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ABSTRACT 

This research project was undertaken to determine to what extent 

in-service training programs were being offered to secretarial/clerical 

personnel by businesses in Montana. 

Questionnaires were mailed to 125 businesses in Montana. The 
surveyed businesses were limited to those located in cities with a 

population of 10,000 or more and which had a net worth of at least 

$1,000,000. The findings are listed in tables, which are followed by 

explanatory paragraphs to provide clarity for the reader. 

The conclusions were: 1. In-service training programs were 

offered to secretarial/clerical personnel in 36 percent of the firms. 
2. Fifty-seven percent of the businesses employ only 1-10 office 

workers. 3. To improve workers' efficiency is the primary reason the 

businesses offer in-service training to their office workers. 

4. Management initiates the idea for in-service training; however, 

the office personnel have input concerning what topics are covered. 

5. Most of the in-service training programs are conducted on an 

informal basis, whether the program is for an individual or for a 

group, 6. Both employers and employees most often request training in 

the area of skills specific to their particular firm. 7. The in- 

service training programs are usually conducted during regular office 

hours, and the employees receive paid time for participating. (8^, The 

employees' goals for completing a specific training program include an 

increase in productivity, a wage/salary increase, a promotion, or 

personal growth. 9. The training programs are most likely designed 
by the personnel director or the office manager. 10. The personnel 

director and the office manager usually do the actual training. 

11. The topics covered in the training programs are different from 

the courses taken by students in the public school system 97 percent 

of the time. 12. Ninety-seven percent of the in-service training 

programs conducted by business and industry for their secretarial/ 

clerical personnel have been cost effective and will be continued. 

Major recommendations made in regard to the study were: 

1. Training programs should be offered to office workers to increase 

workers' productivity and to improve employee' morale. 2. Firms 

should concentrate their training efforts on specific needs rather 

than on basic office skills. 3. Office managers/supervisors should be 

trained in office skills and teaching techniques since they will be 

organizing and conducting the training programs. 4. Only those pro¬ 
grams which are cost effective should be continued. 



CHAPTER I 

. INTRODUCTION 

Although public schools provide young people with a general 

education and vocational technical institutes do an admirable job in 

teaching skills (Cenci, 1966:3), learning does not end when formal 

schooling has been completed. Education is a lifelong process, and 

people need to keep abreast of the continuous changes being made 

around them. 

One area in which rapid changes are being made is that of 

business and industry, and educational programs do not shift and 

change rapidly enough to assure currency of occupational courses with¬ 

out any lag. (Cenci, 1966:3) Cenci goes on to state that the answer 

has been and will continue to be found in organizational training 

programs. 

In 1978, Keeling et al., (422) stated the following: 

So that office workers can function effectively 

in an environment with ever-changing technology and 

changing employee needs, companies spend a great deal 

of time, energy, and money annually for training and 

development programs. Well-defined recruiting, hiring, 

and orientating procedures may be established, but 

the process cannot end there; for even the best 

office workers can grow stale, especially today when 

employees' knowledges and skills are outdated quickly. 

As a result, this investigator has become interested in training 

programs which have been established to assure occupational competency 

in the office. 
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Statement of the Problem 

This research study was undertaken to determine whether or not 

businesses in Montana provide in-service training programs for their 

office personnel. 

The specific questions to be answered as a result of this study 

include: 

1. Do the larger business firms in Montana offer in- 
service training programs to their office personnel? 

2. Why do businesses participate in these programs? 

3. Who initiates the idea for a specific training course, 

and who decides which topics are covered? 

4. Are the programs set up on a formal or an informal 
basis? Are they conducted on an individual basis, 

a group basis, or both? 

5. What specific training seems to be requested most 
by the office workers in the larger business firms 

in Montana, and what courses seem to be promoted 

most often by the employer? 

6. What is the motivation for employees for participating 

in the in-service training programs? 

7. What are the employees’ objectives for completing any 

specific program? 

8. Who is in charge of organizing the in-service training 

programs? 

9. Who actually does the training in the in-service 

training programs? 

10. Was similar training available to the employees in the 

public education system? 
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11. Have the training programs been cost effective and will 

they be continued? 

Need for the Study 

This study is important because it concerns people , . . people 

who learn, work, and unite to form a successful business. In-service 

training programs are important because they involve the training of 

those people to be productive, efficient, and desirable employees. 

Johnson (1969:69) said: 

There are times when an employee must change in 

many ways: develop new work habits, gain different 

perspectives; respond favorably to different types of 

supervision; adjust his thinking to new problems; adopt 

a different time schedule of work. 

In-service training programs can provide the setting for 

positive change. 

Little research, however, was found by this writer in the area 

of in-service training programs conducted by business and industry 

for their office personnel. In its section on Adult Education, the 

Delta Pi Epsilon Research Bulletin No. 5 (1979:4) indicates the need 

for and encourages a study of this kind. 

Limitations of the Study 

The following limitations were placed on this study: 

1. Participating firms were limited to those conducting 
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business in the State of Montana in cities which have 

a population of 10,000 or more. 

2. The firms participating in this study were limited to 

major businesses with an indicated net worth of 

$1,000,000 or more, as indicated in Dun & Bradstreet’s 
Million Dollar Directory, Volume I, 1980. (1979:4393) 

3. The in-service training programs were limited to those 

conducted strictly for office personnel classified as 

secretarial or clerical. 

4. Research material was limited to that found in the 

Roland R. Renne Library, Montana State University; 

Dr. Daniel Hertz’s personal library, School of Business, 

Montana State University; and in the personal library 

of this writer. 

Definition of Terms 

The following definition of terms are presented to assist the 

reader. 

In-Service Training Programs 

The programs set up by business and industry to train their own 

personnel. 

Office Personnel 

Those office workers classified as secretarial or clerical 

personnel. 

Larger Business 

Those businesses with an indicated net worth of $1,000,000 

or more. 

Company Representatives 

Those individuals representing a specific firm whose job 
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it is to train office workers in the operation of their 

company's equipment. 

Organization of the Study 

This research project is organized into five chapters. Chapter 

one is the statement of the problem, the need for the study, the 

limitations of the study, and the definition of terms. 

Chapter two includes a review of literature and has been divided 

into three distinct sections, as follows: 

1. What is In-Service Training? 

2. Why Provide In-Service Training? 

3. How are the In-Service Training Programs Organized 

and Conducted? 

Chapter three is a review of the procedures used in completing 

this project. This chapter covers the sources of data, design of the 

survey instrument, administration of the survey instrument, and 

compilation and analysis of the data. 

Chapter four contains the results of the study. Findings of the 

questionnaire are presented and analyzed. 

Chapter five summarizes the study. It also includes the conclu¬ 

sions and recommendations for this research project. 



CHAPTER II 

REVIEW OF LITERATURE 

The purpose of this chapter was to review recent literature 

published in the area of in-service training programs for office 

workers. Since no studies were found which narrowed down the training 

programs to those designed specifically for secretarial and clerical 

personnel, the information presented is general in nature and covers 

training for a variety of office employees. 

This chapter includes a review of literature in the following 

areas: 

1. What is In-Service Training? 

2. Why Provide In-Service Training? 

3. How are the In-Service Training Programs Organized 

and Conducted? 

What is In-Service Training? 

"Training is the process of exposing trainees in a systematic 

way to a series of events, experiences, and materials that, in them¬ 

selves, comprise opportunities to learn." (Keeling, et al., 1978:422) 

In-service training programs, therefore, are the programs set up by 

business and industry, whether formally or informally, to train their 

own personnel. They are the answer by which business and industry 

attempt to bridge the gap between both general education and voca¬ 

tional education with the job skills specific to any one firm. 
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Although most training programs conducted within a firm formally 

emphasize management skills for supervisory personnel (Cenci, 1966:3) 

the total emphasis here will be on clerical/secretarial employees. 

Why Provide In-Service Training? 

Business firms have developed extensive education and training 

programs in response to the changing learning needs of employees. 

The College of Business Administration at Oklahoma State University, 

in its brochure entitled "Training and Development for Business," 

described reasons for training employees as follows: 

Why has training and development become so important 

for industry? Partly because of the need to accommodate 

the turnover and growth in personnel. As employees 

quit, retire, or are promoted to new jobs, other employees 

must be taught to take over their duties. Too, new 

needs are constantly emerging because of ventures into 

new products, because of new knowledge and because of 

new methods and techniques. 

Increased education and training activities also 

stem from the need to improve the skills and performance 

of employees in their present jobs. As more skill is 

required for jobs, the potential for improvement in the 

quantity and quality of work increases. Thus training 

is viewed by management as an investment in human 

capital. 

All learning does not happen in traditional ways, and in-service 

training programs provide an option for businesses in educating and _ 

developing their employees. 
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Reasons given by businessmen (National Business Education 

Association, 1970:305) for providing in-office education programs are 

1. To orientate beginning office employees to company 

policies, procedures, and terminology. 

2. To help the beginning office employees meet the 

required company standard in shorthand and type¬ 

writing skills. 

3. To provide additional instruction for young 

employees to help bridge the gap between school 

achievement and the requirements of business. 

4. To provide specialized training in operational 

procedures. 

5. To provide experienced office employees with 

training to improve their performance on the job. 

6. To meet the demand for skilled office employees, 

7. To keep up with technological changes by providing 
instruction in the operation of new business 

machines. 

8. To accelerate and control the training process in 

order to meet the needs of the company. 

9. To reduce turnover and make possible opportunities 

for promotion within the company. 

