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OCCUPATIONAL STANDARDS_ASSISTANT CLERK_BP_FIRST YEAR

ISCO-08- 4110 - General office clerks

NQF level -2

Occupational Standards

First Year Assistant Clerk

The occupation covers the process of developing skills in administrative and clerical support, learning and acquiring skills such as
managing correspondence, organizing files, handling communications, performing basic accounting and business calculations
tasks using available technologies and supporting other office staff.

Process

Element

Description

To acquire and develop basic skills in
management, organization, basic accounting
and business calculations, and assisting in
daily office and business tasks.

Output

Process to develop skills in office management and organization,
learn and apply basic business communication skills, acquire
basic skills in accounting and business calculations and practice
daily office tasks, while familiarizing with the use of new
technologies..

Sub-process

S1.

S2.

S3.
S4.
S5.
S6.
ST.
S8.
S9.

Understanding  incoming and  outcoming  office
communication

Identifying and understanding business roles and
interacting with stakeholders

Understanding different business documents

Organizing and maintaining physical and digital files
Identifying and managing office supplies

Scheduling meetings and organizing calendars
Understanding basic bookkeeping tasks

Understanding different administrative tasks
Understanding the role of customer service support

Organizational charts

Input
P e Job descriptions
e Legal and regulatory framework and standards.
e Basic accounting documents
Resources *  Computer

Software (Microsoft Office), Digital Agenda
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SYLLABUS_ASSISTANT CLERK_BP_FIRST YEAR

A. PRACTICAL PART (150 TEACHING HOURS)

CBT MODULE 1: PRACTICING MICROSOFT
OFFICE WORD AND USING THE INTERNET
FOR BUSINESS (66H)

» Creating, saving, retrieving, deleting and restoring a Word business letter (16h)

o Organizing files: Creating folders and sub-folders (4h)

» Creating a Word business document in two languages: Arabic and French/English (8h)

» Inserting company’s logo into a Word document (6h)

« Using the internet to find information (8 h)

» Creating and presenting a report using internet research and MS Word (16h)

» Inserting and filling an inventory table into a Word Document (8h)

e Practical assessment

CBT MODULE 2: PRACTICING MICROSOFT
OFFICE EXCEL FOR BUSINESS PURPOSES
(56H)

»  Creating and saving an invoice on Excel (10h)

» Creating different Excel sheets for different customers’ invoices (6h)
o Using simple formulas (=, +, -, *, Auto Sum) to fill-in invoices (10h)

» Creating and managing customer’s account on excel (30h)

e Practical assessment

CBT MODULE 3: USING AN OFFICE
PRINTER (14H)

o Print preview and adjusting printable area (6 h)

»  Printing a one-page document (2h)

UNICEF_TVET MFP _ Assistant Clerk_Y1_Syllabus_En
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»  Copying and scanning documents (4h)
o Printing in different paper formats (2h)

e Practical assessment

CBT MODULE 4: MANAGING OFFICE CALLS
(14H)

»  Answering and diverting a phone call (2h)

»  Pitching a business offer over a phone call (8h)
»  Taking notes from callers (4h)

o Practical assessment

B. THEORETICAL PART (100 TEACHING HOURS)

1. PRINCIPLES OF COMMUNICATION & ORGANIZATION(50H)
1.1. COMMUNICATION (12H)
¢ Introduction to Communication: Understanding what communication is and why it's important, the communication
process.
¢ Types of Communication: Verbal, non-verbal, and written communication, Positive communication.
o Effective Communication Skills: Listening, speaking clearly, and using polite language. Rephrasing, Feedback.

e Communication Tools: Learning about phones, email, letters, and online messaging.

1.2. CORRESPONDENCE (14H)
¢ Understanding Correspondence: What it means to correspond and why it matters, Importance of correspondence in
business.
e Types of Correspondence: Letters, emails, and memos: Definition, objectives, uses.
o Writing a Simple Letter: Parts of a letter (heading, greeting, body, closing), particularities of a business letter.
e Practicing Courtesy in Correspondence: Using polite language and maintaining a respectful tone, applying positive

and effective communication through correspondence.

