of Good Character 
 
3.1 Good character helps us to accomplish more. 
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3.1.1 As we develop character qualities such as punctuality, initiative, 
orderliness and thoroughness we produce more because we are more 
efficient and more effective. 

 
 
 

3.2 Good character builds good relationships between people. i.e. Trust 
 
 3.2.1 When we show good character we work together as a team with our 

family members and colleagues.  But when we show bad character, such as 
anger, disrespect, disloyalty, dishonesty and lack of initiative, we create 
problems in our relationships with other people. 

 
3.3 Good character gives us good health. 
 

3.3.1 Your character determines your actions and attitudes.  Usually, a 
person with good character has a good attitude.  A good attitude helps 
us to relax and not worry or be angry or bitter.  Bad attitudes such as 
hate, anger, jealousy, worry and fear cause tension in our body and 
can cause us to be sick. 

 
4. How Do I Build Good Character? 
 
4.1 You build good character by identifying specific qualities which make you a 

person with good character, and putting those qualities into practice in your 
daily life. 

 
GOOD CHARACTER QUALITIES 

 
 

Orderliness:  Arranging myself and my surroundings to achieve the greatest 
efficiency.  
Initiative:  Recognizing and doing what needs to be done before I am asked 
to do it. 
Alertness:  Being aware of what is taking place around me so I can have the 
right responses.  
Attentiveness:  Showing the worth of a person or task by giving my 
undivided attention. 

 Enthusiasm:  Expressing joy in each task as I give it my best effort. 
Flexibility:  Not becoming attached to ideas or plans which may be changed 
by others. 
Discretion:  The ability to avoid words, actions, and attitudes which could 
result in undesirable consequences. 

 Creativity:  Approaching a need, task, or an idea from a new perspective. 
Patience:  Taking the time that is necessary to properly resolve a difficult 
situtation. 
Diligence:  Investing all my energies to complete the tasks that are assigned 
to me. 
Dependability: Fulfilling what I consented to do, even if it means 
unexpected sacrifice. 
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Thoroughness:  Knowing what factors will diminish the effectiveness of my 
work or words if neglected. 
Truthfulness:  Earning future trust by accurately reporting past facts. 
Resourcefulness:  Finding practical uses for that which others would 
overlook or discard. 
Thriftiness:  Not letting myself or others spend that which is not necessary. 

 Punctuality:  Being ready to begin each task at the appointed time. 
 
 
Forgiveness:  Clearing the record of those who have wronged me and 
bearing no grudge against them. 
Gratefulness:  Letting others know by my words and actions how they have 
benefited my life. 
Obedience:  Cheerfully carrying out the directions and the desires of my 
boss. 

 
4.2 You build good character by focusing on one character quality at a time in 

order to understand the importance and results of that character. 
 
4.3 You build good character by considering how you can apply each character 

quality to your life, your family and your work. 
 
4.4      You build good character by recognizing good character qualities in your 

colleagues and praising them for those character qualities and learning 
from them. 

 
Skill may get you the job, but character will cause you to keep the job. 
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Attentiveness at the Work Place 
 
 
 
Attentiveness is the opposite of Unconcern 
 
Attentiveness is when we show that someone, something or some idea has value by 
giving our undivided attention.  When we pay attention, we discipline ourselves to 
use all of our senses to receive information from someone by improving our 
observation skills.  We discipline ourselves to be attentive. 
 
Hearing is not the same as listening.  You can hear someone speak, but not 
understand their words.  Just because you listen to someone tell you what to do 
does not mean you understand what they are telling you.    
 
The director of an organization ordered several hundred new cars for his 
organization all over the United States.  He told the car distributor exactly what he 
wanted, the color and the design on the cars.  He received the correct cars, the 
correct number of cars with the correct color, but the colors were in the wrong order.  
Because someone did not pay attention, all of the cars had to be returned and the 
distributor had to pay to have them repainted. 
 
An attentive person will listen with the goal of picturing in his mind exactly what the 
speaker is thinking.  He will also ask questions to complete the information he needs 
to know exactly what is in the speaker’s mind. 
 
Attentiveness Saves a Nation 
 
There once was a little boy, who by attentiveness saved his nation from destruction.  
At first he was attentive only with his ears.  He was all alone in the countryside when 
he heard water trickling.  Perhaps the sound of water trickling in the countryside 
should not be unusual; however, this boy focused his attention on the sound of the 
water until he found the source.  It was a hole in the side of a dike.  Dikes are large 
walls made from earth which surround much of the country of Holland to protect the 
land from the waters of the ocean.  Because the boy had been attentive to the 
conversation of adults he knew that the dikes protected his country so the ocean 
would not flood.  Because the boy had been attentive to nature, he also knew that a 
small flow of water in a dike can quickly become a big hole and more water could 
flow through.  He was attentive with his ears and with his eyes.  He knew he must 
stop the water immediately, so he put one of his fingers into the hole in the dike to 
stop the flow of water.  He stood there all day and all night until the next morning 
when someone found him.  Others called for help, the hole was filled in, and Holland 
was secure again.  The young boy was attentive to a small problem and saved his 
country from a much bigger one. 
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Understanding Attentiveness 

 
 
• We must choose to pay      

attention. 
• We can only pay attention to one 

thing at a time.  (We are aware of 
what is happening around us, but 
we can only pay attention to one 
thing at a time.) 

• We give attention to what is most 
important to us at one time. 

• We show someone they are 
important to us by giving them 
our attention. 

• We should train ourselves to pay 
attention at home and at work 
and at school. 

• We pay attention because we 
consider the person speaking as 
having value or the information 
they are giving us as valuable. 

 

 
 
How to Be Attentive  
 
We can learn to be attentive.  We can 
change our attitude and habits so as to 
become an attentive person. 
 
1. Stop, Look and Listen:  In the 

military, when an officer enters the 
room, everyone stops everything they 
are doing to pay attention to the 
officer.  Soldiers know that 
attentiveness is necessary for 
success.  When someone is talking to 
you, stop what you are doing, look at 
the person and give them your 
undivided attention.   

 
2. Ask Questions:  Often we think we 

understand someone, but after they 
give us instructions and leave, we 
realize we do not have enough 
information to accomplish the task.  To 
pay attention, we must listen and 
evaluate what is being said so we will 
be able to ask proper questions and 
gain enough information to fulfill the 
task. 

 
3. Be a Learner:  If we think know more than the person speaking, we will not pay 

attention and perhaps miss valuable information which can help us.  Listen for 
new information from everybody. 

 
4. Do not Be Distracted:  In order to be attentive we must not be distracted.  

Sometimes other people near you, music, noise, or meeting in a busy place can 
distract you so you are not fully attentive to the speaker.  Sometimes our mind is 
full of thoughts which distract us because we are thinking about something else 
instead of paying attention.  Turn the music off, move to a different location, or 
put other thoughts out of your mind so you can pay full attention. 

 
5. Take Notes.  When we write down the main ideas or details of a conversation or 

instructions, it helps us remember.  However, if we write down too much while the 
person is speaking, we are not paying attention to them.  We must choose to 
write down the appropriate amount of information and the information which is 
important for us. 
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Alertness at the Work Place 
 
 
 
 
Alertness is the Opposite of Carelessness 
 
Alertness is being aware of what is taking place around us so we  can respond the 
right way.  The person who is alert is like a soldier in a tower who protects his city or 
village.  He is careful to be alert to everything that is happening around him to protect 
himself and his people from danger. 
 
 
The person who is attentive is the person who focuses on one responsibility or one 
thing that is happening.  The person who is alert also notices other things happening 
around him that might cause a problem or be an opportunity.  This would be true at 
the place where we work and also in our home life.  For example, you are working at 
your office and you notice a strange quiet sound.  The person who is not alert will not 
pay attention to that sound or go to see what it is.  However, the alert person will 
notice that this sound is not a normal sound in the office.  He will go and look and 
perhaps discover water leaking from a pipe, or an electric wire starting to burn.  The 
alert person will save the office and company from something dangerous because he 
observed what was going on.  Another example is in our daily life.  If we are alert to 
opportunities, we may be able to advance in our business or job.  Perhaps a worker 
is having lunch at a local shop.  He is reading the newspaper but he is also alert to 
the conversation of two men near him.  He hears them mention a new business in 
the city that is looking for a partner.  He knows that his company can work together 
with this new business, so he goes to tell his boss, who contacts the new company 
and they make a contract to work together.  The alert employee has helped his 
company grow and prosper. 
 
Alertness Guides Our Attention 
 
As our responsibilities at work increase we must know about and remember more 
information.  As our responsibilities at work increase the character quality of 
attentiveness becomes very important.   We must pay attention to one person or job 
and not be distracted.  At the same time, the character quality of alertness also 
becomes more important, because although a manager or leader can only pay 
attention to one thing at a time, he must know about many different things that are 
happening in his department or under his authority.   
 
As we grow in our ability to be alert, we are able to focus on one job while we notice 
many other things that are happening.  If we notice something happening in one 
area, we shift our attention to solve that problem or take advantage of that 
opportunity.   
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Understanding Alertness 

 
• To become alert, we must first 

understand the usefulness of this 
character quality.  Alertness helps 
protect yourself and others from 
danger and to enter into new 
opportunities. 

• It is important to pay attention to the 
job you are doing, but you must also 
be alert to what is happening  with 
the other workers, in the area near 
your work place and in the area 
near your house. 

• If you notice something, then what 
do you do?  You act.  You go tell 
something or do something to solve 
the problem or enter the 
opportunity. 

• You can train yourself to be alert.  If 
you are alert and respond to a 
problem or opportunity today, this 
will help you be alert to other 
problems or opportunities tomorrow. 

 
 

An airplane pilot has many dials and knobs in front of him.  He can only pay attention 
to one thing, but he must be alert to everything that is happening around him in the 
airplane and outside the airplane. 
 
 
 
A Young Girl Saves Lives Because 
She is Alert 
 
Kate Shelley was only fifteen years old.  
She lived in a small village in the 
United States.  Her house was near a 
railroad track and a stream.  One night 
in 1881 when there was a strong storm 
she heard the sound of a train passing 
by outside.  Suddenly, she heard a 
loud noise.  She knew exactly what 
happened.  The train bridge over the 
stream broke and the train fell into the 
stream.  She quickly ran outside in the 
rain and saw two men in the stream.  
They could not get out.  Even though it 
was dark, the rain was falling hard and 
the wind was blowing hard, Kate knew 
what she must do.  Soon, another train 
would come and if she did not tell the 
men at the train station, it would fall 
into the stream, too.  The train station 
was far away and it was a difficult 
journey for a young girl.  However, she 
arrived—wet and tired—and informed 
the men at the station of the problem.  
They all left immediately and saved the 
two men in the stream and warned the 
other train to stop before it arrived.   
This young girl saved many people because she was alert.  She noticed something 
that wasn’t normal, she went to investigate and she informed someone who could 
solve the problem.   
 
When you know about a situation at work—a problem with a machine, the building, 
or a relationship between people, or anything else that will affect others—you must 
communicate.   
 
We should be alert to how our own actions affect others.  If we play music loud, will 
that disturb someone who is trying to concentrate?   
 
We should also be alert to the problems of others.  If we notice someone doesn’t 
seem to be happy, or we think perhaps they have a problem, we can try to 
encourage them.  However if we tell someone about the problem of another person, 
we must be sure it is someone who will help and not gossip about the person. 
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Answering the Telephone 
 
 
 
 
The person who answers the telephone at a company or organization is the first 
person to represent that company.  The caller will get their first impression of the 
company or organization from the person who answers the telephone. The secretary 
or receptionist is the face of the company.  
 
First impression = the feeling or attitude a person has after they meet someone for 
the first time. 
 
As a person who works in an office we want the caller to have a good first 
impression of our organization or company.  What are some other ways people get 
first impressions? 
 

 By the appearance of the property around the building when they first arrive. 
 By the appearance of the building when they first see it. 
 By how easy it is for them to find the office. 
 By the people who welcome them at the building site. 
 By the people who welcome them in the office. 
 By the appearance of the people who work in the office. 

 
First impressions are very important.  Potential customers or clients may make a 
decision whether to do business with us or not according to their first impressions.  
Therefore, answering the telephone properly is very important. 
 
Vocabulary 
 
1.  Country code = a set of digits which shows in which country the telephone is 

 located. (For example, 855 is the country code for Cambodia; 001 is the 
 country code for the United States.) 

Vuthy, do you know the country/area code for Singapore? 
 
