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Information and Work =g511

A Video Lesson Fi&i%

Looking Ahead HI&ERZE
What This Lesson Is About

In this lesson, you will discover the impor-
tance of gathering, organizing, and using
information in the workplace.

¥ 1o gather information, you must know what you are looking

for and where to find it. P iew

I.E' To organize information, you must be able to categorize it in What This Lesson Is About
a way that will help you and your audience understand and Thislessen introdnoen ataients by the fmpor-
use the information efficiently. tance of gathering, organizing, and using in-

formation in the workplace.

¥ To use or communicate information, you must decide what Upoit compléting this lesson, stiidents witl be
to communicate and kow to communicate it the best way. able to
You must also decide whether graphic materials (charts, = identify and describe the three skills

involved in managing information,

* describe some of the purposes Lhat,
information serves in the workplace

* describe the skills that people need to
handle information in the workplace

W Ask students Lo read What This Lesson is
About.

tables, diagrams, graphs, or pictures) can help you commu-
nicate more effectively.

Used by permission of United Parcel Service

The UPS central database tracks millions of packages, providing informa-
tion on flight schedules, pickups, deliveries, and even the weather. More
than 88 percent of these packages will get to their destinations on time.

Module 4, Lesson 1




Key Ideas

B Discuss the terms in the Key Ideas section.

Viewing the Videodisc—
Introduction

B Tell students that they are about to see
the opening segment of the videodise or
videocassette for this module. This seg-
ment introduces the importance of gather-
ing, organizing, and using information in
today's workplace.

B Ask students to read Viewing the Video-
disc— [utroduction and to think about
the question raised in this section as they
watch the videodisc segment,

B Show the Introduction segment (Chapter
10) of the videodisc. (1:48)

Introduction

Search 329, Play Te 3600

Post-Viewing Questions

B Ask students to tell you what they saw in
the segment.

W Then have students work as a class to
answer the Post-Viewing Questions. The
first three questions appear as still frames
at the end of the Introduction on the
videodisc.

B Have students share their responses as a
class,

introduction: Discussion Question 1

Search Frame 3601

Introduction: Discussion Question 2

Search Frame 3602
Intreduction: Discussion Question 3

Search Frame 3603

caller quene— (in the video) calls

Key waiting to be answered in an auto-
Ideas mated telephone system
FESHEARE

categorize—to sort into groups according to common
characteristics 4y U3¢

Viewing the Videodisc—Introduction

You are going to watch a videodisc or videocassette segment that
shows how information is used in the workplace. As you watch,
ask yourself what the narrator means when he says,

“If you think of the workplace as a machine, information is
the fuel that runs it.”

Post-Viewing Questions

After you have watched the video segment, answer the following
questions:

What does the phrase “information is power” mean to you?

B What are some situations in which information is needed to
make a decision or to solve a problem?

Bl How is information used in each case?

Hl What does the narrator mean when he says, “If you think of
the workplace as a machine, information is the fuel that
runs it"?

Be prepared to share your answers with the class.

—Tim Brooks, vwepresidam for rgmrch UsA Networks

Communication 2000




Getting Started #HNIEL

Fill ‘er Up!

If the gas gauge in your car is registering “Empty,” you know that
you'd better fill the tank if you want to keep going. So what do
you do? You look for a service station, pull up to the pump that
contains the kind of gasoline you use, fill the tank, pay the cash-
ier, and get back on the road. Mission accomplished—ryou
solved your problem.

But what if...

...you thought the “E" meant that you needed engine oil—or
water for the radiator?

...you knew you needed gas, but you put it in the radiator in-
stead of the gas tank?

...you got the gas and put it in the right place, but there was a
hole in the fuel line and the gas never reached the engine?

Making information work for you on the job is a lot like refueling
your car:

¢ You have to know what you need—what information you
want,

* You have to put it in the right place— organize it.

* You have to make sure it gets where it's supposed to go—
you must transfer (communicate) it to a person or place
where it can be used).

Here's an example of managing information in the workplace:

B You work for a travel agency, and a customer calls to make a
reservation. "1 want a flight to New York," she says, *—not
too early in the morning, but I want to get in before the rush
hour so Uncle Harry can pick me up at the airport.”

B Before you start gathering flight information, you would be
wise to find out more exactly what you need to know. What
day does she want to travel? (Some flights aren't scheduled
every day of the week.) What airport will be convenient for
Uncle Harry? (If he lives in Queens, he would prefer to pick
up his niece at LaGuardia Airport rather than Kennedy or
Newark.) How long does she plan to stay? (This may affect
the price of the ticket.)