1.3. OFFICE ORGANIZATION (12H)

Introduction to an Office Environment: What is an office and how it functions.

UNICEF_TVET MFP _ Assistant Clerk_Y1_Syllabus_En 20f4



» Organizational Tools: Calendars, filing systems, and checklists.
e Keeping an Organized Space: Importance of a clean and tidy workspace, principles of office organization.

e Basic Office Equipment: Introduction to computers, phones, printers, and copiers.

1.4. CUSTOMER RELATIONSHIPS (12H)
e Who is a Customer?: Understanding what a customer is and why they are important, importance of customer needs.
e Good Customer Service: Listening to customer needs and responding helpfully, introduction to CSR.
e Customer Communication: Speaking politely and respectfully to customers, Basics of Relationship Marketing.

* Problem Solving: Handling common customer issues in a friendly way, Basics of Complaint Management.

2. PRINCIPLES OF ACCOUNTING & BUSINESS(50H)

2.1. BASICS OF ECONOMICAL FLOW (12
H)

¢ Introduction to Economic Flow: Understanding the basics of how money and resources move in an economy, Offer
and Demand, Basic Economic concepts.

e Producers and Consumers: Learning about people who make goods and services (producers) and those who buy
them (consumers), basics of Market Flow.

e Basic Economic Activities: Buying, selling, saving, and investing.

¢ Understanding Needs vs. Wants: Learning the difference between essential needs and additional wants.

2.2. BASIC ACCOUNTING
PRINCIPLES(12H)

e What is Accounting?: A simple introduction to keeping track of money in businesses.

e Importance of Accounting: Importance of accounting in decision making, accounting and transparency, basic
accounting principles.

e Basic Concepts: Income, expenses, profit, and loss.

o The Role of an Accountant: Understanding the job of an accountant in a business, difference between accountant and

cashier.

2.3. ACCOUNTING & BUSINESS
DOCUMENTS (12H)

¢ Introduction to Business Documents: Learning about documents that businesses use, like receipts and invoices.

UNICEF_TVET MFP _ Assistant Clerk_Y1_Syllabus_En 3of4



e Types of Accounting Documents: Understanding basic documents such as Journal, Inventory and Accounting
Sheets..

e Record Keeping: Importance of keeping accurate records for a business, Keeping Customer and Supplier files.

e Organizing Business Documents: How businesses store and organize important papers, Physical vs/ Digital

Documents Organization.

2.4. SIMPLE BUSINESS TRANSACTIONS
(14H)
* Understanding Business Transactions: What happens when a business buys or sells something, basic flow
registration.
e Types of Transactions: Cash and credit transactions.
e Examples of Transactions: Simple examples, like buying supplies or selling products, Basics of Debit/ Credit.

» Recording Transactions: A basic look at how businesses keep track of transactions.
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unicef

MODERNIZED TWO-YEAR CURRICULUM
ASSISTANT CLERK

PRACTICAL SUBJECTS

BREVET PROFESSIONNEL (BP)

BP1
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OCCUPATIONAL STANDARDS_ASSISTANT CLERK_BP_FIRST YEAR

ISCO-08- 4110 - General office clerks

NQF level -2

Occupational Standards

First Year Assistant Clerk

The occupation covers the process of developing skills in administrative and clerical support, learning and acquiring skills such
as managing correspondence, organizing files, handling communications, performing basic accounting and business
calculations tasks using available technologies and supporting other office staff.

Process

Element

Description

To acquire and develop basic skills in
management, organization, basic
accounting and business calculations, and

assisting in daily office and business tasks.

Output

Process to develop skills in office management and organization,
learn and apply basic business communication skills, acquire
basic skills in accounting and business calculations and practice
daily office tasks, while familiarizing with the use of new
technologies.

Sub-process

S1

S2

S3.
S4.
S5.
S6.
S7.
S8.
S9.

