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Welcome to the
Overdrive
workbook
This workbook goes with the CD-ROM Overdrive. The workbook will
give you more information about activities that are on the CR-ROM
and will give you extra practice at doing these activities.

When you see the symbol

Guided
activity

this means that you teacher or trainer will guide you in these activities.

When you see this symbol

Group work

this means that you do this activity with someone else.
There are other activities without any symbols. These activities are for
you to do yourself. There are suggested answers for each section of
the workbook.

© Commonwealth of Australia 2002
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Introduction
Guided
activity

Most automotive workshops have job cards. The job card is like a
contract between the owner and the workshop so an accurate
description of the work to be carried out is very important.

Job cards have four main purposes:

•
•
•
•

to communicate the work that needs to be done on vehicles
to record the work that has been done by the service technician or
mechanic
to refer to if any questions come up later about the work that was
done
to serve as a legal document (contract) between the owner and
the automotive workshop.

Does your workshop have job cards?
If not, what do they use?

Who needs the information on job cards and why?

© Commonwealth of Australia 2002
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Tips

Tips for filling in job
cards
•
•

•

2

Use a completed job card as a model (Use the one in the
workbook or one from your workshop).
Use what the boss has filled in on the front of the job card
under ‘Repair Instructions’ to help you with difficult words when
you fill in the ‘Work Performed’ section on the back of the job
card.
Keep a personal dictionary of difficult words you need to use a
lot. This will help you spell the words correctly. Spelling words
correctly is important as it helps the workshop look
professional.

•

Record accurately and clearly the work you have done.

•

Make sure you keep a record of the time taken for each job.

© Commonwealth of Australia 2002
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Filling in job cards
The front of a job card usually has information about the owner of the
vehicle and details of the vehicle such as the vehicle registration
number and the vehicle type and model.
Here is the front of the job card from Ted’s workshop on the CD-ROM.

Information
about the car
owner

Information
about the
vehicle
The form must be signed by the owner before you start
work on the car. If a dispute arises over the work
carried out and the owner’s signature is not on the
form, the Department of Fair Trading will rule on the
side of the owner.

Work that needs to be done to
the vehicle. This information
comes from the owner; the
vehicle history records.
Someone in the office will
usually fill in this part of the job
card.

© Commonwealth of Australia 2002
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The technician servicing the vehicle fills in the back of the job card.
Here is the back of the job card from Ted’s workshop on the CD-ROM.

The technician servicing the vehicle writes:
- their name
- the work they have done
- the amount of time that the work took.

The technician servicing the
vehicle writes:
- additional work that needs to be
done on the car.

4
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The first thing a technician does is look
at the vehicle and draw on the diagram
any damage the vehicle already has.
For example, scratches, dents.

- The technician servicing the vehicle writes:
- the parts that they used
- the part number
- any materials used
- the quantity of the materials.

Job cards

Group work
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Look at the Repair Instructions on the front of the job card (on page 3).
Discuss:

•
•
•

What is the boss asking the service technician to do?
How does this relate to what the service technician wrote on the
back of the job card (on page 4)?
Who fills in the ‘Amount’ column in your workplace?

© Commonwealth of Australia 2002
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Work performed
The work performed on a vehicle needs to be recorded accurately on
a job card. The information you write is used to tell the customer what
work was done so the customer knows what they are spending their
money on.

Group work

Activity 1
Collect some job cards from your workplace. Ask your boss if you can
make a copy of some completed job cards. Make sure you white out
or block out the owner’s name and their address, as this is
confidential information.

Compare these job cards with the other members of the group.

Discuss:
1. Are any sections of the job cards the same?
2. Are any sections of the job cards different? Why?
3. Can you understand what the service technician wrote?
4. Are there any sections on the job card not filled in by the service
technician?
5. How is the time written?

Check your answers at the end of this section.

6
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Activity 2
The front of the job card lists the work you will need to do:
For example:

Change the oil Test the battery

The action word is at the beginning. This is the action that the boss
wants you to take.
The back of the job card says what you have done. The action word
changes to show that the task has been finished:

Changed the oil Tested the battery

The action word now has “ed” on the end.
For example ‘change’ to ‘changed’.
Some words change in the middle. For example, ‘give’ changes to
‘gave’.

The boss asked you to perform the following tasks on a vehicle.
Write what you did. The first one has been done for you.

The boss wrote…

1. Change the oil.

You wrote when you finished…

Changed the oil.

2. Check the brakes.
3. Service the vehicle.
4. Clean the interior.
5. Replace the battery if necessary.
6. Add new oil filter.
7. Give the vehicle a wash.
8. Refill the cooling system with
coolant.

Check your answers at the end of this section.
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Activity 3
When you write on job cards, it is not necessary to write a full
sentence. You only have to write the important words. For example:

The service technician will say

They will write

1. I have serviced the vehicle like
you asked.

Serviced the vehicle.

2. I have changed the coolant.

Changed coolant.

3. I replaced the battery because it
was flat.

Replaced battery.

Change what you would say into what you would write. The first one
has been done for you.
The service technician will say

They will write

1. I have replaced the fuel filter.

Replaced the fuel filter.

2. I did a full service.
3. I have checked the tyre pressure.
4. I gave the vehicle a grease and
oil change.
5. I topped up the coolant.
6. I have changed the oil filter.
7. I have cleaned the vehicle.

Check your answers at the end of this section.

8
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Activity 4
When you are working on the vehicle, you may find that there is
additional work that needs to be followed up by the owner or at the
next service. You write this on the job card under ‘work
recommended’. The workshop can then advise the customer and
copy this information to the vehicle history.

Remember that you can only carry out work that the customer has
agreed to.

Look at these examples of additional work that needs to be followed
up:

• Suggest 4 new tyres and wheel alignment
• Sun visor dangerously loose
• Rear tyres worn on outer edges
• Brake pads are worn. Need changing next service.
Work with a partner. Make some suggestions of work that needs to be
done. The first one has been done for you.

Front tyres worn

1. Tyres.
2. Oil.
3. Battery.
4. Coolant.
5. Rear screen wiper switch.
6. Rear brake linings.
7. Radiator.

Remember: Put any words you will use again in a personal dictionary.

Check your answers at the end of this section.
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Hours
When you service a vehicle, it is important to write in the time it takes
to do each job. The workshop can then work out how much to charge
for your time.

There are different ways of writing times. For example three quarters
of an hour could be written as:
Fraction

¾ hour or ¾ hr

Decimal

.75 hour or .75 hr

Minutes

45 minutes or 45 mins

Writing times chart
Hour

Fraction

Decimal

Minutes

1/10 hour

1/10 hr

.1 hr

6 mins

2/10 hour

2/10 hr

.2 hr

12 mins

3/10 hour

3/10 hr

.3 hr

18 mins

½ hour

½ hr

.5 hr

30 mins

1 hour

1 hr

1 hr

60 mins

1 hour 6 mins

1 1/10 hrs

1.1 hrs

66 minutes

Check to see which way of writing time suits your workshop job card.

10
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Some workshops have standard times for different levels of service.
These times are often written as decimals of 1 hour.
For example
Service A = 1.1 hours (Standard time to change oil and check lights)
Service B = 1.9 hours (Standard time to change oil; check lights;
tune; top up coolant; check spark plug; check
tyre pressure)
Service C = 3.1 hours (Standard time to do a major flush and change
coolant; check transmission)

Activity 1
Write these times in different ways. The first one has been done for
you.