M After your client answers your questions and you narrow the
search to flights available to LaGuardia on Saturday,
August 31, leaving no earlier than 10 a.m. and arriving no
later than 3:30 p.m., your first task is to

* GATHER the information. You call up the flight schedule
to LaGuardia on your PARS/Worldspan computer system.

Development

Fill "er Up!

B Ask students to read Fill 'er Up! as a class
and to review the main points made in this
seation, with special emphasis on the three
skills involved in managing information
(gathering, organizing, and using informa-
tion). Then have the class answer the two
questions that appear al the end of the
seetion.

Module 4, Lesson 1




Application
Viewing the Videodisc—UPS

B Tell students that they are about {o see a
documentary ahout UPS—United Parcel
Serviee—and aboul how the company
uses information to serve its customers.

W Ask students 1o read Viewing the

Videodise—UPS and to think alboul (he
question raised in this section as they
waleh the videodise segment,

B Show UPS (Chapter 200 of the videndise.

{hd5]
ups

MR

Search 3611, Play To 10356

v

Communication 2000

There's a long list of flights, beginning at 6:30 a.m. and
ending at 11 p.m. That's much more information than your
customer needs or wants, so you

* ORGANIZE the information. Moving through the list (or
entering a search command), you pull out the flights that
meet the customer’s requirements. Three flights do not
operate on Saturday, so you eliminate them. Then you
eliminate all the flights that leave before 10 a.m. and those
that arrive after 3:30 p.m., reducing your list to four flights.
Now you are ready to

* COMMUNICATE or USE the information, You give the
customer the departure and arrival times and the fares of
the four flights that meet her needs. She chooses the 1:15
USAir flight because that departure time will allow her son
to take her to the airport during his lunch hour. You confirm
the reservation with the airline through the computer,
charge it to the customer’s credit card, and tell her to have
a good time in New York.

In the travel agency scenario, you used a computer to gather and
organize information, What if the computer system had been
“down” when the customer called. How else could you have found
the information you needed to make her reservation?

In managing information, why is it important
* to ask the right questions?
* to organize the information you find?
* to communicate it clearly to other people?

Trying It Out SEBREZ:

Viewing the Videodisc—UPS

More than a million letters and packages arrive every weeknight
at the Atlanta hub of United Parcel Service (UPS), and most of
them have to be delivered the next day somewhere in the United
States. The amazing thing is that 99 percent of them get to their
destinations on time. Even more amazing is the fact that a UPS
customer-service representative can track your package at any
point in its travels and let you know where it is and when it will
be delivered.

Information is power at UPS. The UPS system works because of
complex computer equipment that manages incredible amounts
of information. The computer sorts this information and lets
users retrieve it. But even this powerful equipment could not do
the job if the people who provide the information— the dis-
patchers and the drivers—didn't make sure that the information




that goes into the computer is accurate and complete. Moreover,
a customer-service representative could not help you by locating
your parcel if she or he did not know what questions to ask the
computer and how to communicate its answers to you. That’s why
people need to know how to handle information, even if—and
especially if—they are using automated high-tech equipment.

In this videodisc segment, you will meet several [/PS employees

and will learn how important the task of information handling is Post-Viewing Questions _
in their jobs. As you watch the segment, ask yourself, u af: :;ﬁﬂﬂtf to tell you what they saw in
X g ent.
“Where does the information come from and how is it used i fiarentickinia work s cleas o anawer
by the people in this video?” the Post-Viewing Questions, They appear
as sl:illlfmmes al the end of UPS on the
Post-Viewing Questions videodisc.
After you have watched the videodisc segment, answer the fol- LS, Emsusen Shostion:1
lowing questions: I I I“ll“
Il What kinds of information are used at the UPS Customer Sewwh rame 1083
Service Center? UPS: Discussion Question 2

Bl How is the information used? Give examples. I' I I“l"l

[l Why is gathering, organizing, and using information critical Heph Erae: 4530
to the success of UPS? UPS: Discussion Question 3

Be prepared lo share your answers with the class. ﬂ I lllll“

Search Frame 10359

:iﬂwmmmlam%awr]ﬂmmtﬁngamﬂle\ and"theworld £

u‘mpmbnbly A

: keeps shrinking” They generally refer-to the fact that it doesn't take long to travel
.. trom one place to another. wnhje‘kpiamzippmgpanpleameremthemﬂd luamat
ter of hours, farawﬂer placesdon‘t sesm as?m' away a5 they once did. -

Communication satellites ha?:aslmmktheworld even more, Today, bybounclx;g Eﬁ_
--mmwmmmm'mmm@mmm' -
it mwmwmdt&,mmm signals halfway aronnd the world. We can
i dtmmﬁvhgmmmdwwwwmmmmmﬁefmﬂum“