Understanding incoming and  outcoming
communication

interacting with stakeholders

Understanding different business documents
Organizing and maintaining physical and digital files
Identifying and managing office supplies
Scheduling meetings and organizing calendars
Understanding basic bookkeeping tasks
Understanding different administrative tasks
Understanding the role of customer service support

office

. Identifying and understanding business roles and

Input ¢ Organizational charts
e Job descriptions
e Legal and regulatory framework and standards.
e Basic accounting documents

Resources o Computer

Software (Microsoft Office), Digital Agenda
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ISCO-08- 4110 - General office clerks  Education Standard

NQF level - 2
Overview
Competences
Abilities /

Learning Outcomes

Knowledge

Using the computer and the Internet for Business Purpose and managing Office
Equipment

At the completion of this training module, the participant will be able to practically use Microsoft Office
tools and Internet for business purposes, performing basic printing tasks and managing business
calls. The use of computers and internet focusses on creating and managing different files and
folders, in different formats and specific conditions. It also includes using internet for information
search and presenting business reports. The use of office printers focuses on adjusting and printing
tasks, and managing office calls includes basic tasks related to diverting calls, taking notes and
pitching business offers on phone.

CU1. Practicing Microsoft Office Word and using the internet for Business

CU2. Practicing Microsoft Office Excel for business purposes

CU3. Using an Office Printer

CU4. Managing office calls

e Creating and saving a MS document

o  Deleting and retrieving a MS document
e Formatting a business document, using different styles
e Inserting images & logos in a document
o Performing text & image wrapping

e Writing a business document in two languages
o Setting preferences and editing a business document
e Organizing files effectively using folders and sub-folders
e Using Internet to find information

o Creating and using tables and charts in a business document
o Creating and presenting reports with graphs and charts
e Creating and saving an invoice on Excel
e Creating different Excel sheets for different customers’ invoices
e Using simple formulas (=, +, -, *, Auto Sum) to fill-in invoices

o Creating and managing customer’s account on excel

e Understanding different uses of printers, copiers and scanners

» Ability to preview and adjust margins and printable areas

o Adjusting printers’ settings

e Printing in different paper formats and sizes

» Proficiency in document scanning and copying

» Effective communication and phone handling

» Effective pitching and persuasion

o Effective note-taking during phone calls

Functions and options in Microsoft Word (e.g., save, delete, restore).
Business letter structure (salutation, body, closing, etc.).

File system and folder structure.

Best practices in organizing digital files

Microsoft Word multilingual settings.

Formatting and layout considerations for multilingual documents
Inserting and formatting images in Word.

Image placement and text wrapping in Word

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 30f 23
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Internet search techniques and advanced search filters.
How to assess the reliability and relevance of sources
Report structure (introduction, body, conclusion).
Citations and references in business reports
How to uses charts and graphs in a report.
How to present a business report.
Using tables in Word.
Best practices for organizing data in a table format.
Basic Excel functions, invoice templates.
Basic formulas and their application in Excel
Print preview and layout adjustment
Printer settings and page orientation
Copier and scanner settings and functions
Different paper sizes and their use cases
Phone etiquette and call diverting procedures.
Pitching techniques and offer structure.
e Methods for organizing and recording information
Learning program During the workshop lessons the following practical activities will be executed:

e Hands-on activities for different tasks such as: Create, save, retrieve, and delete a
business letter in Word, formatting Word documents, cresting folders and sub-folders,
inserting and adjusting content.

¢ Internet scavenger hunt: to find information and reliable sources for a business topic.

e Hands-on individual/ team activity: Create a business report based on internet research.

e Hands-on activity: Insert and format an inventory table in a Word document and
customizing the table appearance.

e Peerreview: Review and edit a classmate’s document for errors.

e Individual / Team activity: Presenting a business report to the class.

e Hands-on activity: Practice using visual elements (charts, graphs) to enhance the report
presentation.

e Hands-on: Printing / scanning in different paper formats and sizes.

e Role play: professional phone conversation and business offer pitching

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 4 0of 23
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Learning time frame Learning time frame

Workshop lessons (hours)

Competence Unit 1 66
Competence Unit 2 56
Competence Unit 3 14
Competence Unit 4 14
Total (hours) 150

COMPETENCE UNIT 1: PRACTICING MICROSOFT OFFICE WORD AND USING THE
INTERNET FOR BUSINESS

TRAINING STANDARD - UNIT 1

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 5 of 23
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TRAINING GUIDELINES

Ability / Learning outcome:

Creating and saving a MS document

Deleting and retrieving a MS document
Formatting a business document, using
different styles

e Inserting images & logos in a document

e  Performing text & image wrapping

e Writing a business document in two languages

e Setting preferences and editing a business
document

e  Organizing files effectively using folders and
sub-folders

e Using Internet to find information

e Creating and using tables and charts in a
business document

e Creating and presenting reports with graphs
and charts

Training site:

e  Computer workshop or equipped classroom

Al gl il il Rt
Granm catinnal
ar s

Required Tools: Required Materials

e Fully set Computers e Business letter sample
e MS Office Software o Different business

¢ Internet Connection documents samples

e Projector and screen

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 6 of 23
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o Creating a new document and understanding the layout

e Saving a document in different formats (.docx, .pdf, etc.)
Creating, Saving, o Retrieving an existing document and navigating through saved files
Retrieving, Deleting, and o Deleting and restoring documents in Word
Restoring a Word e Structure of a formal business letter (heading, salutation, body, closing)
Business Letter «  Applying consistent fonts (styles, sizes)

e Applying consistent margins and spacing

e Adjusting alignment, indentation, and paragraphing for a professional look

o Create a business letter with proper formatting.

o Practice formatting styles (bold, italics, bullet points, numbered lists)
Inserting company’s logo e Inserting images from files into a document
into a Word document e Adjusting image size and position

e Text wrapping options

e Using logos and other visuals for branding in business documents

» Inserting logos and company signature in a business document/letter

o Creating and formatting a business letter with images, logo and signature
Creating a Word Business Setting language preferences in Word (Arabic, French, English)
Document in Two «  Switching between languages and adding language-specific formatting
Languages: Arabic and o Simple use of translation tools and proofing tools for multilingual content
French/English o Writing a simple business letter or memo in both Arabic and French/English, including

images and different formatting styles

g:gz:::‘% f;l:;:fg;:::;ng e Creating new folders a_nd sub-folders_ i_n Windows Explorer

o Best practices for naming and organizing files

* Moving files into different folders

¢ Organize a sample collection of documents into folders and sub-folders.
Using the Internet to Find « Techniques for searching effectively using search engines (Google, Bing)
Information o Using keywords for efficient search

e Research a business topic on the internet

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 7 of 23
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Creating and Presenting a
Report Using Internet
Research and MS Word

Inserting and filling an
inventory Table into a
Word Document

TOOLS AND MATERIALS

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En
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Summarize the findings of the research in a word document (including formatting,

images, ...)

Structuring a business report (introduction, body, conclusion)
Inserting citations and references using Word’s built-in tools
Using styles and headings for report formatting

Headings, Titles, and sub-titles, with customizing

Inserting Charts within a report

Different charts and uses (Basics)

Modifying chart styles (basics)

Inserting SmartArt within a report
Viewing different SmartArt and uses

Modifying SmartArt

Present a report using SmartArt/ Charts/ Tables (Basics)

Creating and formatting tables in Word Rows, columns)

Inserting data into tables

Customizing table styles (border styles, shading, alignment)
Creating and presenting a business document including tables with formatting

8 of 23
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Description Picture Quantity" Comment
Computer set 1 per trainee

R

Internet connection
—

MS Office software

Business letter template 1 physical

sample

o Different
digital
samples

o 1 physical
sample
(different
documents0

o Different
digital
samples

Business document template

Projector and screen

1 The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 9 of 23
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ASSESSMENT STANDARDS - UNIT 1

FORMATIVE ASSESSMENT

Trainee Name: Date:

Ability / Criteria for competence Unit 1- Practicing Microsoft Office Word and Using the
y Internet for Business Yes / No

learning outcome

Has a MS Word document been created?
Creating, Saving,
Retrieving, Deleting,

and RestoringaWord 55 the saved document been retrieved after being deleted?
Business Letter

Has the created document been saved in different formats?

Has a business letter been correctly created in a formal format?
Does the created business letter include different formatting styles?

Was an image inserted in the created Word document?

Inserting company’s Were text wrapping options used in the created Word document?
logo into a Word
document Was a business logo inserted in the created business letter/document?