2.  Area code = a three digit number which shows the section of the country in 

 which the telephone is located.  (For example, the area code for Phnom Penh 
 is 023) 

The area code with this number shows me the caller is from the Eastern part 
of the United States. 

 
3.  Busy signal = a series of short, buzzing sounds meaning the telephone is 

 being used. 
 I always get a busy signal when I dial their number. 
 I’ve tried calling Angkor Bookstore three times but their telephone is always 

busy. 
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4.  To connect = to join together as two people in a telephone conversation. 

I asked the receptionist to connect me to the marketing department. 
Can you connect me to Mr. Jones, please? 
This telephone doesn’t have a clear connection, I can’t hear you very well. 

 
5.  Direct Call = a call placed without the help of an operator. 
 The secretary was told to place a direct call to Los Angeles, California. 
 You can’t make a direct call from Phnom Penh to Hong Kong. 
 
6.  Operator = a person who works for the telephone company who handles the 

 transmission of telephone calls. 
 Before you call outside the country you have to dial the operator first. 
 If you make a person-to-person call you have to dial the operator first. 
 
7.  Person-to-person = a long-distance call placed by an operator to a specific 

 person. 
 Please place a person-to-person call to Mr. Lee in Singapore. 
  
8.  Station-to-station = a long-distance call placed to a phone number rather 

 than a specific person. 
 Mr. Vibol placed a station-to-station call to the Omega Company in Paris.  He 
 was willing to speak with anyone there. 
 
9.  Extension = a telephone, usually in a different office than the receptionist, 

 that is connected to the main telephone line. 
 If you pick up the other extension you can listen to our conversation. 
 My telephone number is 023-880-367, extension 404. 
 
10.  To hold the line = to wait on the telephone while someone answers. 
 The secretary asked the caller to hold the line until Mr. Serey was ready to 

speak. 
 Could you please hold the line a moment while I inform Mr. Serey that you 

would like to speak with him? 
 
11.  Line = a system of wires connecting telephone and the main station. 
 The lines to London were all busy when I tried to place the call. 
 Mr. Simpson from Logos International is on the line and would like to speak to 

you. 
 
12.  Long-distance = referring to telephone communication from one place to a 

 far away (distant) place.  The cost to make a long-distance telephone call is 
 usually more expensive than when you make a local call. 

 A call from Phnom Penh to Bangkok is a long-distance call. 
 How much does it cost per minute to make a long-distance call to New York? 
 
13.  Party = a person talking on a telephone. 
 Is the party on the line yet? 
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 I’m sorry, but the party was disconnected. 
 
 
Exercises 
Complete each sentence by filling in the most appropriate vocabulary word. 
 
A. The number that indicates where a phone is located is the _____________. 
B. A call placed without an operator is a _______________ call. 
C. While waiting for the telephone to be connected, Mrs. Sotheary had to 

__________ the ____________. 
D. There is one main number for our office, but there are many _____________. 
E. A buzzing sound indicates that the line is _____________. 
F. I would like to speak to Mr. Anderson.  Please _____________ me to his 

office. 
G. The long-distance call was for anyone in the office.  It was a ___________-to- 
 ______________ call. 
H. The operator said that the _____________ was on the line and ready to talk. 
 
 
 
How to Answer the Telephone 
 
1. Have a pen and paper or “While You Were 

Out” form on your desk at all times. 
2. Answer the phone within three rings. 
3. Answer the phone with a smile.  (It makes your 

voice sound more friendly.) 
4. Welcome the caller, identify your organization 

and who you are and offer assistance: 
 

“Good morning, New Life  
Foundation, this is Lynda speaking,  
how may I help you?” 

 
5. Speak kindly and clearly to the caller and try 

your best to help him. 
6. If the person they want to reach is not in the 
 office: 

• Take a message on the Message Pad 
(“While You Were Out” Pad) 

• Give the caller the person’s hand phone 
number, if you have permission to. 

 
 
It is not necessary for you to give out private 
information, such as hand and home phone 
numbers, over the telephone.   
 
It is not necessary to answer any questions until the caller has stated their 
name and purpose of his call. 

ITEMS TO HAVE IN OR 
ON YOUR DESK: 

 
1. Paper and pen. 
2. Message pad. 
3. Telephone numbers 

and extensions of 
personnel. 

4. Documents which 
give answers to 
common questions 
people ask. 

 

DO NOT: 
 

 Allow the phone to 
ring for a long time 
before you answer 
it. 

 Forget to greet the 
caller. 

 Put the caller on 
hold for a long time. 

 Eat, chew gum or 
drink while talking 
on the telephone. 

 Take the wrong 
message. 
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Conversations 
 
#1 
One person role play one party, then change. 
Receptionist: Good morning, Iomega Company, this is Sithan speaking, how 

may I help you? 
Caller: Good morning.  This is Thida from New Life Foundation.  May I 

speak with Mr. Kheang Sokha, please? 
Receptionist: May I ask what this is about so I can inform Mr. Sokha? 
Caller: Yes.  I would like to meet with Sokha about the position he has 

open for an office worker. 
Receptionist: Please hold the line, I’ll transfer your call to Mr. Sokha’s office. 
 
Sokha: Hello, this is Kheang Sokha, what can I do for you? 
Caller: Hello, Sokha, this is Thida from New Life Foundation.  I’m calling 

about the ad you placed in the Cambodia Daily for an office 
worker.  I may have someone for you. 

Sokha: I need someone full-time, Monday through Saturday.  They need 
to be able to fulfill basic secretarial responsibilities as well as 
know how to use MS Word, MS Excel and be familiar with e-
mail. 

Caller: I have someone who fits that job description.  Can I send him 
over with a letter of recommendation from me? 

Sokha: That would be great.  I’ll look forward to receiving him. 
Caller: Thanks a lot, Sokha.  Goodbye. 
Sokha: Goodbye. 
 
 
#2 
Receptionist: Good morning, Iomega Company, this is Sithan speaking, how 

may I help you? 
Caller: Good morning.  This is Thida from New Life Foundation.  May I 

speak with Mr. Kheang Sokha, please? 
Receptionist: I’m sorry, but Mr. Sokha is not in the office right now.  May I take 

a message? 
Caller: Yes, please do. 
Receptionist: What’s your name please? 
Caller: My name’s Ung Thida. 
Receptionist: Whom are you with? 
Caller: I’m with New Life Foundation. 
Receptionist: What is your message? 
Caller: Please tell Sokha to call me back when he has free time.  
Receptionist: May I ask you what this is about? 
Caller: Yes, tell Mr. Sokha that it’s in regards to his ad in the Cambodia 

Daily for an office worker. 
Receptionist: I’ll inform Mr. Sokha when he comes in. 
Caller: Thank you very much. 
Receptionist: You’re welcome.  Goodbye. 
Caller: Goodbye. 
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When taking a message, remember to: 
 
1. Write down who the message is for. 
2. Write down who the message is from. 
3. Write down the date and time of the call. 
4. Tick the appropriate box for the message and the requested response. 
5. Write your name as the person taking the message. 
6. Put the message in a place where your boss will find it when he/she returns. 
 
Exercise 
Tick all correct answers. 
 
1. When you are taking a message for someone, what should you write on the 

message pad? 
 Who the message is for. 
 What is the name of the caller. 
 What his favorite food is. 
 What is the name of the company. 
 What is the message about. 
 What is their telephone number. 
 What time did they call. 

 
 
  

While You Were Out… 
 
(1).To: (Name of person caller wanted to talk) (5).Date:  ___________________ 
 
       (6).Time:  ___________________ 
 
(2).From: (Name of the caller)    (7).Tel:    (Caller’s telephone) 
(3).Company:   

 Telephoned  
 Wants to see you 
 Returned your call 
 Was here to see you 
 Please call 
 Will call again 
 URGENT 

 
(8).Message:  
_____________________________________________________________ 
 
 
 

(9).Taken by:  (Name of the person taking the message) 
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2. How do you give the message to your boss? 

 You can post it on his door. 
 You can hand it to him. 
 You can put it in his box. 
 You can put it on his desk. 
 You can make a paper airplane of it and fly it to him when he walks in 

the door. 
 
3. What do you always do when you answer the telephone? 

 Answer it within three rings. 
 Greet the caller. 
 Smile. 
 Tell the caller you’re too busy to talk to him. 
 Identify your organization or company. 
 Offer assistance. 
 Identify yourself. 

 
4. What should you have on or in your desk to be prepared? 

 A pen and paper. 
 A message pad. 
 A list of telephone numbers and extensions. 
 Information to answer questions people commonly ask. 
 A loud radio with your favorite music playing. 

 
Procedure for outgoing calls 
 

1. Confirm you called correctly 
2. Tell them why you are calling or what it is regarding 
3. Ask to speak with a person or department (repeat 1 – 3) 
4. Identify yourself and company 
5. Ask information 
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Receptionist 
 
NEW LIFE CENTER 
 
 
 
 
Supervision: Assistant Director:  Damon Vicars 

Office Manager:  Teng Sareoun, 012-835-078 
   NGO Director:  Chuck McCaul, 012-833-468 
   Office:  368-060 
 
You are hired by New Life Foundation to do these things: 
 
1. Answer the telephone, make phone calls and do small things for Pastor 

Chuck and the staff. 
2. Watch the students in the Resource Room and keep it neat and tidy. 
3. Answer questions for the students and people who come to meet a staff 

person. 
 
You are expected: 
 
1. To represent New Life Foundation by your 

appearance and actions.  Therefore each 
time you come to work you must wear 
your name badge and be kind and 
courteous to students and guests.  You 
are expected to be clean, neat and tidy.  
Smile.  Greet people when they enter the 
door, don’t wait for them to speak first. 

2. Come to work on time.  If for some reason 
you will be late, you must contact your 
supervisor first. 

3. During the hours you work you may chat 
with the students in the Resource Room or 
read a book or newspaper if you don’t 
have anything to do, but you must stay in 
the office area unless you are running an 
errand or organizing books. 

4. Stay at your desk in the Resource Room. 
5. Communicate with the guards by ICOM if 

there is a problem or they need 
something. 

6. Keep the area in the office neat and tidy.  Pick up trash, straighten the 
cushions on the chairs, put furniture in the right position. 

7. Keep books and videos neat and tidy throughout the day. 
8. Pick up any rubbish and don’t allow old photocopies to lay around the office or 

near the photocopier.  Keep the area around the photocopier neat and tidy. 
9. If any information is posted on the wall, door or a bulletin board or any other 

place and it is outdated, please take it down and throw it away. 

THE PURPOSE OF THE 
SECRETARY AND 

RECEPTIONIST IS TO 
TAKE RESPONSIBILITIES 

OFF OTHER OFFICE 
STAFF. 

 
 What can I do to make 

my boss’ job easier? 
 If you don’t know what 

to do with something, 
ask. 

 Ask your boss when 
he wants this done 
and what he wants 
you to do with it when 
you are finished. 
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10. Learn to place original documents that you photocopy back into the file 
cabinet. 

11. Learn how to put telephone callers on hold and how to transfer calls. 
12. Any documents you copy to distribute Sunday morning should be placed in 

the foyer downstairs in the basket for Important Information. 
13. Make sure you always have copies of church invitations, directions to the 

McCaul’s house and registration sheets in your desk. 
14. Do not allow students to go past your desk unless they are going to study in 

Room 201 or Room 202.  They must show their name card. 
15. Open the window every morning and close it at night. Turn on and turn off the 

lights, fans and computers. 
16. Keep the water cooler clean and clean the tray.  When the bottle is empty tell 

the office manager.  (Sary is usually the one who replaces the water each 
day.) 

17. If you have nothing to do organize books and dust shelves, the supply cabinet 
and pictures or documents hanging on the wall. 

18. Keep the supply cabinet organized.  If you notice we lack supplies, please tell 
Pisit or Saroeun. 

19. Make sure that the music or TV are not too loud so that it is difficult to have a 
conversation on the telephone or it distracts students from studying.  
Remember, you are in charge of the Resource Room. 

20. Do not use the telephone for personal calls.  If a friend calls you to chat, 
please tell them that you cannot talk right now because you cannot use the 
telephone for personal calls. 

21. Be sure to take a message if someone comes in or calls, but the person they 
want to meet is not in the office or is busy.  Take: 

 
 Name 
 Company 
 Time they called 
 What is their message? 
 Do they want someone to call them back? 
 Tell them they may contact Chuck, Saroeun or Mara on their hand 

phone 
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Greeting Callers 
 
 
 
1. To arrange = to plan or prepare for 
 If you care to wait, I will arrange an appointment for you later today. 
 Will you help me arrange for the meeting this afternoon? 
 