10. To provide a service to the employee by making 
training available and by helping the employee to 

gain advancement through training. 

Each of these reasons is included and discussed in one of the 

following sections. 
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Orientation Training 

Orientation training is "an effective tool for improving employee 

satisfaction, developing workers and contributing to organizational 

goals." (Kanouse and Warihay, 1980:34) 

The orientation should be well planned and implemented so that 

a sound relationship develops between the manager and the employee; 

so that the wasted time and the confusion that occur when a new 

employee is brought into an office is minimized; and so that a uniform 

understanding is reached on such issues as job responsibilities, staff 

meetings, salary and money policies, employee expectations, and time 

on the job. The program needs to be presented in a setting which is 

conducive to the needs of both the new employee and the employer. 

For example, a large firm with frequent turnover may conduct a formal 

in-service orientation program for a number of new employees at one 

time; however, a small firm may appoint someone to simply show the 

new employee around and see that he/she gets a copy of the company's 

procedure manual. Questions would be answered on an "as needed" 

basis. 

Training can produce several results in preparing new 

employees for the job. First, it can serve as an 

exploratory experience which can either reassure the 
employee of his choice of job or show him his inadequacy 

or dislike for the job he will perform. Separation at 

this point will be less costly than discovering too 

late that the employee is either unsatisfactory or dis¬ 

satisfied. (Cenci, 1966:5) 
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An effective orientation program can result in the following 

mutually beneficial outcomes (Kanouse and Warihay, 1980:35): 

• It begins the employer/employee relationship on a 

positive note. 

• It facilitates the learning process by reducing the 

personal anxiety commonly caused by a new or changed 

work setting. 

• It provides uniform guidelines to training, which 

reduces EEO (Equal Employment Opportunity) problems. 

• It addresses needs of all workers in a changed environ¬ 

ment, not only new employees. 

It balances company needs for productivity with 

individual needs for self-esteem. 

• It places the responsibility for the orientation 

process where resultant benefits will be greatest. 

Skills Training 

When an office employee is hired to perform a skill, he/she 

usually is competent in that specific area. Some skills, however, 

may need sharpening and others may need to be totally learned by all 

employees. 

A firm would have to keep a close eye on the cost effectiveness 

of training programs in the area of skill training. For example, 

"It would be costly and burdensome to train a new typist on a typing 

job before she (he) could type." (Johnson, 1969:70) And when 
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accuracy is essential, an employee must be able to do the work before 

jobs are assigned. 

Work Training 

Johnson (1969:70) discussed the importance of smoothing out the 

transition period created when personnel are placed in an unfamiliar 

work setting, as follows: 

Work training includes adjusting to particular work 

situations. Once one has learned how to fit into a work 

situation, the work seems easy, but before one learns, 

considerable time and effort may be wasted. 

This type of training applies to new employees as well as 

employees who have been transferred to a new department or who have 

been given a different assignment in the same work area. 

The Making of a Good Employee 

More and more businesses are hiring the individual first and 

then training him/her to work efficiently and to develop a sense of 

doing something worthwhile. 

Johnson states (1979:67) that: 

. . .proper training enables an employee to become 

proficient in a shorter time than he would take if he (she) 

were not trained. This applies not only to new employees 

but also to present employees who need retraining or who 

are transferred to new positions. 

Effective training prepares employees to take over 
job responsibilities quickly, creates better morale by 

orientating the new employee efficiently, leads to smooth 
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office operation, and saves money. The sooner you can 

fit an employee into a smoothly functioning operation, 

the easier it is to maintain harmonious office relation¬ 

ships. 

Keeping Up With Technology 

In this age of innovation and advanced technology, job categories 

and occupational requirements are bound to change. "New products, new 

materials, new methods, and new needs add to the impact of automation 

upon industry.” (Cenci, 1966:3) 

The same applies to automation in an office. While basic job 

skills (i.e., those learned in typing, records management, shorthand, 

and machines courses, etc.) are needed, the equipment, methods, and 

needs of those skills are changing. Cenci states (1966:3) that 

"A greater emphasis should be placed on job-skill programs as jobs 

become increasingly more specialized." 

The prospect is that electronic computers and other 

automatic office equipment will take over the repetitive 

clerical jobs and increase the need for more highly skilled 

office workers. These workers will be the people who can 

think and use the vast amount of computer-produced data 

to help fulfill the objectives of the business office— 

to get the necessary work done in the most efficient way 

and at the least possible cost. (Curchack and Parzych, 

1977:5) 

The typewriter is one piece of equipment that is changing quite 

rapidly. Automatic typewriters and word processing equipment are 
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replacing electric typewriters in many offices, and as quoted by 

Curchack and Parzych (1977:245): 

. . .the automatic typewriters, new as they are, 

seem destined to be replaced by mini-computers that can 

do a faster and better job of storing words, permit easier 

editing, allow for speedier retrieval of needed material, 

and automatically type out copy in the desired format at 
double the typewriting speeds of most of the automatic 

typewriters. 

Economic Demand 

Another major reason business is finding it important to accept 

some responsibility for training is because of "a tight labor market, 

especially for skilled employees." (National Business Education 

Association, 1970:309) 

Although unemployment has long been an economic problem in our 

society, today’s problem is a shortage of people who are prepared to 

fill the jobs that currently exist. As a result, businesses have 

become involved in two types of training programs, as follows: 

. . .programs which provide basic education both 

to the undereducated already employed with the company 

and to the hard core unemployed seeking employment and 
skill development programs which provide skills training 

and upgrading for promotion into higher level unfilled 
positions. (National Business Education Association, 1970:301) 

Advancement Within the Firm 

"Career ladders are not new to American society or to American 

offices." (Curchack and Parzych, 1977:212) Very often an office 
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employee will take a good look at their job and wonder where it will 

take them. For example, a clerical employee who is not willing to 

learn may.be a clerk for quite some time. It would mean continued 

study on their own or in evening classes in order to advance up the 

secretarial ladder. On the other hand, a beginning secretary who 

wishes to advance to a position of greater responsibility and higher 

pay, whether it is as an administrative secretary, a correspondence 

secretary (in a word processing center), or as a private secretary to 

the firm president, must learn as much as he/she can. 

The following paragraphs define and compare several office 

positions. With in-service training and a polishing of skills, a high 

caliber employee could continue to advance within the firm. (Culver 

and Jevons, 1973:3) 

Stenographers are primarily responsible for taking 

dictation and transcribing letters, memorandums or reports. 

In large firms they frequently work in centralized 

"pools," where dictation loads can be equated and 

standards of transcription can be maintained. However, 

in small businesses, they may be called upon to answer 
telephones, serve as receptionists, or operate duplica¬ 

tors, calculators, and similar office machines. 

The duties of the secretary differ from those of 

the stenographer in the following respects. In addition 

to taking dictation and transcribing, the secretary 

may be asked to compose the routine letters of the office 

without the help of the employer and to assist in other 
writing projects, such as taking notes for articles and 

speeches, preparing rough drafts for bulletins and 

brochures, and writing or editing house organs. She (he) 

is also given more responsibility in connection with 
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meeting office callers and screening telephone calls. 
In some instances the secretary is requested to handle 
personal financial records or compile statistical data 
for reports. She is usually responsible for the 
executive's files (and perhaps for all the files if the 
business is small), for scheduling work, time, and 
appointments, and for maintaining attractive surroundings. 

The classification of "executive secretary" is often 
assigned to a top executive's secretary who has responsi¬ 
bilities resembling those of an assistant. The designation 
of "private secretary" is usually reserved for the 
secretary of a professional man or woman or a person 
whose affairs are not connected with a company or firm. 

Advancements do not happen overnight. They call for study, 

experience, and the acceptance of more responsibility. One way to 

master the skills of the profession, keep abreast of the happenings 

of the company, and advance in the office is through the completion 

of in-service training programs. "Progressive businesses are 

attempting wherever possible to upgrade secretarial employees because 

they have a splendid knowledge of the company." (Morrison, 1979:13) 

In addition to considering the employee benefit of advancing up 

the secretarial/office career ladder, many firms are realizing the 

advantages of in-house promotions. Johnson states (1969:16) that: 

. . .the individual promoted within the firm has 
a better chance to succeed because he (the employee) knows 
the firm and the firm knows him. The cost of training a 
higher level employee is reduced when he is already in 
the firm. The total cost of training him for the new job 
plus training his/her replacement probably will be less 
than training an outsider for the higher job, even when 
one considers both training costs and the time needed to 
make the individual effective in the new position. 
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Changlng Jobs Within the Firm 

When work becomes dull or routine, many people long for a change. 

Whether or not that change is made within the same company will vary, 

but the work should be stimulating and fulfilling to the employee. 

Morrison (1979:13) talks about changing jobs within the firm, as 

follows: 

For some people, mastery of the skills of their 

profession—in the case of the secretary, the ability 

to use shorthand, transcribe, handle telephone calls, 

and so on—may not provide sufficient incentive. The 

highly skilled executive secretary may see her (his) 
work as routine and long for a new challenge or an 

outlet for creative talents. 

In-service training would help make a change in jobs within the 

firm possible. 

Personal Development 

After taking a realistic self-appraisal, many office workers find 

something with which they are unhappy. And since the human resources 

of any firm actually represent what that particular firm stands for, 

in-service training may be necessary to develop the self-image and 

self-confidence which should be communicated to others. 

nWhat workers want most is a feeling of self-worth and what 

organizations want most is profitable self-perpetuation. . ." 