Was business signature inserted in the created business letter/ document?

Creating a Word Has a business document been created in two languages?
Business Document in
Two Languages: Arabic
and French/English

Have proofing tools been used in the created document?

Does the created bi-lingual business document include images and/or visuals?

Organizing files: Has a collection of folders been correctly created and named?
Creating folders and Have sub-folders been correctly created and named?
sub-folders

Were files moved into folders/ sub-folders using different techniques?

Using the Internet to Has information been searched on the Internet?
Find Information Were different search engines used in the research process?
Were keywords correctly used for the research on the internet?
Were the research findings summarized in a Word document?
Was a business report (simple format) correctly created?

Did the created report include different Headings/ Titles?

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 10 of 23
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Trainee Name: Date:

—

Ability / Criteria for competence Unit 1- Practicing Microsoft Office Word and Using the
y Internet for Business Yes / No

learning outcome

Creating and Presenting Did the created report include charts/ SmartArt/ ...?
a Report Using Internet

Research and MS Word , _
Was the created report correctly presented? (Basic requirements)

Inserting and filling an Was a MS Word business document creating including a table?

Inventory Table into a

Was the table included in the created MS Word business document correctly
Word Document

customized?

Did the included table contain relevant data?

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 11 of 23
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COMPETENCE UNIT 2: PRACTICING MICROSOFT OFFICE EXCEL FOR BUSINESS

PURPOSES

TRAINING STANDARD - UNIT 2

TRAINING GUIDELINES

Ability / Learning outcome: Required Tools:
e  Creating and saving an invoice on Excel e Computer (fully set)
e Creating different Excel sheets for different e MS Office Software

customers’ invoices
e Using simple formulas (=, +, -, *, Auto Sum) to

fill-in invoices
e Creating and managing customer’s account on
excel
Training site:

e Computer workshop / or equipped classroom

What is Excel and why is it used in offices?
Understanding rows, columns, and cells

Typing and formatting basic text and numbers
Merging and centering cells for headers
Formatting currency and dates

Adjusting column widths

Creating a simple invoice layout, step by step
Saving files with proper names

Organizing invoices in folders

Creating and saving an
invoice on Excel

Creating different Excel
sheets for different
customers’ invoices

Understanding workbooks and worksheets
Naming and organizing sheets.

Navigating between multiple sheets
Duplicating invoice templates across sheets
Using freeze panes for easy navigation

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En

Required Materials:
e Business invoice
templates
e  Business invoice samples

Navigating the Excel workspace (menu, ribbon, toolbar)

Adjusting and preparing an invoice to print correctly without cutoff errors.
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e What are formulas and functions?
) ) _ o Introduction to simple calculations (+, -, *, /)
Usmg simple formules !" o Using AutoSum for quick totals
e Auto Sum) to fill-in o Filling in missing values in invoices using basic formulas
Invoices e Common formula mistakes
e Understanding error messages
Creating ?"d managing «  Understanding basic customer data
customer’s account on «  Creating column headings: Name, Phone, Email, Payment Status
Excel o Creating a table using sample data: customer names, contacts, and amounts due.
e Sorting customers alphabetically
o Highlighting overdue payments with colors.

TOOLS AND MATERIALS

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 13 of 23
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Description Picture Quantity? Comment

Computer set 1 per trainee

Internet connection
To search
invoice
templates

MS Office software

Invoice template/ samples — Invoice

2 The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 14 of 23
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ASSESSMENT STANDARDS - UNIT 2

FORMATIVE ASSESSMENT

Trainee Name:
Ability /

learning outcome

Creating and saving an
invoice on Excel

Creating different Excel
sheets for different
customers’ invoices

Using simple formulas
(=, +, - %/, Auto Sum) to
fill-in invoices

Creating and managing
customer’s account on
Excel

Date:

Criteria for competence Unit 2- Practicing Microsoft Office Excel for business
purposes

Was a business invoice successfully created in Excel?

Were headers correctly merged and centered in the created invoice?
Were “Date” and “Currency” cells correctly formatted?

Were the invoice’s margin properly adjusted to print area?

Were different worksheets created for different customers’ invoices?
Were the different worksheets properly named?