2. At the moment = at this present time; now 
 I’m sorry, Mr. Wallace is not here at the moment. 
 At the moment, Mr. Vuthy has time to see you. 
 
3. Caller = a person who visits or calls 
 All callers must go to the reception desk first. 
 Please do not allow any callers this afternoon, I’m busy. 
 
4. To discuss = to talk about; to talk over 
 Let’s have lunch first, then we can discuss business. 

Mr. Somnang will be calling to make an appointment with me to discuss the 
appointment with the Ministry of Education tomorrow. 

 
5. Regarding = about, concerning, in regard to 
 The caller wants to speak to the secretary regarding an appointment with  

Mr. Carlson. 
Sopheak, I need to meet with you in my office regarding my schedule 

 
6. To greet = to welcome; to say hello to 
 One of the secretary’s duties is to greet callers. 
 Please greet Mr. Long for me when you meet him. 
 
7. Satisfactory = all right; agreeable 
 I am in agreement with your decision.  It’s satisfactory. 
 I hope you find the service satisfactory. 
 
Exercises 
Complete each sentence by filling in the most appropriate vocabulary word. 
Example:   The caller agrees that an appointment for 10:30 AM is ____________. 
  The caller agrees that an appointment for 10:30 AM is satisfactory. 
 
A. The appointment concerns a personal matter.  I’d like to see Mr. Gray  
 _______________ my account. 
 
B. We can _____________ your business now or talk about it later. 
 
C. There are three ______________ waiting in the reception area. 
 
D. The manager will be busy later, but he is not doing anything _____________. 
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E. The salespeople always feel welcome at the office because the secretary 

enjoys _____________ callers. 
 
F. Can you ______________ to be here by 12 noon or do you want to plan for 

12:30? 
 
Conversation 
One person act as the caller and one person act as the secretary.  Then trade roles. 
 
#1: 
Secretary: Good morning, how may I help you? 
Caller: Good morning, my name is John Gray, I’m with CBS Computer 

Company.  I would like to see Mr. Johnstone. 
Secretary: I am sorry, Mr. Johnstone is busy at the moment. May I ask what you 

wish to see him about? 
Caller: I would like to discuss a new order with him. 
Secretary: I am sorry, I cannot arrange an appointment right now.  If you give me 

your telephone number I will call you later and make an appointment.   
I will check if Mr. Johnstone will be available to meet with you. 

 
#2: 
Secretary: Good morning, I am Mr. Vuthy’s secretary.  How may I help you? 
Caller: Yes, my name’s Chanda.  I am with CBS Computer Company.  Here is 

my card.  I would like to speak to Mr. Vuthy about doing business    
with us. 

Secretary: Mr. Vuthy is out of the office today.  I will check if he will be available to 
meet with you.  Will that be satisfactory? 

Caller: Yes, thank you. 
 
 
Vocabulary 
 
8. To bring in = to escort; to accompany; to guide into a place 
 You may bring in the customer now. 
 You may bring the caller into my office now. 
 
9. Free = not busy; having no duties 
 Mr. Vuthy is free to see you now. 
 I’m sorry, he’s not free at the moment. 
 
10. To handle = to manage; direct; deal with 
 The receptionist handles all appointments.  Please see her first. 
 Will you please handle this caller for me.  I’m busy. 
 
11. To have a seat = to take a seat; to sit down 
 If you like, you may have a seat and wait. 
 Please have a seat, Mr. Lee will be with you in a few minutes. 
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12. To inform = to tell or notify 
 Please inform the secretary that I’ll meet the caller now. 
 Please inform Mr. Cheng that I came in to see him. 
 
13. Personal = private; not for anyone else to know 
 I can’t tell you about it, it’s a personal matter. 
 I’m sorry I can’t reveal that information, it’s personal. 
 
14. To prefer = to choose one thing over another; to like one better 
 Do you prefer a morning appointment or an afternoon appointment? 
 Do you prefer to wait or come back later? 
 
Exercises 
Complete each sentence by filling in the most appropriate vocabulary word from #8-
15) 
 
A. He prefers not to state his business because it is _____________________. 
 
B. You may ______________ Mr. Gray now.  I’m free to meet him. 
 
C. We do not ______________ the billing in this office.  Another department 

deals with that. 
 
D. Do you _____________ an appointment in the morning or afternoon? 
 
E. The head of the department is not busy right now.  She’s __________ to see 

you. 
 
F. The credit manager would like you to wait.  Please _________________ in 

the reception area. 
 
G. Please _______________ Mrs. Serey that I’m here for our meeting. 
 
Conversation 
One person act as the caller and one person act as the secretary.  Then trade roles. 
 
#1: 
Secretary: How do you do?  I’m Mr. Kuthsal’s secretary.  What can I do for you? 
Caller: I’m Cheng Sovan.  Here’s my business card.  I’m with the New Light 

Photo Copy Shop.  I’d like to discuss his photocopy needs. 
Secretary: If you can wait a few minutes I can check if he can see you. Please 

have a seat. 
Caller: Thank you. 
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#2: 
Secretary: Good afternoon.  I’m Mr. Sophal’s secretary.  Are you waiting for an 

appointment? 
Caller: Yes.  I’m Moung Srei from Asian Import and Export Company.  I’d like 

an appointment with Mr. Sophal. 
Secretary: I’m sorry, Ms. Moung, but Mr. Vibol handles the department.  If you like 

I can call him and try to make an appointment for you. 
Caller:  Thank you, I would appreciate that. 
 
#3 
Secretary: Good morning Mr. Sitha.  The receptionist informs me that you want to 

meet Mr. Kuthsal.  I’m his secretary.  Would you be good enough to tell 
me what you wish to see him about? 

Caller:  I’m sorry, it’s personal business associated with his family. 
Secretary: I’m sorry, but I can’t make an appointment for you unless you let me 

know the purpose of your visit. 
Caller:  I prefer not to , it’s a personal matter. 
Secretary: I suggest you write him a note, stating the purpose of your visit and I’ll 

give it to him. 
Caller:  Thank you, that would be fine. 
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Scheduling Appointments 
 
 
 
 
This lesson is designed for the secretary who is responsible to schedule 
appointments for his or her supervisor.  If you are a personal secretary, you are 
scheduling appointments for a director, president or of the business.  If you are a 
staff secretary, you are scheduling appointments for more than one staff member. 
 
Vocabulary 
 
1. Desk diary = a book with one page for each day of the year in which you 

write appointments and things you must do. 
 Write your boss’ appointments in the desk diary. 
 
2. Entry = when you write something in a desk diary, it is called an entry.   
 Each day you should check the entries in the desk diary. 
 
3. In charge of = responsible to do something; to oversee something. 
 Mr. Soseang is in charge of booking the hotel for the conference. 
 
4. In advance = before 
 Tell your boss in advance. 
 Call all the staff in advance to see if they have free time on Tuesday. 
 
5. Alternative dates = days or times other than what you first choose. 
 Ask your boss for alternative dates for the meeting with Mr. Lee. 
 
6. Ensure = make sure that something is accurate or true or confirmed. 

You should call the people invited to the meeting the day before to ensure 
they will be there. 

 
7. A general rule = something that is normally done a certain way. 
 As a general rule, appointments are one hour long. 
  
 
1. Where to Record Appointments 
 
1.1 Appointments are recorded in a desk diary, which is kept in the office.  You 

are in charge of this.  No one else except your boss is allowed to look at the 
contents or change the appointments. 
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1.2 Your boss may have another copy of the diary in his office or a small one for 
him to carry around.  He may also use a PDA (Personal Digital Assistant), 
which you may need to learn how to use in order to enter his appointments in 
the diary/calendar section. Each morning you must check that all the entries in 
the diary are the same as the diary that your boss may have with him so there 
will be no confusion. 

 
Sample Diary Page 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. How an Appointment is Made 
 
2.1 An appointment is made between two or more people.  You may be in charge 

of making sure all those people are free at the same time. 
 
 If you are asked to make an appointment, first find out who is to be 

included.  If you do not know who the other people are, ask your boss.   
 
2.2 Most people are very busy and cannot be free unless you tell them in advance 

about the appointment.  Unless the meeting is urgent, appointments should 
be made at least one week in advance. 

 
2.3 If your boss tells you to make an appointment, he will usually tell you when he 

would like it held.  Ask him for alternative dates in case the other people are 
not free at that time. 

 
 When you check with other people involved in the appointment to see if 

they are free, tell them the alternative dates if they are not free on the 
date your boss wants to meet.  When a suitable date has been chosen, 
call everyone one more time to confirm the final date. 

 
3. Where to Write an Appointment 
 
3.1 All appointments are written in the desk diary and any other diary that your 

boss may have.  Write all appointments in pencil.  This will ensure that your 
diary is kept neat and clean if there are any changes to be made later on. 

 

NOVEMBER          2001 

6 Wednesday 
 
7:00 AM            
 
8:00 AM Meet  Mr. Kong Vireak       
 
9:00 AM            
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3.2 When you write the appointment next to the time on the printed page, write 
the name of the appointment (the kind of appointment it is:  meeting, lunch, 
financial, etc.).  Also, write who is involved, their telephone numbers and their 
secretary’s names (if they have a secretary) and the venue.  This will make it 
easier to call everyone if necessary. 

 
4. Reminder 
 
4.1 The day before the appointment, call everyone involved to remind them to 

come.  If there are any last minute instructions to be given you can inform 
them at that time. 

 
5. Making Appointments 
 
5.1 If someone wants to meet your boss, you can check the diary to see when he 

is available.  But, before you tell the caller the appointment is confirmed, 
check with your boss to see that he has not scheduled something else during 
that time without telling you. 

 
5.2 Do not schedule appointments for your boss such that his whole day is full of 

appointments one after the other.  Check with your boss when he wants time 
to be in the office to do work or when he wants free time.  Unless otherwise 
instructed, do not schedule appointments on Monday mornings or the morning 
after a holiday since that is usually a busy morning for your boss when he is 
planning his week or meeting with staff. 

 
5.3 Sometimes there may be appointments that must be made after office hours.  

Be sure to write these down in the diary as well. 
 
5.4 As a general rule, schedule at least one hour for meetings and two hours for 

lunches.  If you know that the meeting will be long, schedule two hours 
instead of one. 

 
6. Invitation Cards 
 
6.1 If your boss receives an invitation card, check whether he will attend the event 

and reply to the sender accordingly. Usually, there is a RSVP at the bottom of 
the invitation. This gives the name and phone number of the contact person, 
as well as a date by which it should be done.  

 
6.2 If your boss says “yes”, write the appointment in the diary and clip the card to 

that page so he can take the card with him on the day of the event. 
 
6.3 If your boss says “no”, clip the card to that page of the diary when the event 

will be held.  In case he changes his mind later, you still have the card with 
you.  Do not throw anything away until it is over. 

 
7. Making Final Arrangements 
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7.1 If you have scheduled a lunch or dinner meeting, find out from your boss 
where he wants the meeting held.  He will tell you the name of the restaurant. 

 
7.2 Call the restaurant and tell them you want to book (reserve) a table for a 

certain date and time and the number of people.  You will have to give the 
restaurant your boss’ name, your name, and the office telephone number in 
case they need to contact you.  You should ask the person at the restaurant 
to repeat the information back to you to confirm that it is correct. 

 
8. On the Day of the Appointment 
 
8.1 On the day of the appointment, check with your boss that he has everything 

he needs for the meeting – reports, papers, letters, money, etc.  It is your 
responsibility to arrange everything in a file folder for him to take with him.  
This is your priority for the day. 

 
8.2 If there is an invitation card to be brought, be sure your boss has it ready or 

put it in the car just before he leaves. Make sure he knows where it is in the 
car. 

 
Exercises 
Answer the questions. 
 