Hour

Fraction

Decimal

Minutes

1 hour 6 minutes

1 1/10

1.1

66 minutes

1 hour 30 minutes
2 hours 45 minutes
Quarter an hour
¾ of an hour

Check your answers at the end of this section.
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Activity 2
The first job card shows the hours worked by the service technician.
The service technician has written the time taken to complete each
job in hours and minutes.
Change these times into decimal hours and write them on the second
job card. Then calculate the total hours

Check your answers at the end of this section.

12
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Parts and
materials used
Any parts, materials or fluid you use on a vehicle must be listed on the
job card. The parts, materials or fluid are charged to the customer. If a
part is missed, it will result in lost profit to the workshop.
Quantities of oil and coolant are usually measured in litres or parts of
a litre. 1litre is the same as 1000 millilitres.

Writing quantities chart
¼ litre

¼L

0.25 L

½ litre

½L

0.5 L

500 mls

¾ litre

¾L

0.75 L

750 mls

1 litre

1L

1L

1000 mls

1½ litres

1
12

1.5 L

1500 mls

L

250 mls (millilitres)

Activity 1
Write in the quantities below as a decimal. The first one has been
done for you.

1L

1. 1 litre

5. 500 millilitres

2. 1½ litres

6. 300 millilitres

3. ½ litre

7. ¾ litre

4. 1¾ litres

8. 1¼ litres

Check your answers at the end of this section.
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Calculating the amount
of coolant
The amount of coolant to be added to a vehicle’s cooling system can
be written by the manufacturer in different ways. Some
manufacturers:

•
•
•

use a ratio form for example 1:1 (one part of coolant to one part of
water).
write the amount as a percentage for example 50% (50% percent
of coolant).
write the amount as a percentage composition for example 50/50
(50% coolant and 50% water).

The amount of coolant you need to put in will depend on the size, or
capacity, of the vehicle’s cooling system.

Ratio
Sometimes the manufacturer writes the amount of coolant and water
as a ratio, for example 1:1; 1:2 or 2:3.
Example 1
The ratio 1:1 means one part coolant and one part water. Another
way of saying this is equal amounts of coolant and water.
The manufacturer states that the amount of coolant is in the ratio of
1:1.
If the cooling system capacity of the vehicle is 8 L, you would add
equal amounts of coolant and water.
That is you would add 4 L of coolant and 4 L of water.

14
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Example 2
The ratio 1:2 means one part coolant and two parts water.
The manufacturer states that the amount of coolant should be added
in the ratio of 1:2.
The vehicle’s cooling system capacity is 12 L.
To work out the amount of coolant and water:
-

Add the two parts together to find the total number of parts
required: 1 + 2 = 3.

-

Divide the cooling system capacity (12 L) by the total number of
parts (3) so that you can find out the value of one part.
12 ÷ 3 = 4
This tells you that one part = 4 litres

Answer:
The ratio is 1:2, so you will need one part coolant (4 L) and 2 parts of
water (4 x 2 = 8 L).
-

one part coolant (1 x 4) = 4 L coolant

and
-

Group work

two parts of water (2 x 4) = 8 L water

Activity 2
The manufacturer has stated that the amount of coolant should be
added in the ratio of 2:3. The vehicle’s cooling system has a capacity
of 10 L.
Calculate the amount of coolant and water required for this vehicle.

Check your answers at the end of this section.

© Commonwealth of Australia 2002
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Percentage
Sometimes the manufacturer writes the amount of coolant as a
percentage.
Example 1
The manufacturer states that the amount of coolant required for the
vehicle’s cooling system is 50%. The vehicle has a cooling system
capacity of 10 L. To calculate the amount of coolant required:
50% of 10L
50 x 10
100

= 500 = 5 or 5 L

1

100

Remember, if you are adding 5 L of coolant and the capacity is 10 L,
you will also need to add 5 L of water.
Example 2
The manufacturer’s coolant specification is 30%. The vehicle has a
cooling system capacity of 12 litres.
To calculate the amount of coolant required:
30% of 12 L
30 x 12
100

1

= 360 = 3.6 (Litres)
100

Remember, if you are adding 3.6L of coolant and the capacity is 12L,
you will also need to add 8.4 L of water (12 - 3.6 = 8.4).

Activity 3
Group work

Calculate the amount of coolant required. Check your answer using a
calculator.
1. The manufacturer’s coolant specification is 30%. The vehicle has
a cooling system capacity of 10 L.
2. The manufacturer’s coolant specification is 60% and the vehicle’s
cooling system capacity is 8 L.
3. The manufacturer’s coolant specification is 40%, and the
vehicle’s cooling system capacity is 9.2 L.

Check your answers at the end of this section.

16
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Activity 4
Complete the table below by calculating the correct amount of coolant
and water.

Vehicle cooling
system capacity

Percentage composition

10 L

50/50 (coolant/ water)

6L

50/50

9.2 L

50/50

11.2 L

50/50

10 L

30/70 (coolant/water)

9.2 L

30/70

6L

40/60 (coolant/water)

11.2 L

40/60

10 L

60/40 (coolant/water)

9.2 L

60/40

Coolant

Water

Check your answers at the end of this section.

© Commonwealth of Australia 2002
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Answers
Work performed
Activity 2

18

The first one has been done for you.
The boss wrote…

You wrote when you finished…

1. Change the oil.

Changed the oil.

2. Check the brakes.

Checked the brakes.

3. Service the vehicle.

Serviced the vehicle.

4. Clean the interior.

Cleaned the interior.

5. Replace the battery if necessary.

Replaced the battery.

6. Add new oil filter.

Replaced oil filter.

7. Give the vehicle a wash.

Give the car a wash.

8. Refill the cooling system with
coolant.

Refilled the coolant.

© Commonwealth of Australia 2002
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Activity 3
Write what you did. The first one has been done for you.
The service technician will say

They will write

1. I have replaced the fuel filter.

Replaced the fuel filter.

2. I did a full service.

Full service

3. I have checked the tyre pressure.

Checked tyre pressure

4. I gave the vehicle a grease and
oil change.

Gave vehicle grease and oil
change

5. I topped up the coolant.

Topped up coolant

6. I have changed the oil filter.

Changed the oil filter

7. I have cleaned the vehicle.

Cleaned the vehicle

Activity 4
1. Front tyres worn
2. Oil wetness about engine
3. Battery not holding charge. Battery needs changing next service
4. Coolant low in reservoir
5. Rear screen wiper switch is faulty
6. Rear brake linings need replacing next service
7. Radiator is leaking

© Commonwealth of Australia 2002
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Hours
Activity 1
Hour

Fraction

Decimal

Minutes

1 hour 6 minutes

1 1/10 hrs

1.1 hrs

66 mins

1 hour 30 minutes

1½ hrs

1.5 hrs

90 mins

2 hours 45 minutes

2¾ hrs

2.75 hrs

165 mins

Quarter an hour

¼ hr

0.25 hrs

15 mins

¾ of an hour

¾ hr

0.75 hrs

45 mins

Parts and materials
used
Activity 1

20

1. 1 litres

1L

5. 500 millilitres

0.5 L

2. 1½ litres

1.5 L

6. 300 millilitres

0.3 L

3. ½ litre

0.5 L

7. ¾ litre

0.75 L

4. 1¾ litres

1.75 L

8. 1¼ litres

1.25 L

© Commonwealth of Australia 2002
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Activity 2
1. Add the number of parts
2+3=5
2. Divide the capacity of the cooling system by the number of parts
in the ratio to find the value of each part
10 ÷ 5 = 2
3. Multiply the number of parts of coolant required by the value of
each part
2 X 2 = 4 L (coolant)
4. Multiply the number of parts of water required by the value of each
part
3 X 2 = 6 L (water)

Activity 3
1.