Was the invoice template consistently and accurately duplicated across multiple
worksheets?

Is “Freeze Panes” correctly used on created sheets?
Was the “+” formula used in the created invoice?
Was the “-” formula used in the created invoice?
Was the “*” formula used in the created invoice?
Was the “/” formula used in the created invoice?

Was the “Auto Sum” used in the created invoice?

Was a customer account sheet created and named on Excel?

Did the customer account sheet include relevant customer information in column

headings?
Was the customer account sheet filled with relevant data?

Was a table including multiple customers information created?
In the multiple customers table, were customers names sorted alphabetically?

In the multiple customers table, were overdue payments highlighted?

COMPETENCE UNIT 3: USING AN OFFICE PRINTER

TRAINING STANDARD - UNIT 3

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En
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Yes / No
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TRAINING GUIDELINES

Ability / Learning outcome:

e Understanding different uses of printers, o

copiers and scanners

e Ability to preview and adjust margins and

printable areas
e Adjusting printers’ settings

Required Tools:

Printer

Copier

Scanner

Fully set computers

e Printing in different paper formats and sizes
Proficiency in document scanning and copying

Training site:

e Computer workshop or equipped classroom

Print Preview and
Adjusting Printable Area

Printing a One-Page
Document

Copying and Scanning
Documents

Printing in different paper
formats

Understanding print settings
Adjusting margins, scaling, and print area

Al gl it alail
Granra

Required Materials:
e Samples of different sizes
of Papers (AO to A8)
e  Papers for print tasks
(different sizes)

Explaining the different kinds of printers and their differences

Choosing the right printer

Printing a correctly formatted one-page document

How to use a copier/ scanner
Scanning and emailing a document

Using a copier for different paper sizes

Using a copier for a two-page (two-sided) document

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En
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TOOLS AND MATERIALS

Description Picture Quantity® Comment

Printer/ scanner (Business Inkjet) 1

Laser Printer

Fully set computer

3 The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 17 of 23
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Description Picture Quantity® Comment

Paper AO- A7

e One sample
A3 of each size
e 1 pack Ad

g

ASSESSMENT STANDARDS - UNIT 3

FORMATIVE ASSESSMENT

Trainee Name:
Ability /

learning outcome

Print preview and
adjusting printable area

Printing a one-page
document

Copying and scanning
documents

Printing in different
paper formats

Date:
Criteria for competence Unit 3- Using an Office Printer Yes /No

Was the document previewed before printing?

Were the margins adjusted to fit printable area?

Was the printer correctly linked to computer?

Were the correct printer chosen before sending the “Print” command?
Was a one-page document correctly printed?

Was a document correctly scanned?

Was the scanned document correctly emailed?

Were documents printed in different paper size? (e.g., A4, A5, Legal)

Was a two-page (Two-sided) document correctly copied?

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 18 of 23
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COMPETENCE UNIT 4: MANAGING OFFICE CALLS

TRAINING STANDARD - UNIT 4

TRAINING GUIDELINES

Ability / Learning outcome: Required Tools:
e  Effective communication and phone handling e  Office phone Set
o Effective pitching and persuasion
» Effective note-taking during phone calls

Training site:
e Equipped classroom

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En
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Required Materials:

Note book

Pens/ pencils

Sticky notes

Sample business offer

19 of 23



4 \}
A\ 4
N

unicef g

Phone Etiquette
o Answering a phone call in a professional way

Answering and diverting a o Transferring phone calls: understanding different functions and keys of a classic office

phone Call phone set.
Pitching a business offer e How to introduce yourself professionally
over a phone call e How to engage the customer and propose a business offer.

o Handling different scenarios.

Taking notes from callers e How to write down key points during a call.

e How to take notes professionally and convey a received message from callers.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 20 of 23



TOOLS AND MATERIALS

Description Picture Quantity* Comment

Office phone set 1

Notebook - 1 per trainee

Pens/ pencils 1 per trainee

Sticky notes Packs of different
colors
ASSESSMENT STANDARDS - UNIT 4
FORMATIVE ASSESSMENT
Trainee Name: Date:
Ability / Criteria for competence Unit 4- Managing office calls Yes / No

% The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 21 0f 23
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learning outcome

S

Answering and
diverting a phone call

Pitching a business
offer over a phone call

Taking notes from
callers

Is the phone answered professionally?