1. You record appointments in the _______________________. 
 
2. Where is the desk diary kept?  ___________________________________ 
 
3. What should you do if your boss also has his own personal desk diary? 
 
 ____________________________________________________________ 
 
4. How soon in advance should you try to schedule an appointment?  ______ 
 
5. Why should you ask your boss for an alternative date for the appointment? 
 
 ____________________________________________________________ 
 
6. Why should you write the appointments in pencil?  ____________________ 
 
 _____________________________________________________________ 
 
7. What else should you write next to the appointment in the diary? 

 
 The kind of appointment it is 
 Who is involved in the appointment 
 The name of your grandmother 
 The telephone numbers of the people involved in the appointment 
 The secretary’s name of the people involved in the appointment 
 The venue for the appointment 
 Your boss favorite food 
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8. What should you do the day before the appointment?  __________________ 
 
9. What should you do if someone wants to make an appointment with your 

boss?  (Two things)  ____________________________________________ 
 _____________________________________________________________ 
 
10. As a general rule, what days should you not schedule appointments for your 

boss?  ________________________________________________________ 
 
11. If your boss receives an invitation card, what should you do with it if he 

accepts the invitation?  ___________________________________________ 
 
 What should you do with it if he rejects the invitation?  __________________ 
 ______________________________________________________________ 
 
12. Why should you ask the person at the restaurant to repeat the information 

back to you?  ___________________________________________________ 
 
13. What is your priority on the day of the appointment?  ____________________ 
 ______________________________________________________________ 
 
Using the diary pages below, schedule the following appointments.  Be sure and 
write all the information you need. 
 
1. Lunch meeting with Mr. Heng, Tuesday at 12:00 Noon. 
2. Staff meeting Monday at 9:00 AM until 10:30 AM. 
3. Board meeting Tuesday at 3:00 PM for two hours.  Mr. Vireak, Sopheap, 

Khieng and Mrs. Chanthorn are invited. 
4. Dinner with Mr. Sotheary and his wife Tuesday at 7:00 PM. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 NOVEMBER   2001 

5   Monday 
 
7 AM _________________________ 
8 AM _________________________ 
9 AM _________________________ 
10 AM _________________________ 
11 AM _________________________ 
12  _________________________ 
1 PM _________________________ 
2 PM _________________________ 
3 PM _________________________ 
4 PM _________________________ 
5 PM _________________________ 
6 PM _________________________ 
7 PM _________________________ 
 
Evening:  _______________________ 

NOVEMBER   2001 
6   Tuesday 
 
7 AM _________________________ 
8 AM _________________________ 
9 AM _________________________ 
10 AM _________________________ 
11 AM _________________________ 
12  _________________________ 
1 PM _________________________ 
2 PM _________________________ 
3 PM _________________________ 
4 PM _________________________ 
5 PM _________________________ 
6 PM _________________________ 
7 PM _________________________ 
 
Evening:  _______________________ 
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What To Do When Your Supervisor Gives  
You Instructions 

 
 

When your boss gives you instructions: 
 
1. Repeat what your supervisor tells you to confirm that you clearly 

understand him: 
 

Supervisor: Dara, I want you to make 43 photocopies on blue paper, two-
sides.  I need them by 4:00 this afternoon. 

 
Dara: That’s 43 copies on both sides on blue paper.  You need them 

by 4:00 this afternoon.  Is that right? 
 
Supervisor: That’s correct.  Thank you. 

 
2. If you do not understand what he tells you, ask immediately:  Do not walk 

away from your supervisor unless you understand clearly what he has told 
you.  If you do not understand, ask him to clarify.  Continue to ask questions 
until you understand 100%.  If you think of a question to ask him after you 
have walked away or after he leaves, call him or go find him immediately to 
clarify.   

 
Supervisor: Dara, I need you to book rooms for the medical team that will 

arrive from Singapore next week.  There are five men and three 
women.  Book the room from the 15th to the 21st.  Also, book a 
tour bus to transport them to the various locations in which they 
will visit.  Also, book a banquet room at the Le Royal Hotel for 
the evening of the 20th. 

 
This is a lot of information for Dara to remember.  He should ask his boss to 
repeat the information again, slowly, while he writes it down.  Also, there is 
some information missing which Dara will need to ask his boss about: 
 
a. What hotel should Dara book the room in? 
b. Will each person need a room or will the men share a room and the 

women another room? 
c. Usually there are only two people per room.  Since there are five men, 

one man will probably have to stay in a room by himself.  The same is 
true for the woman.  Dara should ask his boss about this to make sure. 

d. Will they be staying at the hotel on the 21st or will they be leaving on 
the 21st.   

e. For what time does he want to book the banquet room? 
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3. Write down what your supervisor tells you:  Every good worker should 

have a diary or writing pad in which he writes down his assignment. 
 

Date Project Assigned  
by 

Priority Due Date Done 

11-1 Make arrangements for medical 
team 

Vireak A 14-1 14-1 

12-1 Order printer toner  Vireak B 13-1  
13-1 Take documents to Ministry of 

Education 
Chuck A 14-1  

 
4. Ask for deadlines and if the project is urgent:  You must always ask your 

supervisor when he wants you to accomplish the task and if it is urgent or not.  
We can usually classify the urgency of projects by using “A”, “B”, or “C”. 

 
 A = Very important, should be done right away. 
 B = Important but is not necessary to be done right away. 
 C = Not urgent.  A lower priority. 
 
 You should ask your boss if the project is an A, B, or C priority. 
 
 Supervisor: Good morning, Dara.  How are you? 
 Dara:  I’m fine, sir, thank you. 

Supervisor: Dara, I have some documents here we need to take to the 
Ministry of Education.  I need you to take them to Mr. Sem 
Kosal. 

Dara: Is this something that you need done right away, sir? 
Supervisor: Yes, it’s urgent.  I need you to drop what you’re doing and go 

right away. 
Dara: Yes, sir.  I’ll take the documents to Mr. Sem Kosal at the Ministry 

of Education.  Do you know which building his office is at? 
Supervisor: Yes.  His office is on Norodom Street, near the Japanese 

Embassy.  You enter through the gates and go around behind 
the building.  His office is on the first floor. 

 
Optional Answer: 
Dara: Is this something that you need done right away, sir? 
Supervisor: No, it doesn’t have to be done right away. 
Dara: When would you like me to do it, sir? 
Supervisor: It needs to be done before Friday afternoon. 
Dara: Could you tell me where Mr. Kosal’s office is, sir? 
Supervisor: Yes.  His office is on Norodom Street, near the Japanese 

Embassy.  You enter through the gates and go around behind 
the building.  His office is on the first floor. 

 
5. Think about the resources you need:  In order to accomplish the task, what 

resources do you need?  Do you need money (financial resources)?   
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Someone to help you (human resources)?  Transportation, equipment or 
supplies (material resources)?  Before you begin your task you should gather 
the resources necessary to accomplish it.  It’s a good idea to make a list of 
the resources you will need for a big project. 

 
6. Will what your supervisor is asking you to do conflict with something 

else you must do?  If so, ask him which is more important:  Usually you 
will have daily tasks to accomplish.  Sometimes your boss will ask you to do 
something which conflicts or interferes with your daily tasks.  For example, 
every Friday you log financial transactions in the computer.  This must be 
done at the end of every week.  But, on Friday after lunch your boss gives you 
a document to type which is urgent.  You know that if you spend time typing 
the document you may not have time to finishing logging the financial 
transactions.  What should you do? 

 
 Type the document and do the financial transactions next week. 
 Type the document and finish part of the financial transactions. 
 Work overtime until you’ve finished both projects. 
 Tell your supervisor your problem and ask him what he wants you to 

do. 
 

7. If you have a problem or cannot accomplish the assignment on time or 
in the way your supervisor wants you to, contact him immediately.  
Sometimes you will run into a problem or something will keep you from 
accomplishing the task on time.  As soon as you know you will not accomplish 
the task on time you should contact your boss and tell him.  Also, perhaps you 
are short of material resources (supplies) or the person you are supposed to 
contact is not in the office.  You should contact your boss and let him know 
about the problem.  Do not wait until the deadline has arrived before you tell 
your boss you have not finished the task.  When it appears that things are not 
going to work out, contact your boss and let him know. 

 
8. Report back to your boss with the results:  Do not wait for your boss to 

come and ask you if you have finished the project, task or assignment.  When 
you finish you should contact him.  You may call him, talk to him personally, 
leave a note on his desk or with his secretary, or leave a report on his desk or 
in his In Tray.  It is the responsibility of the employee to contact the supervisor 
and report the results, rather than the supervisor look for the employee to find 
the results of the task. 
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EXERCISES 

 
Answer the questions: 
 
1. Why should you repeat back to your boss what he tells you to do?   
 
 
2. If you don’t understand 100% what your supervisor is telling you to do, what 

should you do? 
 
  
3. Why should every good worker have a diary or writing tablet? 
 
 
4. What are the three categories of priorities and what do they mean? 
 
 
 
5. What resources would you need to accomplish this task: 
 

A. “Go to Deam Computer and buy a toner cartridge for the office  
 computer.” 

 
 
 B. “Take the proposal to the Commune Leader in Koki Thom Commune.” 
 
 

C. “Move the office equipment from our old office to our new office on the 
other side of town.” 

 
 
6. What other information would you need to accomplish these tasks: 
 
 A. “Book rooms for the guests arriving on Friday.” 
 B. “I need twelve copies of this 20-page report.” 
 C. “Confirm my flight to Hong Kong.” 
 
 
7. What should you do if your supervisor asks you to do something that may 

cause you not to finish another project? 
 
 
8. If you cannot finish the task on time or in the way your boss wants you to, 

what should you do? 
 
 
 
9. After you finish the assignment, what should you do? 
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Giving and Receiving Instructions 

 
 
 

EXERCISE 
 
 

Please complete all of the following 
 
1. Ask the receptionist of New Life Foundation the dates and times of  the next English 

Placement Test.  Find out the procedure for someone to test and when they will get 
the results. 

 
2. Take your workbook to a photocopy shop and ask how much it will cost to print 10 

more books like the one you have. 
 
3. Your boss needs you to give a message to one of the employees who doesn’t 

speak English.  Write this message out in Khmer and give to the worker: 
 

Every night after you lock the gate please arrange the chairs on the roof 
neatly and put the sound system in the kitchen.  Also, pick up all the trash on 
the roof. 

 
 (Bring the translated message to the next class and show your teacher.) 
 
4. Your boss wants the telephone number and addresses of these embassies: 

 US Embassy 
 British Embassy 
 Australian Embassy 
 Singaporean Embassy 
 Malaysian Embassy 
 Indonesian Embassy 

 
5. Your boss needs to hire a taxi for some guests arriving next week.  Get the 

telephone numbers of the following taxi services: 
 

 Bailey’s Taxi 
 Taxi Vantha 

 
Please complete one of the following 

 
6. Go to the International Bookstore and find out the cost of 1 ream of A4 paper.  

Compare the cost to the cost of 1 ream of coloured A4 paper and 1 ream of 80 
gram A4 paper. 

 
7. Your boss needs to know how much it will cost to take a bus from Phnom Penh to 

Sihanoukville.  Find out the cost and what time the bus leaves Phnom Penh. 
 
8. You boss needs a map of Cambodia.  Go to the market or bookstore and find out 

the prices and sizes of various maps. 
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9. Your boss needs 500 business cards printed.  Find out how much it will cost and 

how long will it take them to print them.  Check out different styles of business cards 
for your boss to choose from. 

 
10. Your office needs a new swivel chair for the secretary.  Go to an office supply store 

and find out how much as swivel chair costs.  If there are different kinds of chairs, 
compare them and their prices and report back to your boss. 

 
11. Your boss needs to know how much it will cost to take a bus from Phnom Penh to 

Kompong Cham.  Find out the cost and what time the bus leaves Phnom Penh. 
 
12. Your boss wants to send you to driving school.  Find out how much it costs to take 

driving lessons.  How many hours must you study each day and for how many days 
or weeks must you study?  Compare the price at two different schools. 

 
13. Your boss needs a Post Office Box for the branch office.  Go to the post office and 

find out how much it costs to rent a post office box and also find out the procedure. 
 
14. Your boss wants to connect to Email.  Go to Bigpond and also Camnet and find out 

how much it costs to connect and what are the monthly fees. 
 
15. Your boss needs to make a copy of a video tape.  Compare prices at two different 

shops and find out how much it costs to make 5 copies of one tape. 
 
16. Your boss wants to make a VCD copy of a video tape.  Compare the cost at two 

different shops. 
 
Please complete one of the following 
 
17. Contact Bangkok Airlines and ask how much does it cost for a round-trip ticket to 

Bangkok.  What days and times do the flights from Phnom Penh leave for 
Bangkok? 

 
18. Guests are arriving next week.  Find out how much it costs for one room with two 

beds at the Le Royal Hotel. 
 
19. Your organization needs to connect another telephone in their branch office.  Call 

the telephone company and ask how much it costs to connect a line.  The address 
of the branch office is:  #18, Street 602, Boeung Kak II, Toul Kork, Phnom Penh. 

