Punctuality & Attendance

Understanding Job Rules:
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The Why Rule

1. You should always come to work unless you have a good reason why you are absent. This is the WHY rule.
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The When Rule
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If you have good reason for being absent, then you should give your employer enough time to find someone to take your place. When you inform your employer is important. This is the WHEN rule. 

The Who Rule

3. When you call in, make sure you talk to person in charge. Who you talk to is important. This is the WHO rule. 
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The HOW Rule

4. When you talk to your employer, your reason for missing work should be explained clearly and completely and given in a respectful way. How you make your explanation is important. This is the How rule.
Retaining Your Job:
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Two Reasons people fail to keep a job are:

1. Being late for work

2. Missing days from work

Definitions:

· Attendance- being at school or work every day

· Punctuality- being on time for school or work every day

· Tardiness- being late for school or work

· Absenteeism- not going to school or work

ATTENDANCE AND PUNCTUALITY ISSUES THAT MAY RESULT IN DISMISSAL (being fired from the job)

1. Failure to report promptly (on time) at the starting time of a shift or leaving before the scheduled quitting time of a shift without the specific approval of the supervisor.

2. Unexcused or excessive absenteeism (missing a lot days of work without a good excuse)

3. Failure to observe the time limits and scheduling of lunch or break time periods.

4. Failure to notify the supervisor (boss) promptly of unanticipated (emergency) absence or tardiness.

WHEN Should I Miss Work?

There are 2 types of reasons for missing work:

1. EMERGENCIES

2. SPECIAL OCCASIONS

According to the WHEN rule, you should give your employer as much notice as possible if you have to miss work. 

EMERGENCIES: Call ASAP (As Soon As Possible) - as soon as you find out you will have to miss work. You should give your boss at least 3 hours notice (or more), and the boss then has a chance to find someone to replace you.
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SPECIAL OCCASIONS: You almost always know about these long in advance. The boss expects you to give notice of this kind of absence before he/she makes up the work schedule. This is usually one or two weeks ahead of time, but check to see how much notice your employer needs.
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Put a checkmark in the box to decide whether the reason for missing work is an emergency or special occasions. How much time do you need to inform your employer/boss?

	
	ASAP

(Emergency)
	1-2 weeks

(special occasion)

	1. “I’m going on vacation.”
	
	

	2. “I have a doctor’s appointment.”
	
	

	3. “I’m sick in bed with the flu.”
	
	

	4. “I have to help my brother move.”
	
	

	5. “I want to go to a baseball game.”
	
	

	6. “I broke my leg.”
	
	

	7. “My brother came home from his military assignment last night. I haven’t seen him in a year. He’s leaving tomorrow.”
	
	

	8. “I want to go to my boyfriend’s graduation.”
	
	

	9. “I have a dentist appointment.”
	
	

	10. “There was a death in my family. I have to go to a funeral.”
	
	

	11. “I have to study for a semester exam.”
	
	

	12. “I have to go to my sister’s wedding.”
	
	

	13. “We are having a family get-together.”
	
	

	14. “I got in a car accident on the way to work and I’m in the hospital.”
	
	

	15. “My furnace is not working and it is below freezing. I have to stay home and get it serviced.”
	
	


Getting to Work on Time

Classwork Activity

Directions: Read each sentence. Choose the work from the list that best completes the sentence. Write the word in the blank


attendance

attitude

consideration


fired


dependable

excusable


promoted

shows


planning


reason

schedule

responsibility


on time

warning 

arrive

1. Every worker has a_______________________ to report to work at the assigned time.

2. If you are repeatedly late for work, you may get __________________.

3. You show __________________ for your boss when you call in to say you will be late.

4. Always tell the boss the _______________ for being late.

5. Being on time to work _________________ a positive attitude.

6. When your boss reviews your work performance: your ___________________ record is taken into consideration.

7. All workers have a ____________________ to follow.

8. If you are frequently late for work, you might not get ________________.

9. Some reasons for being late are ____________________ , others are not. 

10. You must learn to _____________ at work _______________________.

11. You may get a _______________________ from your boss if you are frequently late.

12. In case something interferes with your usual route to work, having an alternative route shows good ___________________________.

13. When you apply for a job, the employer will contact your current boss for a reference. He or she will ask about your ____________ towards work.

14. Every boss likes a ____________________ worker.

Telephone Etiquette 

Script Project
Directions: (NOTE: Each partner will submit a separate Script Project.)
1. Read the script individually and identify at least 15 telephone etiquette errors.