(Kanouse and Warihay, 1980:38) Organizations can meet their own and 
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their employees * goals if they deal with human resources. Peoples? 

desire for a richer quality of life in their everyday lives and on 

the job can be accomplished through a successful personal development 

program. 

How are the In-Service Training Programs Organized and Conducted? 

Before an in-service training program for secretarial/clerical 

employees can be organized and conducted, the firm needs to determine 

whether or not a program is necessary. 

Employees, supervisors and managers should all have input on what 

training is needed: What should the employee know? What should he/ 

she do well? A job analysis should answer those basic questions, and, 

from that information, objectives for training can be written. 

"One should not go about determining training needs in a hit-or- 

miss fashion. Rather, one should establish objective techniques and 

approaches that provide measures of qualities desired." (Johnson, 

1969:72) 

Who Does the Training? 

While some firms set up and conduct their own programs, others 

purchase packaged programs from private firms and use their own 

personnel or special consultants as trainers. Company representatives 

(such as those from IBM, Kodak, Lanier, Mountain Bell, and others), 
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businessmen/women, or office education personnel could be contacted 

regarding the instruction of a specific course. 

The office manager or supervisor may handle training in a smaller 

firm. Large businesses, however, often have someone who devotes all 

their time to training. 

A masters degree is offered through the College of Business 

Administration at Oklahoma State University, for example, to students 

interested in preparing for businesses positions involving training 

responsibilities. "The training and development for business degree 

combines business content courses with courses emphasizing methods of 

teaching and training employees." ("Training and Development for 

Business") An internship with a cooperating business firm is an 

optional part of the program. 

Extra Considerations 

Witherow talked about the problems that have been encountered 

when training programs are offered at a company location. She said: 

You need to find instructors for one or two hours 

during the regular working day as companies may 

want to compensate employees by providing instruc¬ 

tion on company time. 

• You need to find a location to hold the class when 

a training room and adequate equipment are not 

available at the company site. 

You may find security for employees parking for after¬ 
hour training to be a problem. (1979:23) 
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When a company offers in-service training programs, an increase 

in supervisory responsibility occurs. The person who is put in charge 

needs to make sure that the instruction is tailored to the needs of 

the firm, that the scheduling is flexible, and that the costs for 

conducting such a program are reasonable. 

Summary 

This chapter has given the reader an understanding of what 

in-service training is and why such programs are offered by business 

and industry to their own office personnel. The following reasons 

for offering in-service training, as given by businessmen, were 

discussed: 

1. Orientation Training 

2. Skills Training 

3. Work Training (placing an employee in an unfamiliar setting) 

4. The Making of a Good Employee (increased efficiency) 

5. Keeping Up With Technology/Automation 

6. Economic Demand (tight labor market) 

7. Employee Advancement Within the Firm 

8. Changing Jobs Within the Firm 

9. Personal Development (employee growth) 
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To avoid problems in developing and conducting an in-service 

training program for office personnel, considerations should be made 

toward necessity, employer and employee objectives, content, 

instruction, location, and cost. 



CHAPTER III 

PROCEDURES 

This study was undertaken to determine whether or not the 

larger businesses in Montana were offering in-service training to 

their office personnel. The purpose of this chapter was to describe 

the procedures followed in completing the study. 

The following areas were examined: 

1. Sources of Data 

2. Construction of the Questionnaire 

3. Administration of the Survey Instrument 

4. Analysis of Data 

Sources of Data 

All of the sources of data were obtained by questionnaires sent 

to businesses in Montana which have an indicated net worth of 

$1,000,000 or more and which are located in a city whose population 

is at least 10,000. A total of 125 businesses in Montana met those 

limitations. 

Data for the review of literature was obtained from the Roland R. 

Renne Library, Montana State University; from the private library of 

Dr. Daniel Hertz, School of Business, Montana State University; and 

from the private library of the writer of this research project. 
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Construction of the Questionnaire 

The review of literature provided the basis for the content of the 

questionnaire used in this study. The questionnaire (Appendix B, page 

73) contained questions relating to the following areas: 

1. Does your company offer in-service training programs 

to its office workers? 

2. What are the reasons for offering such programs? 

3. Who initiates the idea for training programs/courses, 

the secretarial personnel or the management? 

4. What topics are most commonly covered? 

5. Who does the actual training? 

6. Have post-training responses by participants been 

positive? 

7. Have the cost involved, per trainee, been 

reasonable? 

8. Does your firm plan on continuing its training 

programs for its secretarial/clerical personnel? 

The initial questionnaire was reviewed by the BuEd 524 Research 

in Business Education class on February 23, 1981. Revisions were 

made to clarify the questions and the revised form was approved for 

use by Dr. Daniel Hertz on March 2. 

Administration of the Survey Instrument 

On March 12, 1981, each major business in Montana which was 

selected to be included in the survey was sent a questionnaire. 
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A cover letter (Appendix A, page 72) accompanied the questionnaire 

explaining the purpose of the study. A stamped, self-addressed 

envelope was included for the convenience of the respondent in hopes 

of insuring a high percentage of return. 

After three weeks, 84 of the 125 questionnaires (67 percent) had 

been returned. On April 8, four weeks after the first mailing, 

41 questionnaires were sent to the businesses which had not responded. 

A stamped, self-addressed envelope was again enclosed with the survey 

instrument, and a new cover letter was also included (Appendix C, 

page 78). By April 22, eighteen additional forms were returned and a 

82 percent (102 of 125) return had been achieved. 

Analysis of Data 

The primary purpose of this study was to determine to what 

extent the larger businesses in Montana offer in-service training 

programs to their secretarial/clerical personnel. Information was 

gathered on the businesses regarding their reasons for offering such 

training, what topics were most commonly covered, how the training 

programs were designed and conducted, whether or not the programs had 

proven to be cost effective, and whether they will be continued. 

The results of the survey were reported in tables. An examina¬ 

tion was made of the number of replies to each question (and percent 
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of total response to each reply); the ranking of specific reasons for 

offering in-service training programs; the listing, in rank order, of 

specific topic areas/courses requested by employees and promoted by 

employers; and any additional comments made by respondents. Along 

with each table is an explanatory paragraph describing the tabulated 

data. The statements were presented to provide clarity for the reader. 

In questions where a"Yes" or "No" response was solicited, the 

tables were set up listing the number of replies to each question and 

the percent of the total responding to each possible answer. 

Where a variety of possible answers were listed or where the 

respondent wrote in his/her own answer, the tables were set up to show 

the total number responding to each question, the listing of possible 

answers to each question, and the percent responding to each answer. 

Comparisons were made between those businesses employing a large 

number of secretarial/clerical workers and those employing only a 

few office personnel. One analysis was made of the number of 

secretarial/clerical employees in firms and whether or not training 

programs were offered. Another table analyzed the number of employees 

in the firms in order to find out if this had a bearing on whether or 

not training was offered and what size of employee groups were most 

likely (and least likely) to receive in-service training. 



-25- 

The preceding description for analyzing the data relates to 

Chapter IV in which the writer presents, analyzes, and interprets the 

data concerning in-service training programs offered by business and 

industry for their office personnel. After analyzing the results of 

the study, conclusions and recommendations were made. The conclusions 

and recommendations are presented in Chapter V of this study. 

•I 



CHAPTER IV 

RESULTS 

Introduction 

This chapter contains the results of the study. Findings of the 

questionnaire, which was sent to 125 of the larger businesses in 

Montana, are presented and analyzed. (See Appendix D, page 79, for 

a complete list of the surveyed businesses.). 

The primary objective of mailing the survey instrument to 

businesses was to gather information concerning each firm's training 

practices. The purpose of this study was to determine to what extent 

in-service training programs were being offered to the businesses’ 

secretarial/clerical personnel. 

The questionnaire contained twenty-three questions, eighteen of 

which were multiple choice and five of which were fill in the blank. 

The final question provided ample room for respondents to make com¬ 

ments of any nature. 

Questionnaires (Appendix B) were received from 102 of 125 

businesses in Montana. Eight of the 102 questionnaires returned were 

not answered—four were opened and returned, and the remaining four 

were marked "return to sender" by the Postal Service. The information 

contained in the 94 completed questionnaires is presented and analyzed 

in the tables and explanatory paragraphs which follow. 
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Presentation of Data 

Of the 102 businesses that returned the questionnaire, 37 (36 per 

cent) offered in-service training programs to their secretarial/ 

clerical personnel. Fifty-seven (56 percent) of the firms did not 

offer in-service training, and eight of the firms (8 percent) did not 

respond to the questionnaire. This information is contained in 

Table 1 below. 

TABLE 1 

FIRMS OFFERING IN-SERVICE TRAINING 

Responses 

Number 

Responding 

Percent of 

Response 

Yes 37 36% 

No 57 56 

No Response 8 8 

Total Response 102 100% 

The following four tables compare the number of secretarial/ 

clerical employees per firm and whether or not each firm offers in- 

service training programs. 

Table 2A, page 28, lists the number of office workers employed by 

the firms answering the survey. Although the question was left open 
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to the respondents, the answers have been grouped to show similar firm' 

size and to simplify the reporting. 

TABLE 2A 

NUMBER OF EMPLOYEES PER FIRM 

Number of 

Employees 

Number 

Responding 

Percent of 

Response 

1-10 54 57% 

11-25 17 18 

26-50 14 . 15 

51-99 3 3 

100-100+ 4 5 

No Response 2 2 

Total Response 94 100% 

Of the 94 businesses responding to the questionnaire, 54 of them 

(57 percent) employ 1-10 office workers; 17 (18 percent) employ 11-25 

office workers; 14 (15 percent) of the firms have an office staff of 

26-50; 3 firms (3 percent) have an office staff of 51-99; and 4 firms 

(5 percent) have as many as 100 or more secretarial/clerical personnel. 