 
20. Contact some airlines and ask how much does it cost for a round-trip ticket to Siem 

Reap.  What days and times do the flights from Phnom Penh leave for Siem Reap? 
 
21. Guests are arriving next week.  Find out how much it costs for one room with two 

beds at the Goldiana Hotel. 
 
22. Your boss would like you to book a meeting room at a Five Star hotel.  The meeting 

will be for 10 people.  Compare the prices at 2 different hotels. 
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Office Supplies and Equipment 
 
 
 
 
1. Office Supplies 
 
1.1 Office supplies (also called stationery) are items used in the office. 
 
1.2 Office supplies can be bought at any stationery store.  A good secretary will 

find out the best prices before making a purchase.  Be sure to buy from the 
same store frequently and perhaps they will give you a discount. 

 
2. How to Keep Stock 
 
2.1 Different offices will use different amounts of the various office supplies.  Be 

sure to watch each day how many of each items are being taken from the 
stock cabinet.  Eventually you will notice which items are used more than 
others. 

 
2.2 If you notice your office uses a lot of one item, you should order a large 

quantity of that item.  If you notice that your office does not use so much of 
one item you will not have to order so much.   

 
2.3 Purchase stock before you run out.  You should be checking each day to see 

what items are almost out (finished). 
 
2.4 Some offices order enough of each item to last three months. 
 
2.5 Ensure that the stock cabinet is always locked.  One person should be 

designated to oversee the stock cabinet and open and close it for others when 
they need something. 

 
2.6 The stock cabinet gets messy quickly.  It is your responsibility to keep the 

stock neat and tidy so it is easy to find what you need.  Try to create a system 
where large and small items are kept separately.   

 
2.7 If there are many stock items create a log book so that each person will have 

to sign for any and all items taken from the cabinet.  In that way we know 
which department uses which supplies and if any unauthorized person uses 
the items.   Each item in the supply cabinet should have a separate page in 
the log book. 
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Format for a log book which you can create yourself: 
 Item:  Post-it Notes 
 

Date Name Department # Taken Signature 
13 April 
17 May 

Linda 
John 

Main Office 
Finance 

2 packages 
5 packages 

Linda 

John 
 

 
 
3. Office Equipment 
 
3.1 Office equipment refers to all machines in the office, such as the computer, 

fax machine, telephone.  We must take care of the machines or they will 
break down and wear out before their time. 

 
3.2 Every machine should be serviced (checked) regularly.  By taking a few 

minutes each day, week or month the machine will last longer and will not 
break down so often. 

 
3.3 Dust is our enemy.  When dust gets down into a keyboard, telephone or 

inside other electrical office equipment it may cause the machine to 
malfunction.  Therefore, some machines should have dustcovers, such as 
computers and keyboards, to keep over them when they are not in use.  It is 
also important to clean the dust and dirt off machines, such as telephone 
receivers and computer monitors to keep dust from falling into the machines. 

 
3.4 Do not step on electrical cords.  The electrical cord sends power to the 

machine from the electrical outlet.   Electrical cords to electronic office 
machines should be neatly placed out of the way where people walk.  If we 
step on electrical cords the wires inside will break and the machine will not 
work properly. 

 
3.5 In your desk keep a list of names of the places where you send the office 

machines for repair.  You should be able to easily call the repair man with his 
telephone number in your desk. 

 
3.6 If you send a machine for repair you should always get an estimate of the cost 

of repair before you approve the job.  Be sure to check with your boss before 
you confirm that the repair should be done.  It may be less expensive to buy a 
new machine rather than repair the old one. 

 
3.7 Read all the instruction manuals associated with the machine before you use 

it.  Anyone using the machine should receive instruction in how to use it 
before they use it.  If the machine malfunctions, check the instruction manual 
before you call the repairman. 
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4. Keys 
 
4.1 Every office will have keys to the main doors, inner offices, cabinets and 

drawers.  One person in the office should be responsible for the master set of 
keys, the duplicate set and dispensing keys to employees. 

 
4.2 Someone will be responsible for a master set of keys for everything.  

However, there should be a duplicate set of master keys in another office 
drawer or in a different room in case the master set is lost or misplaced. 

 
4.3 Do not ever give or loan your key to a person who is not staff.   
 
4.4 Make sure you lock the main office doors during the lunch break and when 

the office closes. 
 
4.5 Make sure drawers with money or important documents are locked. 
 
5. Sending a Fax 
 
5.1 The fax machine is like a photocopier.   
 

5.1.1 You feed an original document into the fax machine face down,  
 
5.1.2 Dial the telephone number you want to send a copy of the document 

to,  
 
5.1.3 Press the SEND button.  The machine will make a high-pitched sound, 

indicating that it is receiving the information, then the document will 
slowly feed itself through the machine and come out the other side.  A 
copy has been sent to the receiver. 

 
5.1.4 File the original document. 
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Exercises: 
 
1. What are office supplies?  _________________________________________ 
 
2. When should you purchase stock? 
 

 Before you run out 
 After you run out 
 When your boss yells at you 

 
3. How will you know you are running low on certain items?  ________________ 
 ______________________________________________________________ 
 
4. Whose responsibility is it to keep the supply cabinet neat and tidy?  ________ 
 
 
 
5. How often should you arrange the stock cabinet?  ______________________ 
 
6. Why should we clean dust off our office equipment?  
_____________________ 
 ______________________________________________________________ 
 
7. Why should we not step on electrical cords?  __________________________ 
 
8. Before you agree with the repair man to repair the office equipment, what 

should you do?  _________________________________________________ 
 
9. Should you ever give your office key to someone who is not an employee of 

the company?  _________________________________________________ 
 
10. Which drawers should be locked?  _________________________________ 
 
11. When should you lock the office doors?  ____________________________ 
 
12. What are the four steps to sending a fax? 
 
 _____________________________________________________________ 
 
 _____________________________________________________________ 
 
 _____________________________________________________________ 
 
 _____________________________________________________________ 
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Identifying Office Supplies and Equipment 

 
 
 

In this lesson the teacher will show the student various office supplies and 
equipment and explain the purpose for them. 
 
Office Supplies 
 
 Pens 
 Pencils 
 Paper 
 Notebooks 
 Index cards 
 Post it notes (different sizes) 
 Large Mailing Envelope (there are different sizes) 
 Envelopes 
 Letterhead 
 Correction Pen/tape 
 Clip board 
 Calculator 
 White board markers 
 White board erasers 
 Permanent markers 
 Scotch tape 
 Glue sticks 
 Binder clips (large and small) 
 Staples  (note there are different sizes) 
 Paper clips 
 Rubber bands 
 File folders 
 Hanging file folders 
 File tabs (index tabs) 
 Push pins (note different kinds) 
 Name tags 
 Packaging Tape 
 Floppy Drive Head Cleaner 
 Rechargeable/normal batteries 
 

Office Equipment 
 
 Stapler (show how to insert and remove new staples) 
 Paper cutter 
 Hole punch ( 1,2 or 3) 
 Scissors 
 Tape dispenser 
 Rechargeable battery charger 
 In/Out box (mailbox)/pigeon holes 
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Vocabulary:  Filing and Retrieving Documents 
 
 
 
 
In an office environment you will handle many documents.  Some of these 
documents will be bills, some proposals, some letters, some faxes, some instruction 
manuals and many different kinds of documents.  Most of these documents you will 
want to save (keep) in a file drawer so they can be retrieved at a later date.  You will 
want to become familiar with the filing system of your office. 
 
1. Alphabetical = arranged in order of the letters of the alphabet 
 In our office we arrange the files in alphabetical order by subjects. 
 Neary, please arrange all the files in my office in alphabetical order. 
 
2. Cabinet = a case with drawers or shelves 
 Each file cabinet has four drawers. 

Please make a hanging file folder and put this file in the third drawer in the file 
cabinet. 
 

3. Central Filing System = a procedure that organizes all the filing in one place. 
 Each department has its own filing system instead of a central filing system. 
 In our office we use a central filing system.  All the files are in the main office. 
 
4. Clerk = a person who does general office work 

In an office there are many clerks, such as file clerks, mail clerks, and 
shipping clerks. 
Will you call the shipping clerk in and find out what time the shipment from 
Singapore arrives? 
 

5. Correspondence = letters written or received 
 A copy of all correspondence is put into the files. 

Sorphorn, please get me a copy of the correspondence from the ABC 
Computer files. 
 

6. Cross-reference = a note in one place pointing out related information in 
another place 

 The Smith folder has a cross-reference to the product folder. 
 When you file this, please put a cross reference to the Budget folder. 
 
7. Department = a major division of business 

Both the billing department and the shipping department are on the ground 
floor. 

 Send this memo over to the Finance Department. 
 
8. Duties = the responsibilities of one’s job; what you must do at work 
 My secretarial duties include typing, filing and making appointments. 
 Be sure and review the duties in your job description. 
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9. Employer = a person who provides a job 
 My new employer showed me around the office on my first day at work. 
  
10. Folder = a folded cardboard holder for loose papers 
 There are some folders missing from the file cabinet. 

Sopha, please call the stationary store and order more file folders.  We’re all 
out. 
 

11. Index = an alphabetical list of items 
 The index for each set of files shows what the file contains. 
 You’ll find the index for that file on the outside of the file folder. 
 
12. Miscellaneous = dealing with different and various subjects or items 
 The folder labeled “Misc” contains letters from several different companies. 
 Bill this expense to the miscellaneous account. 
 
13. Subject = the topic or theme 
 The subject of the letter from the Research Department is “New Products.” 

Tell the board members that the subject for the meeting will be efficiency in 
the work place. 

 
Exercises 
Complete the sentence by filling in the most appropriate vocabulary word. 
 
A. One of my ______________ as a secretary is to file. 
 
B. The department is very well organized.  We have a _____________ for filing, 

billing and shipping. 
 
C. I work in the Accounting _____________. 
 
D. When we file by alphabet we call it ___________________ filing. 
 
E. The person I work for is called my __________________. 
 
F. When one file folder refers me to information in another folder, it’s called 
 __________________________. 
 
G. An alphabetical list of what the file contains is called an _______________. 
 
H. This memo is about the central filing system.  The ____________ of the  other 

memos is the Billing System. 
 
I. The departments in our company do not have separate filing systems.  We 

use a ______________________ system instead. 
 
J. A copy of every letter is placed in the _____________ file. 
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Reading 
“Today is my first day in the office.  My new employer explains the duties of the job 
to me.  As part of my secretarial duties I study the filing system.  There is no central 
filing system here.  Each department has a separate system.  My department doesn’t 
have a file clerk.  I do my own filing. 
 
 There are many file cabinets.  Here is one they call General Correspondence.  
At the beginning of the file is an index.  The general correspondence file contains all 
the letters my company receives and copies of all the letters we send.  Each  
customer has a separate file in the file drawer.  Some folders have a note on them 
for cross-referencing.  If the customer is new and does not have a folder then place 
the letter in the Miscellaneous file. 
 
Exercise 
Answer each question by referring to the Reading Section. 
 
A. Who explains the duties of the job to the new employee? 
B. Is there a central filing system for the company? 
C. Are all filing systems the same? 
D. What is one of the duties of the secretary? 
E. What is at the beginning of the correspondence file? 
F. What does the correspondence file contain? 
G. What does each customer have? 
H. What do some folders have on them? 
I. If the customer does not have a folder where does the letter go? 
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Filing and Retrieving Documents 
 
 
 
 
1. Introduction 
 
1.1 The purpose of filing documents is so that a record is kept of all documents 

received and sent during a certain period of time.  Documents are filed 
according to subject or department and placed in each file chronologically, 
with the most recent document placed on top. 

 
1.2 Filing systems vary from company to company.  In this lesson you will learn 

how to set up a simple filing system so that you can retrieve documents easily 
when required. 

 
1.3 Files can be ordered in ascending or descending order. Ascending order is 

when the something is ordered from top to bottom. E.g. A – Z, or 1 – 10. 
Descending order is when something is ordered from bottom to top. E.g. Z  - 
A, or 10 – 1. 

 
2. Creating Files 
 
2.1 Files are to be created according to subject.  For example:  Correspondence 

with the Ministry of Foreign Affairs; Finance Department; Bank Documents; 
Office Policies. 

 
2.2 To begin a new file, get an empty filing pocket (hanging file folder) and label it, 

using the tabs provided.  Write on the label the name of the file to be created. 
 
2.3 Sort all the letters or documents to be placed in this file according to the date 

received or the date it was created, or its order of importance. 
 