Canadian writer Marshall McLuhan (1911-80) said electronic methods of com-
i mmmmmmmmmma“mwﬂm“ ‘News travels so fast

©that people on opposite sides of the planet become closely involved with one
- another. It's asitwesaﬂ,!mintlw mlmbviﬂagu.whmmubodyknmiz.
'.‘-.whatmwnee%sessaomg, : :

wﬁoaeﬁmwemﬁumwhltoonmvmm, claimedhhabeach majoa: 3
penodofhmterymtmmﬂz&dbxthem&dmmotmmmuewoﬂmlmuw e
 at the time. The period from 1700 to the mid-1900s was the “age of print,” beca.use printing was the dominant
 technology that people‘used to mhmge*ﬁxfomsﬁon. According to McLuhan, the electronic age has replaced
- the aga arprlnt, television now the dminans maaus of mmmunicatinn T

Module 4, Lesson 1




offering them the o portuniy for career advancoment. "

Services: Gmund darrvery service maching au mmw

”_antlfor
1 s states; mnddayalrsewieetoa]l%atateaandmaﬂbﬂlmm

F;ﬁwﬂa'l..chaumuhg, rewardir

day air servlce to more than 70 percent of U.S. population; ground and air s i
from Canada. irltamatlonal air service available to more than 180 countries and territories

Clients and Gudwmgrs. More than 1.2 million: ragular shippers who melvaautomﬂa

daily pickup services

Number of Employees: 251,750 U.S.; 32,250 international
Unique Features: UPS is a manager-owned company.

Conclusion

People or Machines

B Have students read People or Machines,

B ‘I'hen divide the class into two groups.
Have one group support the pro-machine
argument, the other group the pro-people
position,

B Have the groups follow the directions
onutlined in this section,

W When the debate is over, give students
about 10 minutes to complete the writing
assignment that appears at the end of the
section.

Communication 2000

Summing Up 2451344

People or Machines

Which is more important to the UPS operation—the technology
or the people who operate it?

Form two groups, one made up of students who will argue that
technology is more important and the other comprised of stu-
dents who will argue that people are more important. In your
group, make a list of the arguments that support your position.
Then organize your points as they relate to the skills of (a) gath-
ering, (b) organizing, and (¢) communicating or using informa-
tion. Have each member of your group prepare a one-minute
presentation of one of the arguments. When the presentations
are ready, conduct a debate as a class, Use your three informa-
tion-management skills to structure the debate,

When the informal debate is over, summarize in your journal the
key points made by both sides. Add your personal conclusion on
whether people or machines are more important to such com-
panies as UPS—or whether both are equally important and why.



Keeping Track #=iE{4 Assessment/Reteaching

--------------------------- B Have siudents work individually to answer
the questions in Keeping Track.

B Review student work for basic understand-

On a separate sheet of paper, answer the following questions. Use

what you have learned in this lesson to help you. Ing 0f lesson ideas.
n What are the three main skills of information management? W Students who require additional instroc.
tion should again watch the two videodise
3081 i i o segments used in this lesson and create an
B For what purposes is information used in the workplace? (e e i o (1 e
1 : H * v 5 the i tant points mad
Bl What skills do people need to handle information effectively? lighls the imipariant peiuts made

B Encourage students to keep their answers
to'the Keeping Track questions in their
portfolios,

“I love to talk, as

you can tell. The

customers want to

hear a friendly

voice, and they

s want to have con-
fidence in UPS.”

—Jacquenette Cottrell,
customer-service representative

$100 and a Will to succeed

n 1907 19 -year-old James E. Gmy and a handful af omar teenagers
%l.aned the company that ‘would become United Parcel Service when
: meybomwad $100 from a friend and set. up the American Messenger
- Company in Seattle, Washington. ' Their infant business had a philosophy
of never promising what it cmtld not do lmd of aanyu ]maping every
© promise.
When the company extmﬂad Its opara.ﬁenn tﬂfﬁak.land, California, in
1018, it adopted the name United Parcel Service. By 1930, UPS had started
- service in the New York City area, and over the next 15 years it opened ser-
vice in cities throughout the East and Midwest, By the 18608, UPS made
the eritical decision to compete directly with the United Slates Postal

Used by pernisston of Unlted Parcel Service

‘Service. * ’
In 1987, UPS became the first package delivery company in hiStory 1o Coromae Jox e e nsecnser
provide service to every address in the United States. ori on GRépHiane ind receive plokup