Two of the respondents (2 percent) did not indicate the number of 

office workers in their firm. 
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Table 2B lists the mean (mathematical average) number of employees 

per firm as 19. The mode (most frequent number of office workers 

listed by respondents) was 3, and the median was 7 (half of the respond 

ing firms had less than 7 secretarial/clerical workers and half had 

more than 7.) 

TABLE 2B 

NUMBER OF EMPLOYEES PER FIRM 

Mathematical Calculation 
Number of 

Employees 

Mean (average) 19 

Mode (most frequent) 3 

Median (middle) 7 

A comparison was then made between the number of secretarial/ 

clerical employees in each firm and whether or not the firm offered 

in-service training programs. Table 2C, page 30, presents the data, 

and the percentages for each grouping of employees are enclosed in 

parentheses. 

In the 54 firms with 1-10 office workers, 15 (28 percent) offered 

in-service training programs and 39 (72 percent) did not. Eight of 

the seventeen firms (47 percent) employing 11-25 secretarial/clerical 
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had training programs, while 9 (53 percent) had none. Out of the 

14 firms indicating they had 26-50 office workers, half of them 

(7 firms) offered training and half did not. Three firms employed 

51-99 office personnel, and two-thirds (2 of 3 firms).offered in- 

service training programs while one-third (1 of 3) did not. Four 

businesses indicated they had 100 or more secretarial/clerical workers 

within their firm. Three of those four businesses (75 percent) offered 

training and one firm (25 percent) did not. Two respondents did not 

indicate how many office workers were employed by their firm. 

TABLE 2C 

COMPARISON OF NUMBER OF EMPLOYEES IN FIRMS 

AND WHETHER OR NOT IN-SERVICE TRAINING IS OFFERED 

Type of Firm 

Num ber of Employees 

1-10 11-25 - 26-50 51-99 100+ NR 

Firms with training 15 8 7 2 3 2 

(28%) (47Z) (50%) (67%) (75%) (100%) 

Firms without 39 9 7 1 1 0 

training programs (72%) (53%) (50%) (33%) (25%) (0%) 

Total response 54 17 14 3 4 2 

(100%) (100%) (100%) (100%) (100%) (100%) 
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Table 2D analyzes the number of employees in the firms in order 

to find out if this had any bearing on whether or not training was 

offered. It shows the firms’ sizes that were most likely (and least 

likely) to offer in-service training programs for their secretarial/ 

clerical personnel. 

TABLE 2D 

NUMBER OF EMPLOYEES PER FIRM—SHOWING SIZE OF 

FIRMS OFFERING TRAINING AND SIZE OF FIRMS WITHOUT TRAINING 

Number of 
Employees 

Firms With 
Training Programs 

% of 
Total 

Firms Without 
Training Programs 

% of 
Total 

1-10 employees 15 41% 39 68% 

11-25 employees 8 22 9 16 

26-50 employees 7 19 7 12 

51-99 employees 2 5 1 2 

100+ employees 3 8 1 2 

No Response 2 5 0 0 

Total Response 37 100% 57 100% 

Of the 37 firms having in-service training programs for their 

secretarial/clerical personnel, 15 of them (41 percent) are firms with 

1-10 employees; 8 businesses (22 percent) have 11-25 office workers; 
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7 firms (19 percent) employ 26-50 people; 2 firms (5 percent) are 

businesses with 51-99 office workers; and 3 firms (8 percent) employ 

100 or more secretarial/clerical personnel. Two firms did not respond 

to the question regarding number of office employees. 

The following two tables show the answer obtained to the following 

question: "Does your firm rely entirely on the local school system to 

promote and carry out in-service training for your secretarial/clerical 

personnel?" 

Table 3A tabulates the answers given by the businesses who filled 

out the questionnaire.. Twenty-eight of the 94 respondents (30 percent) 

rely entirely on the local system for training, while 63 firms (67 

percent) do not. Three businesses (3 percent) did not respond to this 

question. 

TABLE 3A 

FIRMS RELYING ON SCHOOL SYSTEM FOR TRAINING 

Responses 
Number 

Responding 
Percent of 
Response 

Yes 28 30% 

No 63 67 

No Response 3 3 

Total Response 94 100% 
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The firms which do not rely on the local school system for 

training their secretarial/clerical personnel were compared to those 

firms offering in-service training programs. The following data was 

obtained. 

TABLE 3B 

NUMBER OF FIRMS OFFERING TRAINING 

WHICH DO NOT RELY ON SCHOOL SYSTEM 

Responses 
Number 

Responding 
Percent of 
Response 

Yes 34 54% 

No 29 46 

No Response 0 0 

Total Response 63 100% 

Of the 63 businesses not relying on the local school system for 

training, 34 of them (54 percent) do provide in-service training pro¬ 

grams to their employees. The question that arises from this comparl 

son, then, is what do the 29 firms (46 percent) who do not offer 

in-service programs nor rely on the schools do for their training 

needs? 
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The following series of tables and explanatory paragraphs deal 

with the organization of the in-service training programs within each 

firm. Table 4 lists the results of Question 4 on the survey instru¬ 

ment, which read as follows: "Who initiated the idea for offering 

in-service training to your office workers?" Each respondent chose 

one of three possible answers, as shown in the table below, 

TABLE 4 

INITIATOR OF IDEA FOR OFFERING IN-SERVICE TRAINING PROGRAMS 

Responses 

Number 

Responding 

Percent of 

Response 

Management 31 84% 

Secretarial/ 
Clerical Workers 2 5 

Other 4 11 

No Response 0 0 

Total Responses 37 100% 

Of the 37 responses to this question, 31 firms (84 percent) 

reported that the management in their company initiated the idea for 

offering in-service training. Only 2 of the 37 (5 percent) respondents 

stated that the secretarial/clerical personnel initiated the idea for 
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training, and 4 firms (11 percent) had other responses. One respond¬ 

ent listed the corporate office of that firm as being responsible for 

starting the in-service training programs offered to secretarial/ 

clerical personnel. A second respondent listed both management and 

employees as having input on the initiation of their program. The 

answer given by another was that the supervisors initiated the idea, 

and, finally, one firm simply didn’t know. 

The information compiled by asking Question 5 summarizes the 

businesses' reasons for offering in-service training. Each respondent 

was asked to check as many reasons as apply to that particular firm— 

and a total of 187 responses were obtained. The results of Question 5 

are shown in Table 5, page 36. 

The improvement of workers' efficiency was most frequently (30 

times) given as the reason for offering training. The second ranked 

reason (27) given was for employee advancement within the firm. 

Closely following that response (25 responses) was keeping up with 

changes in technology/automation. The remaining reasons for offering 

training, in rank order with number of responses given, are as follows 

skills training/retraining/upgrading (23), orientation training (21), 

personal development/growth (20), work training . (where the employees 

are placed in an unfamiliar work setting/environment) (18), economic 

demand/shortage of skilled employees for an opening (11), and employee 
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transfer within the firm (10). Two additional reasons were added 

under "other." One firm stated that they offered training programs for 

improved customer service, and another firm offered training because of 

the specialized nature of each position in their business. 

TABLE 5 

REASON(S) FOR OFFERING IN-SERVICE TRAINING 

Responses 
Number 

Responding 
Ranking of 
Response 

To improve workers1 efficiency 30 1 

Employee advancement within the firm 27 2 

To keep up with changes in technology/ 
automation 25 3 

Skills training/retraining/upgrading 23 4 

Orientation training 21 5 

Personal development/growth 20 6 

Work training (where the employee is 
placed in an unfamiliar work setting/ 
environment) 18 7 

Economic demand/shortage of skilled 
employees for an opening 11 8 

Employee transfer within the firm 10 9 

Other 2 10 

Total Responses 187 N/A 
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Question 6 was asked to determine the most important reasons for 

offering in-service training. It read: "Of the reasons stated in 

Question 5, which two, in rank order, are most commonly the reason for 

offering training to your office workers?" The results are listed in 

Table 6 below. 

TABLE 6 

PRIMARY REASON(S) FOR OFFERING TRAINING 

Responses 
First 

Choice 
Second 
Choice Total 

Ranking of 
Response 

To improve workers' efficiency 9 8 17 1 

Work training 5 5 10 2 

To keep up with changes in 
technology/automation 5 5 10 3 

Skills training/retraining/ 
upgrading 5 4 9 4 

Economic demand 3 3 6 5 

Employee advancement within firm 1 5 6 6 

Personal development/growth 2 3 5 7 

Orientation training 3 1 4 8 

Other 2 0 2 9 

Employee transfer within firm 0 0 0 10 

Total Responses 35 34 69 N/A 
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The most common reason for offering in-service training was to 

improve workers’ efficiency. Seventeen firms listed it as being of 

utmost importance. Following workers' efficiency as the primary reason 

for offering training were two responses (each listed 10 times): 

work training (where the employees are placed in an unfamiliar work 

setting/environment) and to keep up with changes in technology/ 

automation. 

The reason ranked fourth (9 responses) for offering training was 

skills training/retraining/upgrading. The remaining reasons, although 

of some importance, received less responses. They include economic 

demand/shortage of skilled employees for an opening (6), employee 

advancement within the firm (6), personal development/growth (5), 

orientation training (4), and employee transfer within the firm (0). 

Two firms gave "other" reasons in answering Question 6—one for 

improved customer service and one for specialized job training. 