2.4 Place all the letters or documents in a file folder or into the filing pocket 

(hanging file folder) and place them into the filing cabinet. 
 
2.5 The filing pockets (hanging file folders) should be placed in the cabinet in 

alphabetical order. 
 
2.5 When choosing where to place a file or document, you must consider the 

subject.  You must place the file in a logical place for others to be able to find 
it, too. 

 
2.6 You will need to decide if the document should be filed or thrown away.  It 

might be best if you check with your supervisor first. 
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3. Retrieving a File 
 
3.1 Your supervisor tells you to find a letter from a certain department stating 

some information he needs.  Where will you find it? 
 
3.2 Check the file labeled by the department’s name.  Check the file associated 

with the subject he wants.  Check other files associated with the information 
your supervisor requests. 

 
3.3 When you have found the file look for the document.  Remember that the 

documents may have been placed into the file folder by the order of their date.   
 
3.4 When you have found the letter or document, place a Post-it Note or a piece 

of paper in the place where you have found the document.  This will help you 
remember where to return the document when you are finished using it. 

 
4. Filing Faxes 
 
4.1 Certain types of faxes fade over time.  If your company’s fax machine uses a 

shiny roll of paper, then this is the kind that you must photocopy before filing.  
Whenever a fax is received, make a copy of it before filing and file the copy.  
Dispose of the original. 

 
4.2 If the fax contains information that is not important it can be thrown away after 

it is read. 
 
5. Cleaning Files 
 
5.1 If the file is too full, open a new one under the same name.  The old file can 

either remain in the filing cabinet, if there is space, or in another cabinet or 
box.  Make sure the box is properly sealed to ensure that no insects eat the 
paper! 

 
5.2 If there are documents in the file that are no longer needed they can be 

thrown away.  Make sure you check with your supervisor first. 
 
5.3 Before throwing away, check if the information is confidential.   If it is, shred 

the documents before throwing it away. 
 
5.4 Old financial documents or other documents which are not used regularly may 

be filed in a separate file cabinet or box.  Be sure and label the file cabinet or 
box. 
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ERCISE 
 
1. On the next page, match the document and file folder to which it belongs: 
 
 
 
 
 
 
 
FILE FOLDER NAME    DOCUMENT 
 
____ BANK INFORMATION   1.  Payroll receipt 
 
____ STAFF MEDICAL INFORMATION  2.  Policy for guards 
 
____ LONG-TERM STAFF    3.  Manual for fax machine 
 
____ ORGANIZATIONAL POLICIES  4.  Deposit slips from SBC Bank 

 
____ UTILITIES 5.  Memo from Ministry of Foreign 

Affairs 
  
____ MINISTRY OF FOREIGN AFFAIRS 6.  Letter to Ministry of Education 
 
____ MINISTRY OF EDUCATION 7.  Organizational Medical Policies 
 
____ AIDS      8.  Electricity bill receipts 
 
____ HOTEL INFORMATION   9.  Job description for secretary 
 
____ OFFICE EQUIPMENT   10.  Brochure about HIV/AIDS 
 
____ PAYROLL     11.  Brochure about The Rex Hotel 
 
____ GOVERNMENT DOCUMENTS  12.  Healthcare policy for staff  
 
____ GOVERNMENT NOTICES 13.  MOU with government            
 
 14.  Bank account numbers 
 
 15.  Staff Absentee Record 
 
 16.  Water bill 
  
 17.  Organizational Flow Chart 
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Filing and Retrieving Documents 
Exercise 
 
 
 
Alphabetize these files properly.  Which is first, second, third, etc. 
 
 
____ Budget 
 
____ Student Skill Assessment 
 
____ Important Receipts 
 
____ Children’s English Class 
 
____ Small Business Seminar 
 
____ Ministry of Education 
 
____ Demographics 
 
____ Hotels 
 
____ Art 
 
____ Current Program 
 
____ English Placement Test 
 
____ English Placement Test Result Card 
 
____ Maps 
 
____ Interview Skills 
 
____ English Classes 
 
____ Cigarette Smoking 
 
____ Correspondence 
 
____ Student Application 
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Managing Your Time 
 
 
 
1. The Value of Time 
 
1.1 Time is something every person receives in equal amounts.  We all receive 24  

hours in one day. 
 
1.2 Time is something that once you spend it, you cannot get it back. 
 
1.3 Time is something that once you waste it, you cannot get it back. 
 
1.4 What do you get as a result of your time? 
 
 
2. Understanding the Difference Between What is Important and  

What is Urgent 
 
2.1 “I’m sorry, sir, I don’t have enough time.”  This is usually not true.  We all have 

an equal amount of time.  However, we all choose to fill our time with various 
things.  Some of these things are useful and necessary and are imposed on 
us by those who are over us in our job or at home.  However, most people 
have enough time to do what they want to do. 

 
2.2 How do we spend our time? 
 

• Entertainment 
• Hours at work 
• Personal interest 
• Study 
• Eating, dressing, cleaning, traveling, sleeping 

 
2.3 Understanding the “Urgent” 
 
 2.3.1 Something is urgent when it must be done now. 
  “Sary, please take this letter to the post office right now.” 

“Leang, the photocopy paper is all gone.  Please go buy some more 
immediately.” 

 
 2.3.2 What is urgent may not be important. 
 

2.3.3 All urgent items appear to be important.  They demand to be done at 
once.  But sometimes an urgent item takes us away from something 
important.  If we always respond to what appears to be urgent, we will 
not accomplish what is important. 
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2.4 Understanding what is “Important” 
 

2.4.1 What is important is what the goals of your company are, or your 
boss’s goals, or your personal goals.  We must compare every request 
and every task with the goals of our company, our boss and our 
personal goals for our life. 

 
2.4.2 It may be an urgent matter to mail the letter, but it’s an important matter 

to back up the office computer each week.  If you have to choose 
between one or the other, which will you do? 

 
2.4.3 It may be an urgent matter to buy photocopy paper because it is all 

gone, but it is an important matter to welcome the guests who enter the 
office.  If you have to choose between one or the other, which will you 
do? 

 
2.5 Understanding about “wasting time” and “efficiency” 
 

2.5.1 Most people waste time.  They do not use their time wisely.  We waste 
time by doing the same project twice because we were careless the 
first time.  We waste time when we do something that is totally useless 
and does not help us achieve our goals.  (Much entertainment is 
wasted time.  Sometimes chatting with our friends too long is wasted 
time.  Sometimes listening to a salesman is wasted time.  Sometimes 
sleeping too long is wasted time.) 

 
 Should we enjoy entertainment?  Yes, but we must be careful 

that entertainment does not steal our time. 
 Should we chat with our friends.  Yes, but we must be careful 

that our chatting does not steal time which we should use for 
something else. 

 Should we talk to a salesman?  Yes, if it seems to be profitable 
for our company or business, but we must be careful not to allow 
the salesman to steal our time. 

 Should we sleep?  Yes, but we must be careful not to allow 
sleep to steal too much of our time. 

 
2.5.2 We are efficient when we use time wisely, are well-organized and use 

only the amount of time to accomplish the task with good quality. 
 
 Wisely = Should I do this or not? 
 Well-organized = Have everything you need to accomplish the project. 
 Use only the amount of time = How long should it take to do this? 
 With good quality = Quality satisfactory for the project.  (Different 

projects have different quality standards according to their importance.) 
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3. Setting Priorities According to Importance, Urgency and Deadlines 
 
3.1 In regards to managing your time at your place of work, your boss determines 

your goals and what is important and what is not important.  What is important 
for your boss must be important for you.  Therefore, before you begin any task 
or respond to anyone’s request, ask this question:  “Would my boss consider 
this important and a priority?” 

 
3.2 Different levels of importance.  There are different levels of importance: 
 
 A = Very important.  Should be done right away and above other things. 
 B = Important, but not as important as Letter “A”.  Should be done after Letter 

“A” 
 C = Not so important, do it if you have time. 
 
 Therefore, any time you receive an assignment, write it down in your diary 

and classify it as A, B, or C.  You should ask the person if the project is an A, 
B, or C. 

 
3.3 If the matter appears to be urgent, ask yourself what will happen if you don’t 

do it right now?  What kind of problems will occur in the office or with the 
company if you do not do it right now.  Compare the “urgent” matter with other 
projects you are currently working on.  According to the goals of the company 
and according to your job description, which is more important? 

 
3.4 Some projects have deadlines.  This means they must be finished before a 

certain date.  Sometimes we procrastinate with projects.  That means we put 
them off until the last minute.  A project that has a deadline must be worked 
on a little bit each week or each day.  Determine how many days until the 
deadline and then determine how much you will need to work on the project 
each day or each week to be able to finish it on time. 

 
3.5 Some routine jobs (jobs you do daily which do not require much time) may be 

done before the “A” project if they do not take too much time.  Sometimes we 
want to get the routine jobs or small jobs out of the way so they do not bother 
you.  But be careful that you do not spend too much time on small or routine 
jobs and they steal the time from your important projects or projects that have 
a deadline.  

Time = Money 
 
3.6 Be careful about doing the things you like to do before you do the things you 

do not like to do.  For most of us, we do the things that are easy or which we 
like to do first, and then do the things that are most difficult or which we do not 
like to do.  This is not good time management.  We must choose to do the 
things which are important, even if they are difficult or we don’t like to do 
them.  Be careful that you do not allow the things you like to do to steal time 
from the things you should do. 
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3.7 Ask your boss two questions: 
 
 “When does this need to be finished?” 
 “How important is this?” 
 
 
4. Quality of Work 
 
4.1 Just because something can be done quickly does not mean it can be done 

sloppily. 
 
4.2 Some things can be done quickly and decently. 
 Some things can be done slowly and with excellence. 
 Some things can be done quickly and with excellence. 
 Some things can be done slowly and sloppily. 
 
 Which would your boss like to see? 
 
4.3 Always remember that how a piece of work looks is important.  Pay careful 

attention to form and layout of a document you type.  Always check the 
spelling by using the Spell Check on the computer.  Ask someone else to 
proofread it for you.  Make sure it is clean and does not have smudges of dirt 
or is wrinkled or bent. 

 
5. Planning Ahead 
 
5.1 As an employee, you should have yearly, monthly and weekly goals. These  

goals will be based on your job description and work that your supervisor tells 
you to finish by a certain date.  Planning ahead helps you to be organized and 
prioritize the projects that are most important. 

 
6. Scheduling Your Week by Using Your Diary 
 
6.1 Your diary will help you keep organized and finish projects on time and not 

forget to do things.  (Look at the two sample diary pages in the workbook.  
One is a Week-at-a-Glance and the other is a One-Page-Per Day diary page.) 

 
6.2 On the diary page you should have a place to write down appointments and a 

place to write down “Things to Do.” 
 
6.3 Each Friday afternoon you should start planning your next week. You should 

use Friday to plan your work week.  Therefore, each Friday afternoon ask 
yourself these questions and write the answers on the Friday page of your 
diary: 

 
• What must I do at my work? 
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• What should I do at my work? 
• What would I like to do at my work? 
 
Ask the same questions for your home and family and your personal 
interests. 

 
 
 
 
 
 
6.4 After you created your list 

of things you must do and 
things you want to do, 
determine if they are an A, 
B, or C priority.  Mark A, B, 
or C next to the project. 

 
6.5 Now, on the days and the 

hours which they regularly 
occur, write down your 
routine tasks such as Staff 
Meeting, Bank Deposit, 
Count Money, Organize 
Files, Back up Computer.  
Try to do your routine 
tasks on the same day and 
same hour each week.  
Schedule them into your 
appointments so that you 
are reminded to do them 
and have “made an 
appointment with yourself” 
to do them. 

 
6.6 Now look at your To Do 

List which you made on 
Friday afternoon and 
assign each task a certain 
day and a certain hour to 
do it.  (Write in pencil, 
since your boss may change your plans.)  Try to put each thing you must do 
on a certain day and time to do it. 

 
6.7 During the week when your boss tells you to do something, immediately write 

it down in your diary in the “To Do” section.   
 
6.8 Each day review the previous days tasks, as well as the list on Sunday to 

make sure you have done them.  If for some reason you did not do that task 
on that day, move it to another day. 