3 x 10 = 3 or 3 L
100
1

2.

60 x 8
100
1

3.

40 x 9.2 = 368 = 3.68 or 3.68 L
100
1
100

= 480 = 4.8 or 4.8 L
100

© Commonwealth of Australia 2002
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Activity 4
Vehicle cooling
system

Percentage composition

Coolant

Water

10 L

50/50 (coolant/ water)

5L

5L

6L

50/50

3L

3L

9.2 L

50/50

4.6 L

4.6 L

11.2 L

50/50

5.6 L

5.6 L

10 L

30/70 (coolant/water)

3L

7L

9.2 L

30/70

2.76 L or 2.8 L

6.44 L or 6.4 L

6L

40/60 (coolant/water)

2.4L

3.6L

11.2 L

40/60

4.48 L or 4.5 L

6.72 L or 6.7 L

10 L

60/40 (coolant/water)

6L

4L

9.2 L

60/40

5.52 L or 5.5 L

3.68 L or 3.7 L

22
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Introduction
Guided
activity

An important part of working in the automotive retail, service and
repair industry is dealing with customers.

•

Why is dealing with customers sometimes difficult?

•

Have you had any difficult situations? What did you do?

•

Why is it important to be polite and stay calm?

On the CD-ROM you had to choose the best reply to make to a
customer.

© Commonwealth of Australia 2002
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Customer service

Tips

Tips for good customer
service
•
•
•
•

24

Be friendly, smile as you greet the customer.
If the customer is a regular, use their name in your greeting. If
the customer is unknown to you, just say “Good Morning”.
If the customer has a problem, show interest and ask
questions. Be a good listener and act and speak calmly. Good
service is all about doing a little bit more than you have to.
Take all the customer complaints seriously. Repeat the
problem back to the person complaining to check that you’ve
got it right. Call your supervisor if you cannot fix the problem.
Write down the details and always follow the problem up.
Never show that you are angry with a customer.

© Commonwealth of Australia 2002
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Good customer
service
Group work

Activity 1
Which of these greetings is a good way to approach customers?
Put a “!” in the right column.
! Good
! Bad
approach approach

Question

Why?

Can I help you?
Do you want something?
Hello Mrs Matthews. Your
car’s ready to go.
Yes. What can I do for you?
You’ll have to wait. I’m busy.
Hey mate you can’t come in
here.
How come you are here early?
Hello. Could you just wait
outside for a minute?
I’ll get Ted.
Would you mind waiting a
minute while I get this
wheel on?
Have you got a problem mate?
Good Morning. How are you?
Check your answers at the end of this section.
© Commonwealth of Australia 2002

25

OVERDRIVE

Group work

Customer service

Activity 2
Sometimes, one word can mean different things to different people.
People of different age groups or from different cultures can
sometimes use one word to mean different things. When you
communicate with customers, you need to be careful to make sure
that the customer knows exactly what you are trying to say.

Discuss Marlene’s or Dave’s story. What caused the
misunderstanding?

Marlene’s story
Marlene is training to be a service technician. She works as a
trainee, but also does some extra work answering the phones
and doing some bookwork.
A non-Aboriginal woman, Janet, and her daughter came to pick
up a car that had been in for a service.
The mother came to the desk and said to Marlene:

‘This is the third time I have brought my car here and I’m always
really happy with the work.
I would like to meet the mechanic and thank him for doing such
a good job. I think his name is Mark.’
Marlene replied:

‘Yeah he’s real deadly ay?
I’ll ask him to come out but don’t praise him too much or he’ll be
too shamed to talk to you.’
Marlene walked away to find Mark.
Janet was a bit confused. There were a few words that didn’t
seem to make sense to her.

26
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Dave’s story
Dave is a 21 year old Aboriginal man who works as a service
technician.
Dave has always used the words ‘Uncle’ or ‘Aunty’ when he
talks to elders in his community, or other people who are older
than him. Dave does this to show respect. It doesn’t mean he is
related to them.
For example, when he meets an older woman for the first time
he usually calls her ‘Aunty’ whether she is Aboriginal or nonAboriginal. It’s just natural to him and he has done that since he
was a small child.
A non-Aboriginal woman, Mrs Charles and her friend, both about
50 years old, came to pick up a car.
Dave explained that Mrs Charles would have to wait a few
minutes and said:

‘Would you like to sit down while you wait Aunty, there’s a seat
here.’
Mrs Charles looked at the word ‘Aunty’ differently. She turned to
her friend and said:

‘Why did he call me Aunty?’

Check your answers at the end of this section.

© Commonwealth of Australia 2002
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Customer service

Non-verbal
behaviour
The words you choose to speak to a customer (verbal behaviour) are
important , but non-verbal behaviour is also very important. Non-verbal
behaviour means the expressions on your face, eye movements, your
body language and also the tone of your voice.
It is important that your non-verbal behaviour matches what you are
saying to the customer. For example, if you say “Good morning” then
the tone of your voice should not be irritable and your face should not
look angry.
In Marlene’s story, if the customer had paid attention to Marlene’s nonverbal behaviour (her body language and the tone of her voice), it
would have helped her understand.

Group work

Activity 1
Discuss:

•

What are some examples of positive non-verbal behaviour?

•

What are some examples of negative non-verbal behaviour?

•
•

28

Have you ever been in a situation where the non-verbal message
you were getting was different to what the person was actually
saying? What did you believe? The words or the body language?
Do you know of any non-verbal behaviour that has different
meanings for non-Indigenous people or for Indigenous people
from a different place?

© Commonwealth of Australia 2002
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Asking questions
When dealing with customers, you may have to get more information
about them or their vehicle so that you can do your job properly.
Customers will expect you to ask them questions about the work on
their vehicle.
Some of these questions will get a ‘Yes’ and ‘No’ answer but others
will give you more information.

If you want to check information and get a ‘Yes’ or ‘No’ answer, then
use question words starting with: Did, Do, Can, Have, Will, Are.
For example:

Have you had your car serviced here before?
Are you waiting for the Mazda?
If you want more information, use questions with: What, Which,
Where, When, How, and Why. For example:

What sort of noises is it making?
How often do you need to top up your oil?
When do you have trouble starting the car?
Make sure you listen carefully to the customer’s answer. It is no use
asking questions if you don’t listen to the answer and use the
information given.

© Commonwealth of Australia 2002
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Customer service

Activity 1
Tick “!” what sort of answer you would get to the following questions?

Question

Yes/No

When did the trouble start?
Can I contact you on that number early this
afternoon?
Did it have the same problem last time it was
serviced?
How often do you need to top up the oil?
When was it last serviced?
What’s your address?
Is your phone number still the same?
What time would you like to pick it up?
Would you like to speak with the manager about that?

Check your answers at the end of this section.

30
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Activity 2
What are some questions that you could ask these customers?

The customer tells you…

Your questions

…the car seems to be using up a lot of oil
lately.
…the water needs topping up every time
she gets petrol.
…the car had a flat battery a few days ago.
that last time he was not happy with
the appearance of the car after the service
…her cousin gets his car serviced here
and he thinks you do a good job.
…the car is sometimes difficult to start.
…she needs the car to pick up the kids
from school.