Question 7 was asked to determine how the firms structured their 

training programs. It read: "Are your in-service training programs 

set up on an informal or on a formal basis?" The results are included 

in Table 7, page 39. 

Twenty respondents (59 percent) stated that their training pro¬ 

grams were conducted on an informal basis. Only seven firms (20.5 per¬ 

cent) indicated their training was done in a formal, structured 

I 
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setting. Another seven firms (20.5 percent) vary the structure of 

their programs and conduct training on both formal and informal set¬ 

tings . 

TABLE 7 

STRUCTURE OF TRAINING PROGRAMS 

Responses 
Number 

Responding 

Percent of 

Response 

Formal 7 20.5% 

Informal 20 59 

Both 7 20.5 

No Response 0 0 

Total Responses 34 100% 

Question 8 dealt with information concerning group size. The pur 

pose of the question was to determine whether the participating 

businesses conducted their in-service training programs on an individ 

ual basis, a group basis, or both. The responses are shown in 

Table 8, page 40. 

Fifteen firms (43 percent) offer both individual and group 

training. Thirteen businesses (37 percent) train their secretarial/ 

clerical personnel strictly on an individual basis, while seven 
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firms (20 percent) train their office workers on a group basis only. 

TABLE 8 

SIZE OF TRAINING GROUP 

Responses 

Number 

Responding 

Percent of 

Response 

Individual 13 37% 

Group 7 20 

Both! 15 43 

No Response 0 0 

Total Responses 35 100% 

In order to discover who selected the topics to be covered in the 

training programs, Question 9 asked: "Who decides which topics/areas 

are to be covered in your program?" The responses are listed in 

Table 9, page 41. 

The management decides on the topic for training in 21 of the 49 

responding firms (43 percent). The personnel department determines 

the topics in 11 firms (23 percent), and nine businesses (18 percent) 

allow their secretarial/clerical employees to decide on which area they 

feel the need for training. Eight businesses (16 percent) listed 

"other" decision makers when responding to this question. Four 
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. I s 
respondents listed all of the above (management, personnel department, 

and employees) as having input into the decision of the topic/area to 

be covered. One firm has an information systems supplier choose the 

topic, a second has the department supervisor take responsibility for 

this decision, another relies on the FICB (Federal Intermediate Credit 

Bank), and the final respondent consults each job description in 

selecting a suitable area/course for training purposes. 

TABLE 9 

DECISION MAKER ON TOPIC COVERED IN THE TRAINING 

Responses 
Number 

Responding 
Percent of 

Response 

Management 21 43% 

Personnel Dept. 11 23 

Secretarial/ 

Clerical Workers 9 18 

Other 8 16 

No Response 0 0 

Total Responses 49 100% 

Question 10 was used as a follow-up to Question 9. It was asked 

to determine to what extent the secretarial/clerical workers have 
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input into making the decision concerning what topics/areas should be 

covered in the training. It read as follows: "If you answered 

’Management' or ’Personnel Department' in Question 9, do the office 

workers have any input in the decision?" The results are displayed in 

Table 10. 

TABLE 10 

OFFICE WORKER INPUT 

Responses 
Number 

Responding 
Percent of 
Response 

Yes 22 71% 

No 4 13 

N/A 5 16 

No Response 0 0 

Total Responses 31 100% 

A total of 22 firms (71 percent) responded that the office workers 

are indeed a part of the decision-making process. Only four businesses 

(13 percent) do not request secretarial/clerical employee input when 

questions arise concerning what are the training needs of the firm. 

Five respondents (16 percent) stated that Question 10 did not apply to 

their firm. 
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Question 11 was included to find out what the secretarial/clerical 

workers feel their needs are in regard to training. The question read: 

"What four topics/courses, in rank order, are most commonly requested 

by the office workers in your company?" 

The investigator’s purpose in asking the above question was to 

compare what the workers requested with the courses promoted most 

by the employer. Question 12 asked: "What four topics/courses, in 

rank order, are promoted most by the employer?" The findings of 

Questions 11 and 12 are tabulated and compared in Table 11-12, page 44. 

Skills specific to the firm (i.e., life underwriting, principles 

of banking, principles of law, teller/cashier training, computer tech¬ 

nology, mortgage lending, savings and loan procedures, and grain 

handling) were requested more often than or just as frequent as any 

other area by both employers and employees. Employers listed these 

skills a total of 27 times, their highest ranked area for training. 

The secretarial/clerical employees prioritized skills specific to the 

firm very highly, listing this area 23 times. 

The employees also requested secretarial skills (including typing, 

shorthand, word processing, records management, accounting, English/ 

grammar, computer basics, and communications) 23 times, and the 

employer rated secretarial skills 19 times, their second highest topic 

to be covered. 
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TABLE 11-12 

COMMONLY REQUESTED TOPICS/COURSES 

# of Times # of Times Order of Preference 

Topic/Course Requested by Requested by 1st 2nd 3rd 4th 
Employees Employer Choice Choice Choice Choice 

Skills Specific to the 
Firm (life underwriting. 7 9 16 
banking & law, teller/ 7 7 14 
cashier, computers. 4 6 10 
mortgage lending, 
savings and loan proce¬ 
dures, & grain handling) 

5 5 10 

Total Requests 23 27 50 

Secretarial Skills 
(typing, shorthand, word 6 4 10 
processing, records mgt. 6 7 13 
accounting, English/ 9 6 15 
grammar, computer basics 
and communications) 

2 2 4 

Total Requests 23 19 42 

Company Orientation 7 9 16 
(history, employee 3 5 8 
benefits, customer ser- 1 3 4 
vices/relations, basic 
industry knowledge) 

1 1 2 

Total Requests 12 18 30 

Personal Growth/Self 0 1 1 
Improvement (self- 2 2 4 
confidence, speed 2 3 5 
reading) 1 1 2 

Total Requests 5 7 12 

Management/Supervisory 0 0 0 
Skills 1 0 1 

1 1 2 
2 3 5 

Total Requests 4 4 8 

Cross Training . 1 0 1 
0 2 2 
0 0 0 
0 0 0 

Total Requests 1 2 3 
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The third area of interest to both the employer and the employees 

was that of orientation training (including company history, employee 

benefits, customer services/relations, and basic industry knowledge). 

Orientation training was requested 30 times—18 by the employer and 

12 by the employees. 

These three areas (skills specific to the firm, secretarial skills, 

and orientation training) comprised the bulk of the topics to be 

covered in the in-service training programs. Three additional courses/ 

topics were mentioned. One was for a course in personal growth/self 

improvement, including training in self-confidence and in speed reading. 

Employers promoted this topic seven times and the employees requested 

it five times, for a total of twelve requests. Also mentioned briefly 

was the area of management/supervisory skills. It was requested 

eight times, four by the employers and four by secretarial/clerical 

employees ready for advancement. The final topic/area to be covered 

in training programs was that of cross training. One employee and two 

employers requested that training be available to employees concerning 

what was done in other departments of the firm. 

The next group of tables relates to the employees' objectives for 

participating in any particular training program. Included in the 

survey instrument was a question regarding company benefits to parti¬ 

cipants of in-service programs. In read as follows: "What benefits 
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are provided by your company to encourage office workers to participate 

in the training programs?” The respondents were given several choices, 

and the results are given in Table 13. 

TABLE 13 

BENEFITS FOR PARTICIPANTS 

Responses 
Number 

Responding 
Percent of 
Response 

Paid Time 23 55% 

Overtime Pay 4 10 

Other 15 • 35 

No Response 0 0 

Total Responses 42 100% 

Over half (55 percent) of the responding firms conduct in-service 

training programs during regular office hours, and the employees 

receive paid time for the length of the course. Four firms (10 per¬ 

cent) allow the participants to accumulate overtime pay while attending 

the training programs. Fifteen respondents listed other benefits: 

Eight firms listed tuition assistance and/or reimbursement for 

enrolling in college courses; two businesses mentioned a wage/salary 

increase to those participating in the training programs; and benefits 
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list ed once included promotion opportunities, bonuses, paid benefits/ 

insurance, certificate of completion, and firm pays costs to train. 

Question 14 was asked to find out what the employees’ personal 

goals were in regard to training. It read: ’’What is/are the 

employees’ objectives for completing any specific program?” The 

answers to this question can be found in Table 14. 

TABLE 14 

EMPLOYEES' OBJECTIVES FOR COMPLETING A SPECIFIC PROGRAM 

Responses 

Number 

Responding 

Percent pf 

Response 

Increased productivity/ 

proficiency 22 27% 

Wage/salary increase 17 20 

Promotion/advancement 21 25 

Personal development/ 

growth 22 27 

Other 1 1 

No Response 0 0 

Total Responses 83 100% 

The answers given to this question were evenly rated by those 

responding to the questionnaire. Increased productivity/proficiency 
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was checked by 22 respondents, as was personal development/growth. 

Prombtion/advancement was checked 21 times and 17 respondents thought 

wage/salary increase was important to the employees. One additional 

response was written in. The comment said, "The objective for 

participating in the training programs will depend on the individual." 

This section of Chapter IV deals with the design and training of 

the actual programs. The compiled information answers questions 

concerning who designs and conducts each program, where the training 

takes place, and the cost effectiveness of offering training to 

secretarial/clerical personnel. 

Question 13 stated: "Who designs each specific training pro¬ 

gram?" The respondents were given several answers to choose from, and 

the results are shown in Table 15, page 49, 

The personnel director/manager designs the in-service training 

programs in 35 percent of the cases (19 of 55 responses). The office 

manager/supervisor is involved in this aspect of the training program 

27 percent of the time (15 responses). Less frequent responses were 

made to the private consultant/manufacturer (9 percent), the certified 

instructor (9 percent), and the business representative (2 percent). 