11 
 
APPOINTMENTS 
7 
 
8 
 
9 
 
10 
 
11 
 
12 
 
1 
 
2 
 
3 
 
4 
 
5 
 
6 
 
7 
 
 

SUNDAY 
February  2001 

__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________
__________________ 

THINGS TO DO 
 

 Call_FEBC_______
_____________ 

 Call_ISPP_______
_____________ 

 Buy_photocopy_paper__
_____________ 

 Translate_Office_Policies
_____________ 

 Make_Bank_Deposit__
_____________ 

 Translate_page12_of__
Field_Report______ 

 Repair_headlight_on___
motorcycle________ 

 Take_Uncle_Ly_to___
dentist__________ 

 _____________
_____________ 

 _____________
_____________ 

 _____________
_____________ 

 _____________
_____________ 

 _____________
_____________ 

 _____________
_____________ 

 _____________
_____________ 
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6.9 At the end of the week review everything on your To Do lists for each day to 

make sure you’ve finished it.  If you haven’t finished it assign a day to do it 
next week. 

 
6.10 When you finish a task tick it ( ) to identify that it is finished. 
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Diary of Daily Activities 
 
Make seven copies of this document – one for the next seven days.  Keep a record 
of everything you do from the time you get up until the time you go to sleep.  Include 
the time you spend cleaning yourself or your house, traveling from one place to 
another, eating, sleeping – every small thing or big thing you do. 
 
Day:  ___________________________  Date:  _______________________ 
 
Time of Activity  Activity          Duration of Activity 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



_____________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
______________________ 
 
 
 
______________________ 
 
 
______________________ 
 
 
 
 
 

SCHEDULE 
 
 
From: __________________ To: ___________________    Year:  _________________ 
 
 
 
 

 
SUN 

 
MON 

 
TUE 

 
WED 

 
THU 

 
FRI 

 
SAT 

 
7:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
8:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
9:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
10:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
11:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
Noon 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
1:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
2:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
3:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
4:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
5:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
6:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
7:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
8:00 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
NOTES: 
__________________________________________________________________________________________ 
 

TO DO THIS WEEK 
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Integrity:  Fulfill Your Word 
 
 
 
The most valuable tool for improving the quality of your life is to allow the power of 
integrity to fill your life.  Integrity may be defined like this: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Another way of describing integrity is to do what you said you will do.  When you tell 
someone you will do something and the time arrives to fulfill your promise, make 
sure you do what you said you will do and not make excuses. 
 
One of the major reasons why people fail is because they do not have integrity – 
they do not do what they said they will do.  They do not act according to what they 
say they believe. Their words and their actions are different. 
 
The most common way we fail at integrity is by not being on time.  When you tell 
someone that you will meet them at a certain place at a certain time and you arrive 
ten minutes late you break your word.  You are out of integrity at that moment.  Have 
you ever noticed that when you are late for an appointment the first thing you say is, 
“I’m sorry.”  Then you begin to make excuses:  “There was a traffic jam.  My wife 
made me late.  I had a flat tire.”   
 
After you give all your reasons, in the end, your broke your word.  You did not fulfill 
your promise.  You show that something else is more important than that person.  
You show him that something else was more important than meeting that person and 
fulfilling your word.   It shows great disrespect to someone to make him wait.  He has 
arranged his schedule and perhaps canceled another appointment to make time for 
you, but you have made him wait. 
 
If you can try to improve this one area of your life, it will improve your personal life, 
your relationships with others and will help you become a person of integrity.  People 
will know that you are a faithful person who cares for others and shows respect for 
others.  This one character quality will open many doors for your success in your 
work and in your relationships. 

 
Integrity is the state of being 
complete and whole.  When we 
have integrity our thoughts, words 
and actions are consistent with 
each other and reflect our 
professed philosophy and values. 
 
Emment Miller 



New Life Foundation Basic Office Skills Class 
Good Manners for Good Relationships With Other People 

60 

                                                                                                                                                                                                                                                                                                                                                                         
Good Manners for 
Good Relationship with Other People 
 
Although there are differences between Cambodian and Western culture, the 
following list of good manners, apply to both cultures. 
 
 
1. Greet people with a smile – say, “Good morning.” 
 
2. Always say “Please”, “Thank You”, and “I’m Sorry.” 
 
3. Say something kind to others to encourage others. 
 
4. Always tell the truth. 
 
5. Do not use words which offend other people. 
 
6. Confess your faults to one another when you are wrong. 
 
7. Listen more than you talk. 
 
8. Smile a lot. 
 
9. Do not walk away when someone is talking to you. 
 
10. Pay attention when someone is talking to you.  Do not read, or look 

around.  Look at their eyes and pay attention to what they are saying. 
 
11. Do not talk or whisper when someone else is talking or teaching. 
 
12. Do not interrupt when someone is talking.  Wait for him to finish talking. 
 
13. If you have a question in class, raise your hand and the teacher will call 

on you. 
 
14. Do not walk between two people who are talking. 
 
15. Stand in line quietly and do not push forward to the front of the line. 
 
16. When you use something, put it back where you found it. 
 
17. Do not touch anything or take anything which does not belong to you. 
 
18. Always knock before entering someone’s room or house. 
 
19. Come quickly when someone calls you. 
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20. Arrive at your appointments on time. 
21. Do not laugh when someone makes a mistake. 
 
22. Do not wear a hat inside a building.  Take it off before you enter. 
 
23. If you see garbage on the floor or ground, pick it up and put it in the 

garbage can.  Do this at your home, at your work and at your school. 
 
24. If you make a mess, clean it up. 
 
25. Chew your food with your mouth closed. 
 
26. Do not talk with food in your mouth. 
 
27. Put your hand over your mouth when you sneeze or cough. 
 
28. Allow your guest to eat first. 
 
29. Allow women and children to eat first. 
 
30. Show respect to women, children and old people. 
 
31. Open doors for women, children and old people and allow them to enter 

first. 
 
32. Give the comfortable seat to women, children and old people. 
 
33. Help women, children and old people carry heavy things. 
 
34. If there are only a few chairs, allow the women to sit down first. 
 
35. Sit up straight. 
 
36. Do not sit with your legs up on your chair or put your feet/legs on your 

desk. 
 
37. Do not pick your nose, teeth or ears in public. 
 
38. Do not scratch your underwear area. 
 
39. Do to other people what you want them to do to you. 
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THIS IS YOUR RESPONSIBILITY 

 
In the office, it is important to treat the surroundings with care, much 
like you would treat your own personal belongings. This shows your 
supervisor that you can be trusted and that you care about your 
work. 

 
1. If you open it, close it. 
 
2. If you turn it on, turn it off. 
 
3. If you unlock it, lock it. 
 
4. If you break it, repair it or replace it. 
 
5. If you cannot fix it, report its conditions to the owner. 
 
6. If you borrow it, return it. 
 
7. If you use it, do not abuse it. 
 
8. If you make a mess, clean it up. 
 
9. If you move it, put it back. 
 
10. If it belongs to someone else, get permission before taking it. 
 
11. If you do not know how to operate it, leave it alone. 
 
12. If you do not know how to use it, do not use it. 
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Good Health Habits 
 
 
A habit is something we do without thinking.  Some habits are good, but some habits 
are bad.  Good habits will help us to be healthy and successful.  We can form good 
habits by doing right things over and over again.  When we begin to do them without 
thinking we have created a habit. 
 
Good health is important in working when working in an office because if you are 
sick you are unable to do your job. Good health doesn’t make other people unwell.  
 
Eating Habits 
 

 
 

 Wash your hands before you eat anything. 
 Eat meals at the same time each day. 

 Eat different kinds of food. 
 Wash fresh fruits and vegetables in pure water. 

 Do not eat a lot of sugar or candy. 
 Take small bites. 
 Eat slowly. 
 Chew your food well. 

 
Sleeping Habits 
 
 Do something quiet just before bedtime. 
 Go to bed at the same time each night. 
 Get at least six hours of sound sleep. 
 Go to sleep as soon as you go to bed. 

 
 
Habits for Skin Care 
 

 
 Wash your hands before you eat anything. 
 Wash your hands after being outside. 
 Wash your hands after you use the bathroom. 
 Keep your fingernails and toenails clean and short. 
 Do not put your fingers in your mouth. 

 Take a bath each day and use soap and clean water. 
 Wash your hair with shampoo when it is dirty or oily. 
 Dry yourself by rubbing hard with a clean towel. 
 Use your hair comb and hair brush. 
 Keep your comb and hair brush clean. 
 Do not allow others to use your comb and brush and do not use the comb or 

brush of someone else. 
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Eye Care 
 
Eye care is important in the office environment because you may spend a lot of time 
working on the computer, and your eyes need to be healthy.  
 
 Read in a place that has plenty of light 
 Make sure your eyes get proper rest 
 Have your eyes checked by a doctor 
 Do not look at the sun or other bright lights 
 If you wear glasses, keep them clean. 
 Wear sunglasses in the bright sunshine. 
 Be careful about allowing sharp objects near your eyes. 
 Be careful about dangerous liquids or gasses which will 

harm your eyes. 
 
Ear Care 
 
 Keep your ears clean. 
 Wash your ears with a clean, soft cloth and clean water. 
 Do not put things into your ears. 
 Protect your ears from getting hit. 

 
 
Good Health Habits 
 
Good health habits stop disease being passed to other people. 
 
 Cover your mouth when you cough. 
 Cover your mouth or nose when you sneeze. 
 Use only clean tissues. 
 Throw away used tissues. 
 Keep your hands away from your face. 
 Do not put pens or pencils or anything else in your mouth that is not clean. 
 Do not eat from food that someone else is eating. 
 Do not drink from cups or glasses that someone else has used. 
 Do not pick your nose or ears in public. 

 

 
Caring for Your Teeth 
 

 
 Young children should drink milk every day. 
 Do not eat a lot of sugar or candy. 
 Do not try to break anything or open anything with your teeth. 
 Brush your teeth after you eat. 
 Do not use someone else’s toothbrush. 
 Brush your teeth at bedtime. 
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Good Health and Good Habits Checklist 
 
 
 
 
  

 I sleep at least six hours per night. 
 I go to bed at the same time each night. 
 I eat a good breakfast. 
 I eat my meals at the same time each 

day. 
 I brush my teeth at least twice per day. 
 I keep my hair neat and clean. 
 I wash my hands after I use the 

bathroom. 
 I wash my hands before I eat. 
 I do not put my hands in my mouth. 
 I do not use cups or drinking glasses 

that someone else has used. 
 I read where there is plenty of light. 
 I cover my mouth when I cough or 

sneeze. 
 I do not put objects in my mouth. 
 I do not put things in my ears. 
 I eat my food slowly. 
 I clean my fingernails and toenails and 

keep them short. 
 I do not eat or drink too much sugar. 
 I scrub my skin when I take a bath. 
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The Business Letter 
 
 
Objectives: 
At the end of this lesson, you would have learnt: 
 
1. Introduction of a letter 
2. Format of the business letter 
3. Structuring of the content 
4. Types of business letters 
 
1. Introduction of a letter 

 
The letter is a very flexible and versatile medium of communication.     It can 
be used to: 

 
• Request, supply and confirm information and instruction 
• Offer and accept goods and services 
• Convey and acknowledge satisfaction and dissatisfaction 
• Request for and insist on payment / compliance 
• Apply for or resign from a job 

 
In order to be an effective letter-writer, you will need to master: 

• Display – putting your ideas on paper in a clear, correct and 
attractive manner 

• Style and tone in written English – content should be clearly and 
correctly expressed 

 
2. Format of the business letter 
 
The 11 Elements Checklist: 

• Letterhead 
• Reference 
• Date 
• Recipient’s name and address 
• Greeting / salutation 
• Subject 
• Substance / contents 
• Complimentary closure 
• Signature 
• Writer’s name and designation 
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• Enclosure / copy reference ( Writers initials in Capital and typists 
initials in lower case) 

 
 
Example: 
 

Seng Kheang 
25 Street 291 

Sangkat Boeng Keng Kang I 
Phnom Penh 

 
2 June 2000 
 
The Human Resource Manager 
JVC Computers 
35 Preah Sihanouk Blvd 
Sangkat Toul Kork 
 
Dear Sir or Madam, 
 
APPLICATION FOR POSITION OF SHORTHAND 
TYPIST, SALES DEPARTMENT 
 
I am interested in applying for the above position as 
advertised in The Cambodia Daily, 1 June 2000. 
 
I have certificates in Office Skills Training, MS Word 
and MS Excel from New Life Foundation.  I have also 
attended English classes at The New York Thilay 
Institute.  I am looking for a position where I can apply 
my skills. 
 
My full particulars and qualifications are shown in my 
Curriculum Vitae, which is enclosed. 
 
I can be contacted at the above address to attend an 
interview at your convenience.  I look forward to 
hearing from you soon. 
 