Check your answers at the end of this section.
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Dealing with
difficult situations
Sometimes you may need to deal with a customer who is angry or
upset about the work you have done. It is important that you deal with
the situation well so that you keep them as a customer and the
reputation of your business does not suffer.

Refer back to the tips at the beginning of this section.

Group work

Activity 1
Using the information in the tips, discuss with your group how you
would deal with the following situations:

1. Customers who have problems with the cost of the service.
2. Customers who want the car finished in a hurry.
3. Customers who want to check some aspect of the service with
their partner.
4. Customers who insist on talking to the manager even though the
manager is not available.
5. Customers who say that they won’t be able to pay for the service.
6. Customers who think that you have made the car look untidy or
dirty.
7. Customers who are not happy with the work you have done.

Check your answers at the end of this section.

32

© Commonwealth of Australia 2002

Customer service

OVERDRIVE

Answers
Good customer service
Activity 1
Question

Can I help you?

! Good
! Bad
approach approach
!

Do you want something?
Hello Mrs Matthews. Your
car’s ready to go.
Yes. What can I do for
you?
You’ll have to wait. I’m
busy.

Standard service greeting

!
!

!

Why?

Confronting. Too direct.
Polite greeting followed by
information.

!

!

It depends on how you say it as
to whether it is polite or not.
Not a good idea to tell
customers that they ‘have to’ do
something. Better to request
‘could you’, ‘Would you mind’.
It is good to give reason but
‘I’m busy’ is too abrupt. Give
time when you will be available.

Hey mate you can’t come
in here.

!

Some people may not like being
called ‘mate’. Not a good idea
to tell customers they ‘can’t’ do
something. Better to use a
request.

How come you are here
early?

!

Confronting, direct question.
Customer does not have to give
a reason.
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Activity 1 (continued)
! Good
! Bad
approach approach

Question

Hello. Could you just wait
outside for a minute?
I’ll get Ted.

!

Would you mind waiting a
minute while I get this
wheel on?

!

Have you got a problem
mate?
Good Morning. How are
you?

Requesting the customer wait
and also telling them of your
intentions.
Requesting the customer wait
and also giving reason.

!
!

Why?

Direct and confronting – not
polite

Standard polite greeting.

Activity 2
Marlene’s story

Word

34

What Janet thought it meant

Deadly

The woman thought the word ‘deadly’ meant dangerous.

Praise him up

The woman thought praise meant to draw a lot of
attention to someone, and make a big deal about their
good points. She did not know why the word ‘up’ was
used in the sentence.

Shamed

The woman thought this word meant ashamed or feeling
guilty about something. She thought Marlene was trying
to say that Mark had done something wrong and would
feel bad about it when he met them.
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Perhaps this is what Janet thought Marlene said.
‘Mark is dangerous. I’ll ask him to come out but don’t draw too much
attention to him or he will feel too guilty to talk to you.’
But that’s not what Marlene really meant!
This is what Marlene was trying to say…

Deadly

Marlene meant that Mark was really good. In this situation,
Marlene was trying to say that she agreed with the woman
when she said that Mark was a skilled mechanic.

Praise him up

Marlene meant to focus attention on Mark and directly talk
about his good work. Some people find this uncomfortable.

Shamed

Marlene meant that Mark would feel embarrassed. He would
feel uncomfortable with too much attention on him.

Using Marlene/s meaning for the words, this is another way of
saying what she really meant.
‘Yes Mark is a very good mechanic. I’ll ask him to come out.
Sometimes he’s a bit shy so he might feel a bit embarrassed when
you tell him that you’re so pleased with his work.’
So you can see that one person might say something that they think is
polite. They know what they are trying to say. Everything they say
makes perfect sense to them.
But sometimes, the person they are speaking to might look at it
differently. They might think it means something else. This can make
them confused of offended, even though you were trying to be polite.
There are lots of words that can have more than one meaning.
Make sure you think about what you really mean to say, and choose
words that will help the customer to clearly understand you.

Dave’s story
You can see that Dave and Mrs Charles have a different meaning for
the word ‘Aunty.’ Dave uses it as a way of showing respect. He
believes it is polite.
But the non-Aboriginal woman looks at the word Aunt as a sign of
getting old. She believes it is insulting because she does not want to
feel old.
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Asking questions
Activity 1
Question

Yes/No

More information
!

When did the trouble start?
Can I contact you on that number early this
afternoon?

!

Did it have the same problem last time it was
serviced?

!

How often do you need to top up the oil?

!

When was it last serviced?

!

What’s your address?
Is your phone number still the same?

!
!

What time would you like to pick it up?
Would you like to speak with the manager about that?

36
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Activity 2
The customer tells you…

…the car seems to be using up a lot of oil
lately.
…the water needs topping up every time
she gets petrol.

Your questions

How often do you need to top it up?
How long has that been happening.
Have you noticed if the car is overheating?

…the car had a flat battery a few days ago. Is that the first time?
…that last time he was not happy with
the appearance of the car after the service

What, in particular, were you not happy
with?

…her cousin gets his car serviced here
and he thinks you do a good job.

What’s your cousin’s name?

…the car is sometimes difficult to start.

Is it worse when the engine is cold?

…she needs the car to pick up the kids
from school.

What time do you need the car then?
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Dealing with difficult
situations
Customers who have problems with the cost of the service.

Go through the invoice with them and explain the cost of each item. If
they query the labour costs, show them the job card which shows how
much time was spent on the car.
If they object to the cost of a part, you could explain the quality of the
product means that it won’t have to be replaced as often and will last
much longer, which means it is cheaper in the long run.
Never mislead the customer as it can have negative consequences
with the customer.
Customers who want the car finished in a hurry.

Explain the workload for the day and the priorities that you already
have.
Assure them you will try to do your best but it may not be possible.
Check when they want the car ready for.
If it appears to be extremely important and you won’t have the car
ready, you could offer them another vehicle.
Customers who want to check some aspect of the service with
their partner.

You may like to ask the customer if they would like to make the phone
call from the office.
Customers who insist on talking to the manager even though
the manager is not available.

Suggest another member of staff who may be able to help them. Ask
them if the manager can contact them later.

38
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Customers who say that they won’t be able to pay for the
service.

Ask them if they would like to pay by credit card.
Offer to drive them to the bank.
Suggest they leave the car in the workshop while they get the money.
Customers who think that you have made the car look untidy or
dirty.

Ask them what in particular is worrying them.
Ask them what they would like you to do about it.
Suggest they leave the car or wait in the office while you make the car
more presentable.
Customers who are not happy with the work you have done.

Listen carefully and show the customer that you are genuinely
concerned.
Ask them what in particular is worrying them.
Ask them what they would like you to do about it.
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Introduction
Guided
activity

In the workshop you will probably find lots of examples of written
instructions. These may include instructions in manuals on how to do
the job and instructions on how to operate machinery such as the
hoist.

Find some examples of written instructions from your workplace.

•

What is the purpose of the instructions?

•

Who put the instructions there and why?

•
•

Do the instructions have numbered steps? If not, how do you
know what order to follow?
What would happen if you did not follow the instructions?
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Tips

Tips for reading
written instructions
•
•
•
•
•

42

Use what you know already about the task or the equipment
you are using to guess the meanings of any new or difficult
words.
Check your guess with a dictionary or check with someone
else.
Look closely at any drawings to help you understand the
words.
Be sure to follow the steps in the right order.
Ask for help. It is better than making a mistake, or having an
accident.
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Understanding
instructions
Here are the written instructions for changing the oil that you heard as
spoken instructions on the CD-ROM.

he oil
t
g
n
i
g
n
a
h
C

Numbers –the
order to do
things. Note that
instructions are
not always
numbered.