Ten "other" responses given in regard to the designer included four 

firms that have a corporate trainer in charge of designing in-service 

training programs, one firm relies on an information systems supplier. 
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three banks have their programs designed by the American Institute of 

Banking, and one respondent stated that it would depend on the subject 

of the program. 

TABLE 15 

DESIGNER OF EACH SPECIFIC TRAINING PROGRAM 

Responses 
Number 

Responding 
Percent of 
Response 

Personnel director/ 
manager 19 35% 

Office manager/super¬ 
visor 15 27 

Private consultant/ 
manufacturer 5 9 

Certified instructor 5 9 

Business representative 1 2 

Other 10 18 

No Response 0 0 

Total Responses 55 100% 

In response to Question 16 which asked who conducts the actual 

in-service training programs, 61 responses were given. The results 

are listed in Table 16, page 50. 
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TABLE 16 

PROGRAM TRAINER 

Responses 
Number 

Responding 
Percent of 

Response 

Personnel manager 15 25% 

Office manager/ 

supervisor 22 36 

Private consultant/ 

trainer 6 10 

Certified instructor 8 13 

Other 10 16 

No Response 0 0 

Total Responses 61 100% 

The office manager/supervisor conducts the programs 36 percent 

of the time (22 of 61 responses), followed by the personnel manager, 

who is responsible for training 25 percent of the programs (15 of 61 

responses). Only 10 percent of the training is conducted by a private 

consultant/trainer, and 13 percent of the programs use a certified 

instructor for training purposes. The ten responses written in as 

"other" include six firms that use corporate trainers and one response 

each for an information systems trainer, a department manager, 

employees who are proficient in that area of work, and an FICB 
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(Federal Intermediate Credit Bank) staff person. 

Question 17 was asked to find out at what location the actual 

training takes place. Table 17 lists the data compiled from the 

respondents. 

TABLE 17 

LOCATION OF TRAINING 

Responses 
Number 

Responding 

Percent of 

Response 

Your physical plant 32 70% 

Local school facilities 7 15 

Other 7 15 

No response 0 0 

Total responses 46 100% 

Over two-thirds (32 of 46) of the in-service training programs 

conducted by business and industry for their office personnel are con¬ 

ducted at the firn^s physical plant. Seven of the 46 respondents 

(15 percent) utilized local school facilities for their training needs, 

and seven '‘other" locations were given. They include three firms which 

use their corporate offices, one firm which uses a convention center, 

another firm which has home correspondence, one firm which sends 
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personnel to schools in other areas, and, finally, one business which 

utilizes Dale Carnegie course locations. 

When asked whether or not their firms' in-service training pro¬ 

grams were similar to programs/courses offered in the public school 

system, the findings were quite one-sided. Table 18 displays the 

results of Question 18 on the survey instrument. 

TABLE 18 

PROGRAM TOPIC AS COMPARED TO SCHOOL COURSEWORK 

Responses 

Number 

Responding 

Percent of 

Response 

Yes 2 6% 

No 29 85 

Sometimes 3 9 

No Response 0 0 

Total Responses 34 100% 

Only two of the 34 in-service training programs (6 percent) 

offered to secretarial/clerical workers were similar to courses 

offered in the public school system. A total of 29 of the programs 

(85 percent) offered different training than the schools. Three 

businesses (9 percent) stated that there sometimes was an overlap 
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in the courses covered in the training programs with those in the 

schools. 

Question 19 asked the businesses about the costs of the in-service 

training programs. It read: "In general, have you found your in- 

service training programs to be cost effective?" The results are 

illustrated in Table 19. 

TABLE 19 

COST EFFECTIVENESS 

Responses 
Number 

Responding 

Percent of 
Response 

Yes 32 97% 

No 1 3 

No Response 0 0 

Total Responses 33 100% 

Thirty-two out of 33 firms (97 percent) have found their in- 

service training programs to be cost-effective. Only one program’s 

costs (3 percent) have not been justified. 

When asked to give specific dollar amounts in regard to cost to 

the business, per trainee, for in-service training, the majority of 

respondents didn’t (or couldn't) answer. The results are given in 
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Table 20 to Question 20, which asked: "To your best estimate, what is 

the average cost to your business, per trainee, for in-service 

training?" 

TABLE 20 

AVERAGE COST, PER TRAINEE, FOR TRAINING 

Responses 
Number 

Responding 
Percent of 

Response 

$ 0 - 49 4 4 % 

50 - 149 6 6.5 

150 -r 499 4 4 

500 - 1,000 5 5.5 

1,000+ 1 1 

Varies 3 3 

No Response 71 76 

Total Responses 94 100% 

Over three-fourths of the businesses (71 out of 94) had no reply. 

The actual responses came in a wide range of dollar amounts. Four 

respondents’ (4 percent) training costs, per trainee, were under $50. 

Six firms (6.5 percent) quoted costs as being between $50 and $149, 

As the costs, per trainee, increased per firm, the number of responses 
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remained fairly constant. Another four firms (4 percent) stated costs 

between $150 and $499. Five firms (5.5 percent) said that their costs 

were $500-$l,000 per trainee, and one firm (1 percent) quoted costs of 

over $1,000. Finally, three firms (3 percent) stated that their costs, 

per trainee, varied a great deal. 

The businesses were next asked (Question 21) about the post¬ 

training responses of participants. The question asked: "Have post¬ 

training responses by participants been positive?" The answers given 

by respondents are summarized in Table 21. 

TABLE 21 

POSITIVE POST-TRAINING RESPONSES 

Responses 
Number 

Responding 

Percent of 

Response 

Yes 32 97% 

No 1 3 

No Response 0 0 

Total Responses 33 100% 

Thirty-two out of 33 businesses (97 percent) had received positive 

feedback from their secretarial/clerical personnel regarding their 

in-service training programs. Only one firm (3 percent) had not 

\ 
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received positive feedback, and it was the same firm which stated in 

Question 19 that their programs had not been cost-effective. (This 

business is currently undergoing a needs analysis and reviewing their 

present training program. A new training coordinator has just been 

hired.) 

The final multiple-choice question on the survey instrument asked 

respondents about program continuation. It read as follows: nDo you 

plan on continuing such programs for your secretarial/clerical 

employees?" The results are listed in Table 22. 

TABLE 22 

PROGRAM CONTINUATION 

Responses 
Number 

Responding 
Percent of 
Response 

Yes 34 97% 

No 1 3 

No Response 0 0 

Total Responses 35 100% 

Almost all of the businesses (97 percent) are planning on 

continuing their in-service training programs. Thirty-four of the 

35 firms which answered this question feel that their training program 
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is worth keeping. Only one firm plans on dropping their training 

program (3 percent). The respondent stated the reason for discontinu 

ation as, MNo growth in this business at the present time.” 

The final question on the survey instrument asked respondents to 

make any comments they felt were important. The comments covered a 

variety of areas, including: 

the updating of the training program 

training on a one-time basis only 

on-the-job training 

clerical/secretarial training not considered as such 

the difficulty in answering the questions 

what is needed in prospective employees 

the correlation of training within branch offices, and 

the way the government discourages learning or trying 

other areas. 

The verbatim comments are listed in Appendix E, page 86. 



CHAPTER V 

SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 

Introduction 

This research project was undertaken to determine to what extent 

in-service training programs were being offered to secretarial/clerical 

personnel in the larger businesses in Montana. The specific questions 

to be answered as a result of this study include: 

1. Do the larger business firms in Montana offer in-service 

training programs to their office personnel? 

2. Why do businesses participate in these programs? 

3. Who initiates the idea for a specific training course, 

and who decides on which topics are covered? 

4. Are the programs set up on a formal or an informal basis? 

Are they conducted on an individual basis, a group basis, or both? 

5. What specific training seems to be requested most by the 

office workers in the larger business firms in Montana, and what 

courses seem to be promoted most often by the employer? 

6. What is the motivation for employees for participating in the 

in-service training programs? 

7. What are the employees’ objectives for completing any 

specific program? 

8. Who is in charge of organizing the in-service training 

programs ? 
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9. Who actually does the training in the in-service training 

programs? 

10. Was similar training available to the employees in the public 

education system? 

11. Have the training programs been cost effective and will they 

be continued? 

Questionnaires (Appendix B) were received from 102 of 125 busi¬ 

nesses in Montana. This total represents an 82 percent return. 

Eight of the 102 returned questionnaires were not answered. The 

information contained in the 94 completed questionnaires was tabulated 

and analyzed in Chapter IV of this study. 

From the information received, this researcher was able to make 

the following summary, conclusions, and recommendations. 

Summary 

The summary of the major findings of the study are listed on the 

following pages. 

1. Thirty-six percent of the larger businesses in Montana offer 

in-service training programs to their secretarial/clerical personnel. 

2. A majority of the businesses (57 percent) employ 1-10 office 

workers. 

3. The mode (most frequent number of office workers listed per 
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firm) was 3; the median was 7 (half of the responding firms had less 

than 7 secretarial/clerical workers and half had more than 7.) 

4. The possibility for training was greater as the number of 

office employees increased per firm. 

5. The number of in-service training programs offered to 

secretarial/clerical employees was greatest in firms with 1-10 office 

workers. 

6. Two-thirds (67 percent) of the larger businesses in Montana 

do not rely on the local school system for their training needs, yet 

only slightly over half of those firms (54 percent) offer training 

programs. 