Thank you. 
 
Yours sincerely, 
 
 
 
Seng Kheang (Mr) 
 
Enc. 
 
SK/ls 

 
Your address 
 
 
 
 
Date 
 
Recipient’s address 
 
 
 
Salutation 
 
 
Subject 
 
 
 
 
 
 
Substance / contents 
 
 
 
 
 
 
 
 
 
 

 
 
 
Complimentary Closure 
 
 
 
Your name 
 
Enclosure 
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Letterhead 

- an official sheet of paper that is carefully designed and printed 
- contains the company’s logo, name, address, telephone, fax and e-

mail so that the recipient can reply to the letter. 
 
Reference 

- simply known as “ref.”, each letter will have its own reference so 
that it can be filed and retrieved easily.  Example:  Ref: JFH/hh 99.6 

 
Date 
The various date forms that are currently in use are: 
2/10/00 – used only in invoices, never in formal letters 
2 October 2000 – most commonly use in UK and European contexts 
October 2, 2000 – American style – avoid using this in UK and European 
contexts 
 
Recipient’s address 
It is written in this format: 
Name of recipient 
Designation of recipient 
Department 
Name of organization/company 
Address of organization/company 
 
Example: 
Ms Noun Sopheak 
Office Manager 
Finance and Administration 
Cambodia Shinawatra Pte Ltd 
567 Monivong Blvd 
Sangkat Boeng Keng Kang II 
Khan Daun Penh 
 
Salutation 
This opening greeting is usually paired with an appropriate Complimentary 
Closure. 
 
Subject heading 
This gives a short indication of the main subject of the letter.  It directs the 
reader’s thoughts to the context of the letter. 
 
Enclosure / Copy reference 
If you put something other than the letter in the same envelope, you must put 
“Enc.” at the end so that the reader is aware of the additional information. 
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3. Structuring the content 
 
 

Your address 
 
Date 
 
Recipient’s name 
Address 
 
Dear (name) 
 
SUBJECT HEADING 
 
The opening paragraph:  do not drive straight in with the detailed point of 
your message.  Just tell the reader what the context of the message is. 
 
Development of the message:  the middle paragraph(s).  It must explain 
why you are writing the letter, starting in logical order: 

• Chronological order:  explain a sequence of actions or events 
• Topic order:  Keep together points which are related to the same 

topic 
• Order of importance:  putting the most important point first draws 

the reader’s attention.  Less important details follow. 
 
The closing paragraph:  draw together the points you have made in a brief 
summary which will recall and put into perspective your main ideas.  This 
is also the place to state clearly what you want from the reader.  This is the 
last item on your letter.  It is also the clearest in his mind when he has 
finished reading your letter. 
 
“Thank you.” – always end your letter with a word of thanks, before the 
complimentary closure. 
 
Complimentary Closure 
 
 
 
 
Your name 
Your designation 
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Some Useful Expressions: 
 
Making Requests 
 
1. Please send me (something)… 
2. Please send (something) to me. 
3. Please send (something) to (somebody). 
4. Please send me information about (something). 
5. I would like (something)… 
6. I would like to (do something). 
7. I would be grateful if you would (do something)… 
8. I would be grateful if you would (do something) for (somebody). 
9. Will you attend to this matter? 
10. Would you therefore rush the item to us? 
11. Is it possible (to do something)? 
12. May I…? 
13. Would it be possible for me to …? 
14. May I hear from you no later than (date)? 

 
Responding 
 

1. I’m sending you (something)… 
2. I’m very pleased to receive your letter (or something). 
3. As you know… 
4. I’m sorry we’re out of (something)… 
5. I’ll get the item for you right away and send it out. 
6. I’m happy to know that (something)… 
7. As soon as I received your request I (did something)… 
8. Please write me soon. 
9. I’m looking forward to hearing from you. 
10. Please let me know if (something happened)… 
11. Don’t forget to (do something). 
12. We welcome you to visit us any time. 
13. Call, fax or email us at (your address)… 
14. For more information, please (do something)… 
15. Be sure to let me know (something)… 
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Tel:  023-721-193      Email:  cambodiaoutreach@camnet.com.kh 
 

 
 
 
 
June 21, 2000 
 
Ms. Nancy Hopkins 
Assistant Representative 
The Asia Foundation 
 
Dear Ms. Hopkins, 
 
On behalf of New Life Foundation, Phnom Penh, we want to heartily express our 
gratitude and joy upon receiving 147 books from The Asian Foundation.  The books 
will be placed in our Student Resource Center here at our offices.  We have a vision 
to build the Student Resource Center into a true multi-media resource center for not 
only the students who study regularly with us, but also to any student or others who 
wish to read, listen to music or watch videos.  Your generous contribution will help 
establish a good foundation to achieving our goal. 
 
We welcome you or one of your staff members to come and view our facilities at 
your convenience.  We are currently in the process of changing locations to a larger 
facility.  We anticipate being fully operational by 1 July 2000. 
 
Thank you again for your kind consideration. 

 
Chuck McCaul 
Director 
New Life Foundation 
 
Note:  Our offices and Student Resource Center is located at #50, Street 318, 
Sangkat Toul Svey Prey II, Phnom Penh. 
 
 
NOTICE WITH THIS LETTER: 
 
 It is a Full-Blocked Style letter.  The Heading, Date, Salutation and 

everything is on the left side of the page and the paragraphs are not indented. 
 This is a response of thanks letter. 



NEW LIFE FOUNDATION 
 
#50B Street 318, Toul Svey Prey II, Khan Chamkor Mon, Phnom Penh, 
Cambodia   
Tel:  023-368-060      Email:  012833468@mobitel.com.kh 
 

# 024 -2001 
 
April 6, 2001 
 
To:  The Director 

Department of International Organizations 
Ministry of Foreign Affairs and International Cooperation 
Phnom Penh 

 
From:   Charles McCaul 
   Country Director, New Life Foundation 
 
New Life Foundation presents its compliments to the Ministry of Foreign Affairs and 
International Cooperation and has the honor to request their assistance in extending 
the visa for the following foreign staff of our NGO: 
 
Name    Position  Nationality  Passport # 
 
Jennifer Ringer  English Teacher USA   #074464777 
 
Thank you for your kind consideration of this request.  New Life Foundation wants to 
take this opportunity to wish the staff of the Department of International 
Organizations its kind considerations.  We wish you all great success in the coming 
year. 
 
Regards 

 
Mr. Charles E. McCaul 
Country Director 
New Life Foundation 
 
 
NOTICE IN THIS LETTER: 
 
 The reference number is at the top of the page. 
 The date is in the American style 
 There is no “Dear Mr. Someone.”  Instead the letter opens with a “To:”  and 

“From:” 



TOPS 
TAIPAI OVERSEAS PEACE SERVICE 

 
Villa 06, Rue 222, Sangkat Boeung Keng Kang, DaunPenh, Phnom Penh, Cambodia 

P.O. Box 1078, Phnom Penh, Cambodia   Tel/Fax:  855-23-28672 
 
 
 

 
Government Ministries 
United Nations Agencies 
International and Non-Governmental Organizations 
 
 
OFFICIAL NOTICE 

 
Phnom Penh, 11 August 1998 

 
The Taipai Overseas Peace Service (TOPS) presents its compliments to the Ministry 
of Foreign Affairs and International Cooperation, all Government Ministries, United 
Nations Agencies, International and Non-Governmental Organizations in Cambodia 
and has the honor to inform you that Ms. Shu-Mei Hsu will complete her assignment 
as the Country Director of TOPS, Cambodia on the 15th August 1998, and Ms. Emms 
Deng has been appointed as the Country Director effective from August 16, 1998. 
 
The Taipai Oversees Peace Service avails itself of this opportunity to confirm to the 
above bodies the assurance of its highest consideration. 
 
Sincerely, 
 
 
 
 
Shu-Mei Hsu 
Country Director 
TOPS, Cambodia 
 
 
 
NOTICE WITH THIS LETTER: 
 
 The Heading is not necessary in the letter because the address of the 

sender is on the letterhead. 
 This is a formal letter.  The first and last sentences of this letter is the 

appropriate way to address the Cambodian government when sending 
a general letter (not to a specific person, but to a ministry). 

 Notice the way the date is:  day, month, year. 
 Notice that the country directors use Ms. In front of their name.   



      Mr. Teng Dara 
      #50 Eo Street 445 
      Sangkat Boueng Kok II 
      Khan Toul Kork 
      Phnom Penh 
      Kingdom of Cambodia  
 
 
      May 30, 2001 
 
Mr. Tim Browser 
Director New Life Foundation 
#50 B Street 318 
Sangkat Toul Svey Prey II 
Khan Chamkor Mon 
Phnom Penh 
Kingdom of Cambodia 
 
Dear Mr. Browser, 
 
As you know, I’ve worked at New Life Foundation for nine months as an 
English teacher.  During this time I’ve had the opportunity to improve my 
English speaking and teaching skills.  It’s been a wonderful experience for me 
and I want to thank you for the opportunity to work for NLF.  You have been a 
wonderful boss and I’ve grown to respect you a lot. 
 
However, after working at NLF for nine months already I feel I need to make a 
change in my career.  I have the opportunity to continue studying computer at 
the National School of Management.  This is a good opportunity for me to 
continue to develop my skills in an area in which I have an interest.  
Therefore, as of June 15, 2001 I will stop working at New Life Foundation.  
Please consider this my letter of resignation.  June 15 will be my last day at 
NLF. 
 
I want to thank you again for the opportunity to work with you and to know 
you.  I wish you and your organization the best in the future. 
 

Yours truly, 
 
 
 
Teng Dara 
English Teacher 
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#50B Street 318, Toul Svey Prey II, Khan Chamkor Mon 
Phnom Penh, Kingdom of Cambodia   
Tel:  023-721-193      Email:  cambodiaoutreach@camnet.com.kh 
 

 
 
 
 
February 26, 2001 
 
To:  FEBC 
From:  Chuck McCaul 
 
Dear Mrs. Sameoun: 
 
With this letter I would like to recommend Mr. Sam Phal Makara for a postion with 
FEBC.  I have known Makara as a faithful member of our church, disciple, and 
leader for almost six years now.  Makara’s personal integrity is blameless.  He is 
completely trustworthy. 
 
Makara has been involved with leading our praise and worship team for several 
years now, as well as being involved with our sound system.  Over the years Makara 
as expressed an interest in the technology side of music, TV and radio.  He started 
working for the Assembly of God Media Department, but due to the transition of their 
foreign staff the opportunity was closes.  After that Makara found a job with CBN 
Superkids, where he had hoped to be involved in the technical side of the work.  
After working in the office and direction of the organization for a year he quit the job 
in hopes of finding something more appropriate for his interests. 
 
Makara is highly motivated to learn about production of TV, Radio and music.  He 
volunteers in taking care of our sound system and helped with the installation of our 
new sound system when the crew from the United States came to install it. 
 
I would highly recommend Makara for any position with FEBC.  If you have any more 
questions about his ability or character, please don’t hesitate to call me. 
 
Regards 

 
Chuck McCaul 
Pastor 
New Life Fellowship, Phnom Penh 
 



Charles McCaul 
 

 

 

 

 

 

 

 

Charles McCaul has been married to Cynthia McCaul since 1974.  They have four children.  After 

serving as an assistant pastor at Valley Christian Center in Harrisburg, Oregon for 4 years and Eugene 

Christian Fellowship in Eugene, Oregon for 14 years they moved their family of 4 to Phnom Penh, 
Cambodia in 1995 where they assisted in laying the foundations and building up what is now the 

largest local church in Cambodia, New Life Fellowship, and serving on the Apostolic Team of New Life 

Fellowship of Churches in Cambodia.  Chuck is an author of more than 25 book and booklets focusing 
on Christian Leadership, Local Church Issues, Personal Growth and Bible-Related Studies.  Many 
of them have been written for the Cambodian Context and have been translated into the 
Cambodian Language.  Charles is also director of the Cambodian Leadership Institute. 

Written, audio and video lessons are available from Charles at the following sites: 

Email:   charles.edward.mccaul@gmail.com  

Facebook: Charles McCaul 

Twitter: @McCaulCharles 

WordPress: charlesedwardmccaul.wordpress.com 

SoundCloud: Charles McCaul Mentoring Growing Leaders 

YouTube: Mentoring Growing Leaders  

LinkedIn: Charles McCaul 

 

Many written, audio and video lessons are often available in both English and Khmer Language. 
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