Headings –what
the instructions
are for.

, it will drain
f the oil is warm
-i
e
in
g
n
e
e
th
1. Warm up
faster.
ngine.
2. Stop the e
in plug.
under the dra
l as
3. Put a pan
off. Be carefu
g
lu
p
in
ra
d
e
nch to get th
4. Use a wre
e hot.
the oil could b
il drain out.
5. Let the o
ck.
and gasket ba
g
lu
p
in
ra
d
e
6. Put th
ntainer.
oil collection co
e
th
in
il
o
e
th
7. Put

Action words –
what to do .

Adding oil
filler cap off.
1. Take the
ck on.
e filler cap ba
th
t
u
p
d
n
a
il
o
2. Add the
dipstick.
oil level on the
e
th
ck
e
h
C
from
3.
ny small leaks
a
r
fo
k
o
lo
d
n
ngine a
g.
4. Run the e
ter or drain plu
fil
il
o
e
th
d
n
u
aro
utes.
wait a few min
d
n
a
ff
o
e
in
g
n
oil if
5. Turn the e
nd add more
a
in
a
g
a
l
ve
le
ck the oil
6. Then che
necessary.

Sequence words –
when to do the
action eg before,
after, then, next.
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Group work

Written instructions

Activity 1
Discuss:

•
•

Which of the instructions (A or B) below, is an example of written
language and which is an example of spoken language? How do
you know?
How are they different?
A

B

You need to warm it up a bit.
Yep.

Make sure the car is at normal
operating temperature.

Now park it where it’s level.

Park on a level surface.

Turn it off and just wait for a
few minutes.

Turn off the engine and wait a few
minutes for the oil to drain back
into the bottom of the engine.

See the dipstick there? Pull it
out and wipe it off with a rag.
That’s it.

Pull out the dipstick and wipe it
clean with a rag.

Now put it back in. Until you
feel it hit the bottom. OK?

Reinsert the dipstick – push it in
as far as it will go.

Now when you pull it out just
have a look at where the oil is
coming to on the stick. Is it
between the ‘F’ and the ‘L’?
No?

Pull out the dipstick and look at
the oil level on the end.

Well mate looks like you need
some more oil. Put a bit more
in, bit more, that’s it.

If it is below the ‘L’ mark add oil up
to the ‘F’ line immediately.

If it is between the ‘F’ and ‘L’
marks it is all right.

Check your answers at the end of this section.
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Activity 2
Here is a set of instructions using pictures. The pictures show Scott
lifting a box of coolant bottles safely. Write the correct instructions (on
page 46) under each picture .

1

2

4

5

3

6

7
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•

Keep your back straight. With your arms close to your body lift the
load.

•

Face the way you are going to go. Put your feet close to the load.

•

Hold the load close to your body as you walk.

•

Bend your knees. Hold the load firmly. Start to lift the load keeping
it close to your body.

•

Setting the load down is just as important as picking it up. Keep
your back straight. Lower the load by bending your knees. When
the load is safely down, release your grip.

•

Check the path is clear.

•

Check the weight of the load.

Check your answers at the end of this section.
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Activity 3
Read the instructions on Emergency Procedures for Fire. Tick “!” if
the statements are correct.

CY
EMERGEN
RES
U
D
E
C
O
R
P
FOR FIRE
Brigade.
Notify the Fire
o so.
er, if safe to d
w
o
p
in
a
m
e
• Switch off th
ple.
• Evacuate peo
for the Fire
while waiting
e
fir
h
is
u
g
in
• Attempt to ext e if this is feasible. Do not
iv
Brigade to arr
wn safety.
ople or your o
e
p
r
e
th
o
r
e
g
endan
.
r Fire Brigade
ear access fo
cl
re
su
n
E
•
at site.
tion on arrival
a
tu
si
f
o
e
d
a
g
ri
• Advise Fire B
fe to do
cords only if sa
re
d
n
a
s
e
is
m
• Secure pre
so.

•

Yes No
1. Telephone the Fire Brigade

___ ___

2. Leave the main power switched on

___ ___

3. Don’t try to put out the fire while you wait for the Fire Brigade ___ ___
4. Make sure the Fire Brigade can get in to the building

___ ___

5. Don’t talk to the Fire Brigade when they arrive

___ ___

Check your answers at the end of this section.
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Activity 4
Below is another set of instructions about what to do if you ever have
to fight a fire.
Add the action words in the box below to these instructions. You can
only use each word in the list once. The first one has been done for
you.

Action words:

make sure

put

use
close

use

aim

leave

turn

When fighting a fire:

•
•
•
•
•
•
•

Always use extinguishers in the upright position.
____________ you fight the fire from a position where you can
get out quickly if necessary.
_________ the extinguisher at the base of the fire
___________ a sweeping movement across the base or source
of the fire
___________ used extinguishers down on their side so other
people don’t pick up empties to fight the fire with.
Never ________ your back on a fire even if you think it is
extinguished
__________ the building and ___________ the doors if the fire
gets too large or too hot.

Check your answers at the end of this section.
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Using fflo
lo
wchar
ts
low
harts
Flowcharts are diagrams that are often used in workplaces instead of
written instructions. They usually have lines and arrows linking parts
of the instructions that are related.
Discuss:

Group work

•

Can you find any examples of flowcharts in your workplace?

•

Do you find them easy or difficult to read?

Activity 1
Read the emergency evacuation flowchart. Fill in the missing words in
the text opposite.
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In an emergency the first things you should do are _______________
____________________________ and ________________________
Next you should only turn off the power and close the windows if
______________________________________________________________________
If it is safe, you should also __________________________________
before you _______________________________________________
Once you are out of the building, then you must __________________
______________________________________________________________________

Group work

Activity 2
Discuss:
In the passage above there are some sequence words that were used
to indicate when you should do something. Draw a line under these
words. Why are there no sequence words in the flowchart?

Check your answers at the end of this section.
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Answers
Understanding
instructions
Activity 1
Instruction ‘A’ is spoken.
Instruction ‘B’ is written.

Activity 2
1. Check the path is clear.
2. Check the weight of the load.
3. Face the way you are going to go. Put your feet close to the load.
4. Bend your knees. Hold the load firmly. Start to lift the load keeping
it close to your body.
5. Keep your back straight. With your arms close to your body lift the
load.
6. Hold the load close to your body as you walk.
7. Setting the load down is just as important as picking it up. Keep
your back straight. Lower the load by bending your knees. When
the load is safely down, release your grip.
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Activity 3
Yes No
1. Telephone the Fire Brigade

___
! ___

2. Leave the main power switched on

___ ___
!

3. Don’t try to put out the fire while you wait for the Fire Brigade ___ ___
!
4. Make sure the Fire Brigade can get in to the building

! ___
___

5. Don’t talk to the Fire Brigade when they arrive

!
___ ___

Activity 4
Below is another set of instructions about what to do if you ever have
to fight a fire.
Add the action words to the missing spaces in these instructions. You
can only use each word in the list once.
When fighting a fire:
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•

Always use extinguishers in the upright position.

•

Make sure you fight the fire from a position where you can get out
quickly if necessary.

•

Aim the extinguisher at the base of the fire

•

Use a sweeping movement across the base or source of the fire

•

Put used extinguishers down on their side so other people don’t
pick up empties to fight the fire with.