—"Betiind the Shield,” United Parcel Service  information on another

Module 4, Lesson 1




Extension Going Further SENZ3]
B As a homework or oui-of-class assignme_m. --------------------------
ﬁe"silﬂfn!:; :2 E‘LT,l’;"ifi,ii‘iff the activ B Think of a time when you needed to know more about a par-
M Have students discuss their results with ticular S“bject‘ Per haps you were p. lannmg to huy a4 hew
the class and keep copies of their work in stereo system and wanted to know what your options were.
their portfolios. Or maybe your were working on a term paper or looking for a
summer job. How did you go about gathering the information
you needed? How did you organize it? How did you commu-
nicate or use it? Describe your experience in a one- or two-
page paper, and turn it in to your teacher.

M You are on the planning committee for the senior prom,
which can be held in one of two places: the Wellington Hotel
or Appleby’s Banquet Hall. Your committee is responsible for
choosing the location, and you must talk with the managers
of both places to get the information the committee needs to
make its decision. Make a list of the questions you would ask.
Next decide if there is anything you need to know that you
cannot learn from the manager? Where would you go for this
information? Add the additional questions to your list, and
be prepared to turn in the list to your teacher.

' “In the compauys étary {mg ccmﬁud at

~ work many of the same forces that
 shaped 20th century American life and
- commerce: the development of a vast

hty?w;ay sys‘tem, the chreasmg desim

Communication 2000




A Literature Lesson %*¥i§

What This Lesson Is About

In this lesson, you will read an ex—
cerpt from an article that describes
the way “medical detectives"—physi—
= cians and public health officers—
gather, organize, and communicate or use information to diag—
nose illness and to prevent the spread of contagious diseases.

L!!" Finding the answer to a problem sometimes involves putting
together a collection of facts to arrive at a solution.

g At other times, information is used to eliminate possible
solutions. In other words, you find the right answer by get-
ting rid of all the wrong answers.

(& What you know about a situation can help you analyze the
facts; sometimes, however, knowing too much about a sub-
ject can blind you to the possibilities.

b - Q N diagnosis— the act of identifying a
3 * disease by examination and analy-
Ideas sis of its symptoms £#

epidemic— an outbreak of a contagious disease that
spreads rapidly among many people in a community
MATIEE AR FHE

pandemic— an epidemic throughout a wide geographical
area Kif{TH

plague—a highly infectious, epidemic disease that is often
| fatal. Bubonie plague is characterized by the formation of
buboes, swelling of lymph glands, &%

~ An Information Problem —

Looking Ahead H#&=FRE

FI:L.:\IE.ITEE

~ pears on page 17 in this guide;

: cnpgmg use tha blank version in the
Leamer’s Guide).

This lesson uses the template file
Mystery.

Preview
What This Lesson Is About

This lesson is designed 1o expose students to
a real situation In which information is gath-
ered, organized, and used to solve a problem,

Upon completion of the lesson, students will
be able to
e explain how information-management
skills can he nsed to solve a prohlem
e deseribe how different problem-solving
approaches work.
= analyze Lhe information-gathering skills
used to solve a problem.

B Have students read What This Lesson Is
Aboni,

Key Ideas

W Digcuss the terms in the Key Ideas section

Module 4, Lesson 2




Making Decisions

B Give students about 10 minutes to write in

their journals on the topic described in
Making Decisions

Ask for volunteers to share their journal
entries with the ¢lass.

Special Needs:
Limited English Proficiency

If LEP students are prepared for the
message to be presented in a reading
assignment, their comprehension will
be enhanced. Consider using a struc-
tured overview as a pre-reading activity
in association with the literature selec-
tion in this lesson. The purpose of the
structured overview is lo combine stu-
dents’ existing knowledge with the
information to be read, Key vocabulary
words or concepts are identified in the
reading material. Unknown ar relative-
Iy new terms are organized into elther
4 flowehart or a branching diagram.
Terms or concepts already known to
students can be listed and incorpo-
rated at appropriate positions within
the structure, The visual nature of the
activity provides structure for students
whose listening skills are poor,

Making Decisions

If you have ever watched a police show on television, you know
that detectives sometimes solve a case by putting clues together:
a fingerprint, a strand of hair, and testimony from a witness
eventually point to the criminal, and an arrest is made. Or they
may round up various suspects for questioning and eliminate
most of them, one by one, by checking out their alibis and veri-
fying that they were nowhere near the crime scene, The ones
without alibis then become prime suspects. Sometimes police
use both methods of investigation at the same time.