7. Almost half (46 percent) of the businesses neither rely on 

the school system nor offer in-service training programs to meet their 

training needs. 

8. The management personnel initiated the idea for in-service 

training programs in 84 percent of the firms. 

9. The improvement of workers' efficiency was the answer given 

by more firms than any other as the primary reason for offering in- 

service training programs to office workers. Other commonly listed 

reasons included employee advancement within the firm, keeping up with 

changes in technology/automation, and work training (where the employee 

is placed in an unfamiliar work setting/environment.) 
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10. Over half (59 percent) of the businesses conduct their 

training programs on an informal basis. 

11. Businesses conduct their training programs both on an 

individual basis and on a group basis in 43 percent of the firms. 

Group settings are solely used in only 20 percent of the firms; other¬ 

wise, the training is conducted on an individual basis. 

12. The management and the personnel department decide on the 

topic to be covered in the in-service training programs in 66 percent 

of the businesses; however, in those firms, office workers have input 

< 

71 percent of the time. 

13. The training that is most often requested by office workers 

and promoted by the employer is skills specific to the firm (i.e., 

life underwriting, banking and law, teller/cashier training, computers, 

mortgage lending, savings and loan procedures, and grain handling.) 

Secretarial skills training ranked second, closely following by 

company orientation. 

14. The benefit most commonly provided by the company to 

encourage office workers to participate in the training programs is 

paid time. (In-service training programs are conducted during regular 

office hours.) 

15. The employees have four major objectives in completing an 

in-service training program. Their goals are to increase productivity/ 
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proficiency, receive a wage/salary increase, be promoted or advanced 

within the firm, and develop/grow personally. 

16. The personnel director/manager (35 percent) and the office 

manager/supervisor (27 percent) are most likely to design the specific 

training programs. 

17. The personnel manager or the office manager/supervisor do 

the actual training in 61 percent of the firms. 

18. Over two-thirds (70 percent) of the training programs are 

conducted by businesses at their own physical plant. 

19. The topics covered in the in-service training programs were 

different from school coursework in 85 percent of the firms, 

20. The in-service training programs offered to secretarial/ 

clerical workers have been found to be cost effective in 97 percent 

of the firms, 

21. Over three-fourths (76 percent) of the firms found it 

difficult to give a specific dollar amount in regard to cost, per 

trainee, for the in-service training. Those who were able to respond 

gave figures ranging from $5 to over $1,000. 

22. Post-training responses by the participants in the 

training programs were positive 97 percent of the time, 

23. Almost all (97 percent) of the businesses plan on continuing 

their in-service training programs for office personnel, 
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Conclusions 

This study was undertaken to determine whether or not businesses 

in Montana provide in-service training programs for their office 

personnel. Eleven specific questions, as listed on pages two and 

three in the Statement of the Problem and again in the Introduction to 

Chapter V, were to be answered as a result of this study. The conclu¬ 

sions drawn from this research project are as follows: 

!• Slightly over one-third (36 percent) of the larger businesses 

in Montana offer in-service training programs to their office workers. 

2. A large number of businesses (57 percent) employ only 1-10 

secretarial/clerical personnel. 

3. The businesses' primary reason for offering in-service 

training is to improve workers' efficiency. Other reasons include 

employee' advancement within the firm, keeping up with changes in 

technology/automation, and work training (where the employee is placed 

in an unfamiliar work setting/environment.) 

4. The management initiates the idea for in-service training, 

and the management and the employees in the personnel department decide 

on the topic(s) to be covered in the training sessions. The 

secretarial/clerical workers usually have input on what is covered in 

the training. 

5. The in-service training programs are most often designed for 
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an informal setting. The training is conducted both on an individual 

basis and on a group basis. 

6. In determining which topics/courses are to be covered, the 

office workers and their employers most often decide on training in 

the skills specific to that particular firm. Included in this area, 

depending on each business, are life underwriting skills, banking and 

law, teller/cashier training, computers, mortgage lending, savings and 

loan procedures, and grain handling. Secretarial skills of all types 

ranked second. 

7. The benefit most commonly provided by the company to 

encourage office workers to participate in the training programs is 

paid time. The in-service training programs are usually conducted 

(55 percent of the time) during regular office hours. 

8. The employees' goals in completing an in-service training 

program are to increase productivity/proficiency, receive a wage/ 

salary increase, be promoted or advanced within the firm, and develop/ 

grow personally. 

9. The personnel director/manager and the office manager/ 

supervisor are most likely to design the training programs, 

10. The personnel director/manager or the office manager/ 

supervisor do the actual training in a majority of the firms. 
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11. The topics covered in the in-service training programs are 

different from the courses taken by students in the public school 

system. 

12. Nearly all of the in-service training programs conducted by 

business and industry for their secretarial/clerical personnel (97 

percent) have been cost effective and will be continued. 

Recommendations 

This researcher makes the following recommendations in regard to 

the in-service training programs offered by business and industry to 

their secretarial/clerical personnel: 

' 1. Businesses of all sizes should offer in-service training 

programs to increase workers' productivity/proficiency and to increase 

employees' morale. 

2. The office workers should have a large amount.of input con¬ 

cerning the content of the programs; however, management should make 

the final decisions. 

3. In-service training programs should be offered by business 

and industry to secretarial/clerical personnel to supplement the 

coursework the employees receive in local school systems. 

/ 4. The training available through the in-service programs 

should not overlap the education received in the school systems in the 
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area. Specific needs of each firm should be met, and the employees 

should be encouraged to participate, 

y 5. The high schools, private business schools, vocational- 

technical centers, community colleges, and other secretarial/clerical 

training institutions should have as comprehensive training as 

possible so that the firms can concentrate their training efforts on 

specific needs rather than on basic office skills. 

6. Business and office instructors should have current work 

experience and/or contacts in the field so that they are aware of what 

the on-the-job requirements are for secretarial/clerical personnel. 

7. Business and office instructors should require students to 

meet basic entry-level skill competencies before they are placed 

on-the-job. 

8. Facilities should be available within each firm for training 

purposes. 

9. The office manager/supervisor and the employees in the 

personnel department must know a great deal about the company, the work 

of the office personnel, and the operation of the firm if they are to 

have responsibility for organizing and conducting the in-service 

training programs. 

/10. Top management should make sure that the office manager/ 

supervisor and employees in the personnel department have been trained 
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to some degree in office skills and in teaching techniques since they 

will be doing the majority of the actual training. 

11. The office workers employed in firms which do not offer 

in-service training programs and do not rely on the local school 

system for their training needs should take it upon themselves to seek 

opportunities for advanced learning and specialized skill development, 

12. Because a majority of office workers will have input con¬ 

cerning which topics/areas are covered in the training programs, each 

secretarial/clerical employee should be aware of the career 

possibilities/opportunities in their particular firm, 

v/^3. Based on Recommendation 12, there is a strong need for 

career education in the business and office area, 

14. Training programs which are not cost effective should be 

evaluated and a needs analysis should be conducted to discover if the 

program should be continued. 
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APPENDIX A 

School of Business 

Montana State University 

Bozeman, Montana 59717 

March 12, 1981 

Dear Personnel Director: 

SUBJECT: In-Service Training for Office Employees 

Your company is one of 125 businesses in Montana which has 
been selected to participate in this study of in-service training 

programs offered by business and industry for their own secretarial/ 

clerical personnel. Will you please take a few minutes of your 

time to furnish some information about the training your firm 

provides for its own office employees? 

This survey is being conducted under the supervision of 

Dr. Daniel Hertz, School of Business, Montana State University. 

The purpose of this study is to compile data on why certain companies 

offer training programs, what topics are covered, and whether or not 

the programs have proven to be cost effective. 

If your firm does not provide in-service training for its 

office employees, answer Questions 1, 2 and 3 and return the 

questionnaire without going on. If your firm does offer in-service 

training, please complete this questionnaire and return it in the 

enclosed stamped envelope by April 3, 1981. Your assistance in 

this study is greatly appreciated. 

Sincerely, 

Janie McFarland 

Enclosures 

Questionnaire 

Envelope 
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QUESTIONNAIRE 

Definition 

In-service training programs, as used in this study, are the programs 

set up by business and industry, whether formally or informally, to 
train their own secretarial/clerical personnel. 

Directions 

Please place a check mark(s) ( ) on the appropriate line(s) and 

answer all questions which apply to your firm. 

1. How many secretarial/clerical workers does your firm employ? 

2. Does your firm rely entirely on the local school system to 
promote and carry out in-service training for your secretarial/ 

clerical personnel? 

  Yes   No 

3. Does your firm offer in-service training for its secretarial/ 

clerical personnel? 

  Yes   No 

If you checked "Yes11 to Question 3, please continue on. 

If you checked "No" to Question 3, please return the question¬ 
naire without going on. 

4. Who initiated the idea for offering in-service training to your 

office workers? 

  Management 

  Secretarial/Clerical Personnel 

Other 
(please specify) 
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5. What is/are your company’s reason(s) for offering such programs 
to secretarial/clerical workers? (Please check as many reasons 

as apply.) 

  A. Orientation Training 

  B. Skills Training/Retraining/Upgrading 

  C. Work Training (where the employees are placed in an 

unfamiliar work setting/environment) 

  D. To Improve Workers’ Efficiency 

  E. To Keep Up With Changes in Technology/Automation 

  F. Economic Demand/Shortage of Skilled Employees for 

an Opening 

  G. Employee Advancement Within the Firm 

   H. Employee Transfer Within the Firm 

  I. Personal Development/Growth 

  J. Other   
(please specify) 

6. Of the reasons stated in Question 5, which two, in rank order, 

are most commonly the reason for offering training to your office 

workers? (Answer by identifying the appropriate letter, 

A through J.) 