•

Never turn your back on a fire even if you think it is extinguished

•

Leave the building and close the doors if the fire gets too large or
too hot.
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Using flowcharts
Activity 1
In an emergency the first things you should do are notify the
emergency services and everyone in the workplace.
You should only turn off the power and close the windows if it is safe
to do so.
If it is safe, you should also assist any injured or disabled before you
evacuate the building.
Once you are out of the building, then you must assemble in a safe
place.

Activity 2
In an emergency the first things you should do are notify the
emergency services and everyone in the workplace.
Next you should only turn off the power and close the windows if it is
safe to do so.
If it is safe you should also assist any injured or disabled before you
evacuate the building.
Once you are out of the building, then you must assemble in a safe
place.
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Introduction
Guided
activity

In a workshop you will sometimes need to answer the phone,
understand what the caller wants, and pass a message onto the
correct person. You will usually need to write down some of these
messages. Although this is not the main part of your job, it is an
important part of being in a workplace and a very important part of
customer service.

It is important to write messages clearly with all the necessary details.

•

Can you think of any messages that you have written lately?

•

Why did you write it down?

•

How was it different from a spoken message?

•

What bits did you write down? What bits did you leave out? Why?
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Phone messages

Tips

Tips for taking phone
messages
•

Be polite.

•

Identify yourself and the workshop.

•
•

Repeat main points of the message to the caller to make sure
details are correct.

•

Write clearly so that people can read your handwriting.

•

Keep the message short and to the point.

•

Write the name of the person you are writing to.

•
•
•
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Check the spelling of the person’s name and telephone
number.

Write your own name at the end so that the person can ask
you for more information if they need it.
Include the time and date.
If you can, check later that the person has received your
message.
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Understanding
phone messages
Look again at the phone message you had to write in the CD-ROM.

date

Tues __
te:_________
a
D
_
_
ed
_
T
_
_
_
_
_______

To: ____

time

__
10.30_a_m
Time:______
o
_
ck
_
_
Ja
_
_
_
_
_
_
_____

Caller:__
who the message is for

action to be taken
e
Please phon

!

ain
Will phone ag

who the message is from

The message. This usually
includes information and
a request. The request can
be at the end-or the
beginning of the message

the writer

Urgent

Message:
________
___________
_
_
_
_
_
_
_
_
_
_
.
ce__ra
________
__n_g_
h__S_er_vi
lt
_
ea
_
H
l
a
in
_
g
_
ri
_
o
A_b_________
Jacko from _
want to
___________
o_w__so
m_o_rr
___________
n_to
va
_
e
_
th
d
_
_
ee
n
_
_
ey
_
Th
__
se__ri_n_g___
a_
___________
ri_d_a_y.__P_le
F
_
to
_
e
ic
rv
se
e
_
change th _________
___________
. 5_6_7_8__4_5_1_2_.____________
nfi_rm
an_d_co
_
_
him
_
_
_______ __
_____
___________
_
_
_
_
_
_
_
_
_
_
__a_re_n_____
__K
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Activity 1
Underline the request in these messages.

Mary
Can’t finish Mazda this morning - need to get part. Ring Sam
Jessop - tell him it won’t be ready until late arvo. Thanks,
Ted

Mick
Becky rang. She wants you to pick up Ricky from the Simpson’s
house on your way home. Call Margaret Simpson and let her
know what time you’ll be there. She wants to go out for a while.
5678 4444.
Mary

Ted
Steve from the Housing Co-op rang. The meeting tomorrow
night has been cancelled. Can you please let Donna know?
Mary

Check your answers at the end of this section.
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Activity 2
Read the following messages and answer the questions below each
message.

Message 1
Tues
_
:__________
te
a
D
_
_
ed
_
T
_
_
_
_
_
_
_
_
_
__

To: ____

.30 am_
e:__1_0______
im
T
o
_
ck
_
_
Ja
_
_
_
_
_______

Caller:__

e
Please phon

!

ain
Will phone ag
Urgent

Message:
______
___________
_
_
_
_
_
_
_
_
_
_
.
__________
__n_g_
lt_h__S_er_vi
__ra
__ce
l _H_ea
a
in
g
_
ri
_
o
b
A
_
_
m
_
o
_
Jacko fr _____
want to
___________
o_w__so
m_o_rr
to
___________
n
va
_
e
_
th
d
_
_
ee
_
n
They
_____
ase ring
___________
to__F_ri_d_a_y.__P_le
__________
e__
ic
rv
se
e
th
e
g
n
_
a
ch
____
___________
. 5_6_7_8__4_5_1_2_.____________
firm
n
an_d_co
_
him
___ _
_______ __
___
___________
_
_
_
_
_
_
_
_
_
_
re_n_______
__a_
__K

•

Who is the message for?

•

Who wrote the message?

•

What day does the Health Service need the van?

•

What day is the best day to have the van serviced?

•

What day can Ted service the vehicle?
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Message 2
Wed __
te:_________
a
D
a_ry
_
_
M
_
_
_
_
_
__ ___

To: _____

a_rt__ Time:__2__p_m_____
P
u_to
A
e
g
d
_
ri
_
B
_
_
_
_______

Caller:

e
Please phon
ain
Will phone ag
Urgent

Message:
________
___________
_
_
_
_
_
_
_
_
_
_
e__
________
__
__r_th
n_g_._T_h_e__p_a_rt_s_fo
ra
s
rt
a
P
to
_
u
_
_
A
_
e
____
Bridg
g Al
t._R
___________
ye
ed
iv
_in_____
rr
_
a
t
_
o
_
n
_
_
ve
_
a
_
h
_
_
Land Cruiser
__________
n’t
___________
y_b_u_t_w_e__ca
rr
____
so
ry
ve
im
_
h
_
ll
_
te
_
_
d
_
Minkin an _________
. __
___________
o_n_d_a_y _is__O_K__
o_w_. _M
rr
o
m
to
_
er
_
is
ru
do the C _________
___________
_____
___________
_
_
_
_
_
_
_
_
_
_
________
__T_ed
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•

Who is the message for?

•

Who wrote the message?

•

Who owns the Land Cruiser?

•

Why can’t Ted service the Land Cruiser tomorrow?

•

What day can Ted service the vehicle?
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Message 3
Wed
________
_
_
:_
te
a
D
_
_
Ted ________
To: ________
__e
__ti_m
_L_u_n_ch
:_
n
e
a
rg
im
o
T
_
M
_
k
_
ic
_
M
__________

Caller:__

e
Please phon

!

ain
Will phone ag
Urgent

Message:
___
___________
_
_
_
_
_
_
_
_
_
_
__
___________
ng. Didn’t ____
u_to
a_n_ts__yo
__ri_________
w
_
n
_
a
rg
o
M
_
k
_
_
ic
_
M
e’_ll__b_e_a_t__
___________
s__a_b_o_u_t._H
_
a
_
w
it
t
a
h
w
y
_
_
want to sa _______
e
___________
ft_er__2__o_n_th
_____
5_6_4_3_._A
8
9
4
6
_
_
2
l
ti
n
u
home
_______
___________
_
888888.
___________
m_o_b_il_e_–__0_4_0_8____________
___
_______
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•

Who is the message for?

•

Who wrote the message?

•

What number should Ted ring before 2 o’clock?

•

What number should Ted ring after 2 o’clock?

•

What does Mick want to talk to Ted about?

Check your answers at the end of this section.
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Writing messages
When writing messages, it is useful to keep the messages as brief as
you can. Two ways of doing this are using abbreviations and keeping
your sentences short.