You do the same thing when you make a decision or solve a prob-
lem. For instance, you might choose to take history at 10 o’clock
because you're interested in the subject and because your
friends are in that class. In this case, specific reasons lead to
your decision. Or maybe you don't want to take the other courses
(algebra and chemistry) that are offered at that time. "By the
process of elimination, you are left with history.

Think of a time when you used information to make a decision or
solve a problem. Did you do it by using several different pieces of
information? Or did you consider various alternatives, rejecting
the undesirable ones and setlling for the one that was left?

In your journal, describe your experience and the process you
used to make your decision or solve your problem.

Be prepared to share your experience with the class.

Development Getting Started #NIEST
“A'Small, Apprebensive GREIAY " """ 7t rerre e e s e e e §see s b e s 4k
by Berton Roueché “A Small, Apprehensive Child”

B Ask students to read the introductory

by Berton Roueché

paragraphs to the literature selection and
to consider the question posed at the end
ol Lhis section as they read the article
about plague,

Have students read the text Alternatively,
You may wish to read the seleetion to them
or assign it as homework,

Remind studants that the first and third
sections of the text are summaries of the
beginning and end of the selection, Only
the middle section is an actual part of the
original aceount. It is enclosed within
quotation marks, which also appear in the
original,

Words that might be unfamiliar to your
students are defined in the margins.

Communication 2000

When doctors make a diagnosis, they act as detectives. To deter-
mine what disease a patient has, they first consider the patient’s
symptoms. These symptoms are like pieces of evidence that lead
them in a ecrtain direction. The doctors compare the symptoms
with what they know about various diseases, and they order cer-
tain lab tests that will reveal things they can't see, such as the
presence of infectious bacteria or a change in the blood count.
In this way, they reduce the possibilities to one or two diseases.
But when the symptoms and test results do not add up to a fa-
miliar disease or condition, the real detective work begins.

This story shows how physicians and public health officials used
their skills in gathering, organizing, and communicating infor-
mation to diagnuse a rare disease in a small child and to protect
a city from an epidemic. As you read the artficle, ask yourself,

“How was information used to solve the problem that the
doctors faced?”




Meet Berton Roueché

Berton Roueché (pronounced Roo-shay) knows how to combine the excite-
ment of a mystery story with the real life-and-death drama of the medical
profession. His non-fiction books include The Medical Detectives and The
Orange Man and Other Narratives of Medical Detection. He has also pub-
lished several novels, among them The Last Enemy and Fago.

Born in 1811 in Kansas City, Missouri, he received a journalism degree
from the University of Missouri and worked as a reporter for the Kansas City
Star, the 8t. Louis Globe-Democrat, and the St. Louis Post-Dispateh before
joining the staff of The New Yorker magazine.

His skill as a medical journalist has been recognized by awards from
many groups, including the American Medical Association and the Lasker
Foundation. His writing on religious subjects has heen henored as well,

Literahire Selection

oy i

A Smali, Apprehenswe Child

Note: The opening and o{oﬂng parts of the following selec-
tion are summaries of the beginning and end of the article.
Otmiylhemwddlsmhanmmacma&mmpUt is enclosed
uiithin quotutabn marks, whsévﬁ aisa appear in tfxeangmal
text.

Al:ound eight o'cloek on the;zight o! Sundw, June 9 |
1968, a little girl named Barbara Logan bagantoshnwslgm
- of being very sick. First she developed a fever and began to
vomit. This went on all night and continued the next day and
night. On Inesda.y morning the siwaweld girl complained
of a sore throat and a palnmux feminr lnmp abau; the size of
a golf ball under her arm, i
Barbara's mother taok er from t.heu' hama in the. City
Park section of Denver to | d;an 8 Hospita.l An intern de-
scribed her as “a small, appmhensma child wit.h a painful,
swollen left axilla.” The)@osp staff was unable to diagnose
her illness. During the next four weeks, her fever wentup
and down. Occasionally sherelt nearly well, and at one point
she was discharged from the hna'pita! But tha lump under
her arm grew larger and mameens:ﬁve and she was read-
mitted two days later. This time doetors incised and drained
the swelling, but they continued to delay treatment becauze
they were waiting for the outcome of tests,
Routine hlood tests taken during the second week of
Barbara’s illness had revealed Gram-negative rods. A Gram-
negative rod indicates the presence of bacteria that cause
diseases such as influenza, typhoid fever, whooping cough,

“A Small, Apprehensive Child,” reprinted by permission of Haruld Ober Associstes,
Inc. @ 1984 by Berton Roueché,

apprehensive— fearful; worried:
anxious ZLIBR) 5B

axilla—armpit i+ 5

ineised— cut into (past tense of
“incise™ 1N
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