  Reason No. 1   Reason No. 2 

7. Are your in-service training programs set up on an informal or 
on a formal basis? 

  Formal (structured; possibly a classroom setting) 

  Informal (casual; little or no structure) 
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8. Are your in-service training programs usually conducted on an 
individual basis, a group basis, or both? 

  Individual Basis   Group Basis'   Both 

9. Who decides which topics/areas are to be covered in your program? 

  Management 

  Personnel Department 

  Employees 

  Other    

(please specify) 

10. If you answered "Managementu or "Personnel Department" in 
Question 9, do the office workers have any input in the decision? 

  Yes   No  N/A 

11. What four topics/courses, in rank order, are most commonly 

requested by the office workers in your company? 

A.    C.   

B.   _D. ■ 

12. What four topics/courses, in rank order, are promoted most by 

the employer? 

A.   _C.  

B.     D.    

13. What benefits are provided by your company to encourage office 

workers to participate in the training programs? 

  Paid Time (programs conducted during regular office hours) 

  Overtime Pay 

Other 
(please specify) 
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14. What is/are the employees’ objective(s) for completing any 
specific program? 

   Increased Productivity/Proficiency 

  Wage/Salary Increase 

  Promotion/Advancement 

  Personal Growth/Development 

  Other   

(please specify) 

15. Who designs each specific training program? 

  Personnel Director/Manager 

  Office Manager/Supervisor 

  Private Consultant/Manufacturer 

  Certified Instructor 

  Business Representative 

  Other    
(please specify) ’ 

16. Who conducts the actual in-service training programs for your 

employees? 

  Personnel Manager 

  Office Manager/Supervisor 

  Private Consultant/Trainer 

  Certified Instructor from Local School System 

Other 

(please specify) 
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17. Where are your training programs actually conducted? 

  Your Physical Plant 

   Local School Facilities 

  Other     
(please specify) 

18. Are your firm's in-service training programs similar to programs/ 

courses offered in the public school system? 

  Yes   No 

19. In general, have you found your in-service training programs to 
be cost effective? 

  Yes   No 

20. To your best estimate, what is the average cost to your business, 
per trainee, for in-service training? $  

21. Have post-training responses by participants been positive? 

Yes   No 

22. Do you plan on continuing such programs for your secretarial/ 

clerical employees? 

  Yes   No 

If you answered "No" to Question 22, why?   

23. Comments: 



APPENDIX C 

School of Business 

Montana State University 

Bozeman, Montana 59717 

April 8, 1981 

Dear Personnel Director: 

SUBJECT: Questionnaire Regarding In-Service Training 

A questionnaire was recently sent to you regarding the in-service 

training programs your firm offers its secretarial/clerical personnel. 

To this date, your survey form has not been returned. 

Would you please take about ten minutes and answer the 

questionnaire I have enclosed for you? A self-addressed, stamped 
envelope is again included for your convenience. 

Your comments are vital to the project because of the limited 

number of Montana businesses meeting the criteria to be included in 

this study. Please return the questionnaire before April 20. 

Your cooperation is appreciated. 

Sincerely 

Janie McFarland 

Enclosures 

Questionnaire 

Envelope 



APPENDIX D 

LIST OF PARTICIPATING FIRMS (BY CITY) 

Billings 

Aldrich & Company, Inc. 

Carbon Implement, Inc. 

Casper Concrete Company 

Empire Sand & Gravel Cof, Inc. 

Federal Land Bank Association 

First Bank West Billings 

First Citizens Bank ' 

1st Federal Savings & Loan Association 

1st Northwestern National Bank 

Flint Engineering & Construction Company 

Frontier Chevrolet Company 

Getter Trucking, Inc. 

Gillis Aviation 

Hart-Alb in Company 

Henkel Stu Construction 

Holeman G M Diesel, Inc. 

Johnson Construction Company 

Kampgrounds of America, Inc. 

Keystone, Inc. 

Lee Pearlie & Company 
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Lillis, Hubert E (Bert) 

Long Construction Company 

Midland Foods, Inc. 

Midland Materials Company 

Midland National Bank 

Mikelson, Ruben A 

Monumental Properties 

Newton Exploration Company 

0 Leary (Barry) Company 

Ox Bow Ranch, Inc. 

Petro-Chem, Inc. 

Property Rentals, Inc. 

Ryans, Inc. 

Scheels Hardware and Sport Shops 

Security Bank, NA 

Security Federal Savings & Loan Association 

Selover Buick, Inc. 

Steffes Enterprises, Inc. 

Thiel Enterprises 

Tri-State Equipment, Inc. 

United Industry, Inc. 

Valley Welders Supply, Inc. 



Western Bank 

Westmoreland Resources, Inc. 

Wyo-Ben, Inc. 

Bozeman , ■ , 

First National Bank 

First Security Bank 

Gallatin Dairies, Inc. 

Gallatin Farmers Company 

Jackson (Betty D & William T) 

Life of Montana Insurance Company 

Montana Bank, NA 

Quality Wholesale Company 

Western Bank 

Butte 

Butte Water Company 

First Metals Bank & Trust Company 

Miners Bank of Montana 

Montana Bank, NA 

Montana Power Company 
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Great Falls 

All States Leasing Company 

Bank of Montana System 

Birchs, Inc. 

Buchanan Enterprises 

Central Bank of Montana 

City Motor Company, Inc. 

Davidson (D A) & Company 

Eastside Bank of Montana 

Farmers Union Oil Company 

First Continental Corporation 

First National Bank 

First Westside National Bank 

Great Falls Federal Savings and Loan Association 

Great Falls Gas Company 

Grogan Robinson Lumber Company 

Holiday Village Shopping Center 

I F G Leasing Company 

J B Long & Company, Inc. 

Mather (Tom) & Associates Realty Company 

Montana Bank 

Montana Corporation 
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Montana Merchandising, Inc. 

Mortag Ranch Company, Inc, 

Northwestern National Bank 

Osco Drug Northwest, Inc. 

Pacific Hide & Fur Depot 

Suhr Transport 

Weissman (Carl) & Sons, Inc. 

Havre 

Citizens Bank of Montana 

Farmers Grain Exchange 

Federal Land Bank Association 

First National Bank 

Havre Federal Savings & Loan Association 

Hill County Electric Co-op 

Motor Parts Warehouse 

North Central Co-op, Inc. 

Triangle Telephone Co-op Association, Inc. 

Valley Motor Supply Company 

Helena 

American Federal Savings & Loan Association 

Bank of Montana 
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First National Bank & Trust Company 

First Security Bank 

Montana Livestock Production Credit Association 

Northwestern Bank 

Stokes, Keith H 

Kalispell 

Conrad National Bank 

Equity Supply Company 

First Federal Savings & Loan Association 

First Northwestern National Bank 

Flathead Electric Co-op, Inc. 

Forest Products Company 

Income Properties, Inc. 

Tutvedt Brothers 

Valley Bank 

Missoula 

Alpha Real Estate Developers 

First Bank-Southside Missoula, NA 

First National Montana Bank 

Glacier General Assurance Company 

Holms (Allan G) Inc. 
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Missoula Bank of Montana 

Missoula Electric Co-op, Inc. 

Super Save Markets, Inc. 

Western Federal Savings & Loan Association 

Western Montana Co-op, Inc. 

Western Montana National Bank 

Western Montana Production Credit Association 
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COMMENTS 

The following comments were made by the respondents on the 

survey instrument: 

Ours is a comprehensive training program which is being 
constantly updated and upgraded. 

Our company has no secretarial personnel. Most of 
our clerical personnel have been with the company for years, 
so we have very little turnover. Our training consists 
mainly of enacting new procedures—one-time only training 
programs. 

We do not have an in-service training program for 
secretarial/clerical personnel as such; however, we do 
take the basic qualifications of our secretarial/clerical 
personnel and expand their range of duties as their 
ability to handle this expansion is proven. 

Each individual hired is trained ’’on the job”— 
doing actual job duties. Secretaries, of course, must 
have typing skills before they are hired. On new equip¬ 
ment, employees are trained by the company who sells 
the equipment. 

We do train our proof operators to use the touch 
system on the ten-key adding machine. We also provide 
tuition for those employees on our staff who wish to take 
typing and other related courses ... in order for these 
interested employees to be more promotable. We also train 
our own employees who use our on-line terminals to operate 
this equipment; however, I do not consider these positions 
as clerical/secretarial. 

Some of these questions are borderline and can't be 
answered with a clear cut answer. Our training is primarily 
on the job training, seminars, and self-instruction programs 

The degree of professionalism, image, that we want in 
prospective employees leaves much to be desired. 



-87- 

Due to the nature of our business, much of our in-house 

training is to correlate office procedures within our four 

branch offices and administrative office. Updating of 

equipment and office procedures is on-going. We also stress 

personal advancement by offering self-improvement courses 

paid by the association and other conferences sponsored by 

our Credit Bank. 

Learning extra skills is a value to my business, and 

a value to employees if they want to go into business for 

themselves or need to seek other jobs. In America today, 

our IRS rules discourage people from learning or trying 

other areas. A person can qualify for Social Security 

in one job and have retirement benefits, but if he tries 

a second business and loses money on it, that disqualifies 

him from the retirement benefits he should get on the first 

job. 