Group work

Activity 1
Abbreviations are often used in phone messages. For example
‘ASAP’ is an abbreviation of ‘as soon as possible’.
Discuss any abbreviations that people use at your workplace. Make a
list of them.

Activity 2
When people write phone messages, they often leave out some of the
words that are not necessary for the meaning.
In the messages below put a line through the words that you can
leave out.
The first one has been done for you.

Ted
There is a problem with the parts order. Could you please ring
Bridge Parts ASAP.
Mick
Your TAFE teacher rang you. The class tomorrow will be held at
the Toyota dealers. You are to meet at TAFE at the usual time.
You can all go together in the TAFE bus.
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Ted
Karen is having trouble starting her car. She will be about ½ an
hour late but she will make it up this afternoon.
Mary
Mick rang. He is sick today and won’t be coming in. Could you
ring Bridge to see if the Jeep parts have come in? If they have,
ring Jacko and tell him it’s OK to bring the Jeep in tomorrow.
Dear Karen
Ted just phoned to say that he has to go and get some parts
from Bridge Auto Parts on his way to work. He wants you to
ring him if you need him to pick up any parts for you.
Best wishes
Mary
Dear Karen
Ted just rang to let you know that he will be late because he has
to take Marty to the doctor. He said that he wants you to go
ahead with the Holden. If you have any problems then ring him
on the mobile.
Regards
Mary
Dear Mary
Mick rang to tell us that he is sick with the flu. He sounds like he
will be in bed for at least 2 days. Would you mind ringing some
of the customers and asking them if we can change the vehicle
servicing to Friday?
Thank you very much
Ted

Check your answers at the end of this section.
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Activity 3
Use the three telephone conversations below to practice writing some
phone messages.
Write the messages on the message pad.

Conversation 1
Mary: Hello, Ted’s Workshop. Mary speaking.
Ted:

Morning Mary. It’s Ted. Is Mick there yet?

Mary: Not yet Ted. Should be here any minute.
Ted:

Listen I’m over at Martha Jackson’s place. Over on Kent
Road – you know? She can’t get her car to start and I
think I know the problem but I need a part. Could you
ask Mick to nip over here with a starter motor ASAP? It’s
for an 86 Falcon.

Mary: Sure. You’d better give me the address.
Ted:

It’s 29 Kent Road . Martha’s number is 5678 9999.
Just in case.

Mary: OK. 29 Kent Road. 5678 9999 And that’s a starter motor
for an 86 Falcon that you need?
Ted:

Yep, that’s right. Bye.

Mary: Bye.
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Conversation 2
Karen: Hello, Ted’s Workshop. Karen speaking.
Ellie:

Oh hello. It’s Ellie Richards here. I’d like to
change my service time.

Karen: That’s fine Ellie. When was the car booked in for?
Ellie:

Tomorrow. But I need it to take the kids from the
school on a trip.

Karen: Sounds good. When would you like to bring the
car in?
Ellie:

Next Tuesday if that’s OK.

Karen: Should be OK. Mary’s not in yet but I’ll leave her
a message. She can ring you if we are booked out.
What’s your number?
Ellie:

5678 8888. Thanks for that. Bye.

Karen: Bye.
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Conversation 3
Mick: Hello, Ted’s Workshop. Mick speaking.
Rita:

Hi Mick. It’s Rita here. Could I speak to Ted
please?

Mick: Sorry Rita, but he’s under a car right now. Can he
call you back?
Rita:

It’s OK. Can you give him a message? Can you
tell him I made an appointment at the dentist for
him at 4.30 today? You know his tooth’s been
bugging him?

Mick: Yeah, it sounds pretty nasty.
Rita:

Yeah. Tell him if he can’t make that time he has to
ring the dentist as soon as possible. The number is
5678 6666.

Mick: No problem. See you soon.
Rita:

Bye

Check your answers at the end of this section.
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Answers
Understanding phone
messages
Activity 1
Mary
Can’t finish Mazda this morning - need to get part. Ring Sam Jessop tell him it won’t be ready until late arvo.
Thanks,
Ted

Mick
Becky rang. She wants you to pick up Ricky from the Simpson’s
house on your way home. Call Margaret Simpson and let her know
what time you’ll be there. She wants to go out for a while. 5678 4444
Mary

Ted
Steve from the Housing Co-op rang. The meeting tomorrow night has
been cancelled. Can you please let Donna know?
Mary
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Activity 2
message 1
Who is the message for?

Ted

Who wrote the message?

Karen

What day does the Health service need the van?

Wednesday

What day is the best day to have the van serviced? Friday

message 2
Who is the message for?

Mary

Who wrote the message?

Ted

Who owns the Land Cruiser?

Al Minkin

Why can’t Ted service the Land Cruiser tomorrow? The parts have
not arrived.
What day can they service the vehicle? Monday

message 3
Who is the message for?

Ted

Who wrote the message?

Karen

What number should Ted ring before 2 o’clock? 6498 5643
What number should Ted ring after 2 o’clock? 0408 888888
What does Mick want to talk to Ted about?
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Writing messages
Activity 2
Note: The words to be deleted or left out have been underlined. You
may have left out some different words. Check with your teacher or
trainer.

Mick
Your TAFE teacher rang you. The class tomorrow will be held at the
Toyota dealers. You are to meet at TAFE at the usual time. You can all
go together in the TAFE bus.

Ted
Karen is having trouble starting her car. She will be about ½ an hour
late but she will make it up this afternoon.

Mary
Mick rang. He is sick today and won’t be coming in. Could you ring
Bridge to see if the Jeep parts have come in. If they have, ring Jacko
and tell him it’s OK to bring the Jeep in tomorrow.

Dear Karen
Ted just phoned to say that he has to go and get some parts from
Bridge Auto Parts on his way to work. He wants you to ring him if you
need him to pick up any parts for you.
Best wishes
Mary

Dear Karen
Ted just rang to let you know that he will be late because he has to
take Marty to the doctor. He said that he wants you to go ahead with
the Holden. If you have any problems then ring him on the mobile.
Regards
Mary
© Commonwealth of Australia 2002
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Dear Mary
Mick rang to tell us that he is sick with the flu. He sounds like he will be
in bed for at least 2 days. Would you mind ringing some of the
customers and asking them if we can change the car servicing to
Friday?
Ted

Activity 3
Some suggested messages are:

message 1
Mick
Ted is at Martha Jackson’s place. Martha’s car won’t start. Could you
take him a starter motor for an 86 Falcon? Martha’s address is 29
Kent Rd. Martha’s number is 5678 9999.
Mary

message 2
Mary
Ellie Richards would like to change her service time from tomorrow to
next Tuesday. Please ring her if Tuesday is not OK. 5678 8888.
Karen

message 3
Ted
Rita has made you an appointment at the dentist for 4.30. If you can’t
make that time ring the dentist ASAP on 5678 6666.
Mick
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Introduction
Guided
activity

In all industries, not only the automotive retail, service and repair
industry, you have to fill in forms. Forms are a way for management to
gather information. They can also have a legal status.

•

What forms have you had to fill in recently?

•

Who wanted or needed the information?

•

Was it short or long? Was it difficult to fill in?

•

Did you ask someone to help you fill it in?

Find out what forms are used in your workplace. If possible, bring
some examples to the group.
Discuss:

•

Where are the forms kept?

•

What is the purpose of each of the forms?

•

Are there any sections that are the same on all the forms?

•

Who needs the information and why?

•

Who fills them in?