2. Discuss with a partner to compare and contrast each of the telephone etiquette errors.

3. Complete a Venn diagram (see example below) to illustrate your telephone etiquette errors that are similar to your partner in the middle and those that are different from your partner on each side.
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4. Collaborate with your partner to re-write the script using your knowledge of telephone etiquette, 6 basic customer needs, one/two-way communication, effective listening, responding assertively, verbal-nonverbal communication, ethics, work-style behaviors, and up-selling cross-selling that have been discussed in class.  

5. Each re-written script should clearly label at least 10 of these customer service concepts.

6. DUE: Thursday, 9-27-12
Script:

 Narrator: You're about to witness a typical interaction between a customer and the staff at Acme Hotel in Redding, CA.
Customer: (Walks up to desk) Hi. I'd like to confirm my reservation.

Clerk: (Waits awhile to notice customer) Huh?

Customer: I said, I'd like to confirm my reservation. I’ll be checking in on Saturday, March 24th.

Clerk: Just a minute. (Pause) Do you have a reservation?

Customer: Yes, I just said I had a reservation.

Clerk: Well what's your name?

Customer: My name is Mr. Smith.

Clerk: (Pause while checking records). We don't seem to have a reservation under that name.

Customer: Well, I made it over a week ago. My confirmation number is CRS13762.

Clerk: (Looking at records) Nope. Don't have it.

Customer: Well, I still need a room.

Clerk: Too bad! We're completely booked!

Customer: What do you mean, too bad! Somebody made a mistake here and it wasn't me!

Clerk: Hey! Don't yell at me, I only work here pal!

Customer: Well then, let me talk to the manager!

Clerk: Fine. (Clerk walks over to manager's office, explains problem, and puts him on the phone)

Manager: Yes sir. How may I help you?

Customer: Yes, I hope so. I made a reservation at your hotel over a week ago and your clerk tells me he doesn't have it in the system and that there's nothing he can do about it.

Clerk: Well that's right sir. If we don't have you in our system, we can't do anything about it.

Customer: I don't care about your stupid system! Do you have rooms available or not?

Clerk: Oh yes, we have rooms available, but they're for people with reservations.

Customer: But I do have a reservation!

Clerk: Maybe you do, but according to our records you're not in the system.

Customer: You've got to be kidding! Have you people lost your minds?  (Pause) So, what am I to do?

Manager: Well, we do hold some rooms for emergencies, but I don't have authority to release them. I'd have to call my regional VP.

Customer: Well? What are you waiting for!

Manager: (Goes back to his office and dials up VP) Ring –a- ding-ding! 

VP: (Answering his phone) Hello.

Manager: Hello Sir. This is Mr. Slacker at the Redding location!

VP: Where?

Manager: Redding. Redding, California. 

VP: (Pause-thinking) Oh yes. REDDING. Hello Mr. Slacker. What can I do for you?

Manager: I have a gentleman on the phone that's not in our system but says he has a reservation. I'm wondering if I can give him one of our extra reserved rooms. 

VP: Now, you know that's against our policy Mr. Slacker.

Manager: I know sir, but this customer is becoming very angry.

VP: OK. I'll contact the CEO and get back to you.

Manager: OK sir, I'll tell him. (Hangs up phone and addresses on the other line customer) Sir, my VP says he'll have to check with our president who has the standby list to see if he can release one of our rooms.

Customer: What? You've got to be kidding. Can't you people do anything on your own?

Manager: I'm sorry sir, but it's against our policy to release these rooms without checking first with our management. Please hold. It shouldn't take but a few minutes.

Customer: All right, but you better make it quick!

VP: (VP dials CEO) Ring-a- ding-ding!

CEO: (CEO picks up phone) Hello.

VP: Yes sir. This is Mr. Daffy. I'm wondering if we can release one of the rooms at the Redding facility for a guest claiming to have a reservation.

CEO: Well does he have a reservation or doesn't he?

VP: He says he does-- but it's not in our system.

CEO: Let me call you back in a few minutes. I'll have to check my records.

VP: (Dials up Manager) Ring-a –ding- ding!
Manager: Hello. 

VP: Mr. Slacker, this is Mr. Daffy. The president says he'll call me back in a few minutes for news on the room.

Manager: Yes sir thank you (hangs up phone & addresses the customer on the other line) Excuse me sir. It will be just a few minutes while my VP waits to hear from the president regarding your room.

Customer: Never mind --you lunatic!! I've had enough! I'm going to find a hotel that has some good customer service! (Right before hanging up the phone) See if I'll ever come back use your hotel again!

Manager: Suit yourself Mr….. 

VP: (VP dials up manager) Ring-a-ding-ding!

Manager: (Manager answers phone) Hello.

VP: Yes. This is Mr. Daffy again. The CEO says you can release that room. 

Manager: It doesn't matter now. The customer got tired of waiting, told me I was a lunatic, and decided to go to another hotel.

VP: OK. No problem. Bye.