•

What parts are the most difficult to understand?
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Tips

Tips for filling in forms
•
•
•
•
•
•
•
•

72

Forms can use different names for the same thing. For
example home address, residential address, private address.
Look over the whole form before you start to write to give you
an idea of what you have to write.
Do the short bits you know first.
If you are not sure what you need to write, ask someone for
help.
Ask someone if they have a completed copy of the same form
that you could look at.
If you can, take two copies of the form. You can practise your
answers on one form and then write them again on the other.
Write down and keep information you use often on forms in a
personal dictionary.
Forms can use abbreviations to save space. Some common
abbreviations: Reg (Registration Number); M/D (Date of
Manufacture); Trans (Manual or Automatic Transmission).
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New customer
forms
Guided
activity

•
•

Look again at the new customer form that you saw in Ted’s
workshop on the CD-ROM.
Why is it important to fill in a new customer form accurately?

Personal information
section
Details of the owner

Logo, company name

Ms

Mrs

Miss Mr

Surname
Names
First or Given

Number
Suburb

Phone b.h
Owner’s work
phone number
‘business hours’.

Vehicle
Chassis

Owner’s work
phone number
‘after hours’
home phone
number if they
are working.

Colour

Street
State

Postcode
Specification
information
Details of car

Phone a.h
M/D

Reg
Engine

Trans

Odometer – it is
important to fill
in the
kilometres on
the odometer as
soon as the
vehicle is
brought in.

Odometer
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Activity 1
You are putting your own vehicle in to be serviced.
Complete the form with your details.
If you do not have a vehicle, then find the necessary information from a
friend’s vehicle.

Ms

Mrs

Miss Mr

Surname
Names
First or Given

Number
Suburb

Phone b.h
Vehicle
Chassis
Colour
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Leave forms
Group work

Activity 1
In workplaces there are different types of leave you can take. In some
workplaces there is one type of form for all types of leave, other
companies use different forms for each type of leave.
Here is an automotive workplace document explaining the type of
leave workers can take.
The headings in the document are missing. Put them where they
belong.

Annual leave; Bereavement leave; Sick/Carer’s leave; Parental
leave; Casual employee benefits.
Leave Entitlements
____________________________
A period of twenty-eight consecutive days leave shall be allowed annually to an employee
after twelve months continuous service.
____________________________
After a period of 3 months continuous service a permanent employee is entitled to 30 hours of
sick leave in the first year of service and 60.8 hours of sick leave in the second and
subsequent year of service. They may not take sick leave on more than 2 single days in one
year. All sick leave taken for more than 1 day is to be accompanied by a medical certificate.
_____________________________
After a period of 3 months continuous service a permanent employee is entitled to up to 3
days bereavement leave following the death of a close family member in the first year of
service and up to 3 days of bereavement leave after that. To be entitled to bereavement or
carer’s leave the person an employee is taking the leave for, must be a member of the
employee’s immediate family; or a member of the employee’s household.
_____________________________
After 12 months continuous service as a full time employee, a woman may take up to 52
weeks unpaid maternity leave. If the father takes paternity leave then this will be considered
as part of the 52 weeks.
______________________________
Casual employees do not have the above-mentioned benefits but receive an increased rate of
pay in lieu.

Check your answers at the end of this section.
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Activity 2
Look again at the leave entitlements document in Activity 1.
Find and underline the sentences that mean the same as the
sentences below.

1. If you work for an employer for 12 months without a break, you
can take 28 days leave.
2. You can take 3 days leave a year if someone in your family dies.
3. Casual workers do not get any paid leave. They are paid a higher
rate.
Why are the sentences above easier to understand than the
sentences in the leave entitlements document?

Check your answers at the end of this section.
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Activity 3
Tick “!” which type of leave suits each of the following examples.

Shane is going to take 2 weeks holiday from work.
"

Recreation leave

"

Long service leave

"

Parental leave

"

Sick leave

"

Bereavement leave

"

Other (please specify)

Jack is a casual worker and he has the flu.
"

Recreation leave

"

Long service leave

"

Parental leave

"

Sick leave

"

Bereavement leave

"

Other (please specify)

Karen has to attend a funeral.
"

Recreation leave

"

Long service leave

"

Parental leave

"

Sick leave

"

Bereavement leave

"

Other (please specify)

Check your answers at the end of this section.
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Activity 4
Complete the leave forms for the following situations:
1. You want to take two weeks holiday leave to visit your cousin. The
dates that you want to be away from work are 2 April to Monday 13
April.

APPLICATION FOR LEAVE
NOTE: Applications for holiday leave must be lodged in office two weeks prior to commencement of leave.

Name (Block letters)

Position

Type of leave (please tick)
Annual leave

……..days

First day of leave …../…../…..

Long service leave

……..days

First day of leave …../…../…..

Leave without pay

……..days

Parental leave

……..days

Bereavement leave

……..days

Sick leave

……..days

Other

……..days

Give Reason

Pay in advance requested?
Yes

TOTAL NUMBER OF DAYS ……..days
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2. You had 13 June to 15 June off work with the flu.

APPLICATION FOR LEAVE
NOTE: Applications for holiday leave must be lodged in office two weeks prior to commencement of leave.

Name (Block letters)

Position

Type of leave (please tick)
Annual leave

……..days

First day of leave …../…../…..

Long service leave

……..days

First day of leave …../…../…..

Leave without pay

……..days

Parental leave

……..days

Bereavement leave

……..days

Sick leave

……..days

Other

……..days

Give Reason

Pay in advance requested?
Yes

No

TOTAL NUMBER OF DAYS ……..days

Check your answers at the end of this section.
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Accident forms
When you have an accident at work, you have to fill in an accident
report form in case there are insurance claims or industrial action at a
later date. Usually your manager or supervisor will complete most of
the form for you, but you may have to write a short account of how the
accident happened.
On the CD-ROM Nick slipped on some oil. Here is the accident/
incident report form that Nick filled in:
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Activity 1
Find out what accident/ incident forms are used in your workplace.

Discuss:

•

Where are the forms located?

•

Who fills them in?

•

Group work

Does the person who has the accident have to write or sign
anything? Why? Or why not?

Activity 2
To write a short account of how an accident or injury happened, think
about:

•

what led up to the injury or accident?

•

how exactly was the injury or accident caused?

Look at the examples below:
What led up to the injury or dangerous
occurrence.

I was walking across the floor of the workshop when I slipped on
some oil and fell. I sprained my ankle.
How the injury
occurred.
What led up to the injury or dangerous
occurrence.

Frequent washing of car parts has given me an allergy to the
solvents. I have developed dermatitis on both hands.

How the injury
occurred.
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Use the prompt words to make complete sentences describing how
these accidents and injuries happened.
The first one has been done for you.

1. Operate…….. hoist

I was operating the hoist

electric shock

when I got an electric shock

2. Walk……..through workshop

slipped……oil

3. Lift……wheel

hurt……back

4. Work under……car

got oil……eye

5. Clean……engine parts

Cut…index finger…metal

6. Use……grinder

metal……eye

7. Clean……up broken glass

glass went……hand

Check your answers at the end of this section.
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Activity 3
Look at these pictures of accidents happening. Choose 2 of these
accidents and write a short account of what happened.

What was the injury?____________________________________
Where did the accident occur?____________________________
What happened?_______________________________________
_____________________________________________________

What was the injury?____________________________________
Where did the accident occur?____________________________
What happened?_______________________________________
_____________________________________________________

What was the injury?____________________________________
Where did the accident occur?____________________________
What happened?_______________________________________
_____________________________________________________

Check your answers at the end of this section.
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