Are different phone keys correctly used?

Is the received call correctly transferred?

Did the caller introduce their self properly?

Was the tone confident?

Was the offer made in a persuasive way?

Was the caller acting professionally throughout the call?

Were notes taken during the call?

Were the notes taken from the caller clear and sufficient?

Were the notes taken organized and summarized after the call?

Was a clear message transmitted based on the notes taken from the caller?

SUMMATIVE ASSESSMENT

Trainee name:

Assessor name:

Date;
Date;

Ly gl 1l Rl gt
Graes i

The candidate is considered competent if demonstrate a best practice performance in all the following criteria for the
assessment related to the Module — Using the computer and the Internet for Business Purpose and managing Office

Equipment

Criteria for assessment

Qualifier

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En
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The candidate should be able to create, save, delete, and retrieve a
Word business document, including logo/ graph/ table/ other visuals.
The candidate should apply the correct formatting to a Word document
in two languages and create folders and sub-folders to arrange
documents.

-
NS

Creating and managing basic
business documents using
MS Office Word

Using the Internet to find
information and present a
report.

The candidate should be able to use appropriate keywords to find
relevant information on internet using search engines. The candidate O U
should be able to summarize the findings and present a report.

The candidate should create a sample invoice on Excel, correctly name
Creating, managing and filling  the sheet, save it and keep it in a folder. The candidate should use

in invoices on Excel appropriate format for Date and Currency cells, and apply basic Excel - -
formulas in the created sheet (+, -, *, /, Auto Sum).

Managing customers’ The can_dldatelshouI: cr:ate wo(rjk:heﬁts f_or custorlners sccounts, using

accounts on Excel a_ppropnate column hea e_rs, and duplicating temp ateg etwegn _ O [

worksheets different sheets. The candidate should also apply sorting and filtering on
the existing data.

Adjusting and printing The candidate should adjust the documents margins to fit printable area,

documents then select the right printer before printing. 0 n

The candidate should scan documents and email the scanned
documents. The candidate should also perform copying tasks in O O
different paper sizes, for both one-sided and two-sided documents.

Scanning and copying
documents

The candidate should answer in a professional way, he should correctly

Answering phone calls, taking transfer the calls to the right destination. The candidate should also take

notes and transfering calls notes when receiving calls, afterwards organized, and transmitted to the O [
right destination. .

Pitching business offers over ~ The candidate should transmit business information and offers to

a phone call customers in a clear, persuasive manner, on phone. The candidate [ [
should be able to handle different scenarios encountered during a phone
call.

Criteria (*) Evidence of non-compliance if any (**)

Assessor signature: Date:

Trainee signature: Date:

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Practical Lessons_En 23 of 23
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1. GENERAL COURSE INFORMATION

Course Component Details

Principles of Communication and Administrative

Titl
Course Title Organization

Course Code TBD

Course Level BP Y1 X BPY2 [
Course Duration 50 hours total

Teaching Language English &4 Arabic /7 French /7

2. COURSE DESCRIPTION

This course provides the fundamentals of communication and administrative organization in professional and institutional work
environments. It focuses on developing effective communication skills, professional correspondence, workplace organization, and

customer relationship management to enhance efficiency in a work environment.

Students will explore different types of communication (verbal, non-verbal, and written), learn effective listening and speaking
techniques, and practice professional correspondence through letters, emails, and memos. The course also covers workplace
organization, including office tools, filing systems, and equipment usage. Additionally, students will develop essential customer

service skills, focusing on positive interactions, relationship-building, and problem-solving strategies.

By the end of this course, students will be equipped with practical skills to communicate clearly, organize tasks efficiently, and

engage effectively with customers in a professional environment.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En 10f9



3. COURSE OBJECTIVES

Upon successful completion of this course, students will be able to:

Understand key principles of communication, organization, and customer relations.

Apply professional business correspondence skills in letters, emails, and internal memos.

Use communication tools, including phones, email, and messaging platforms.

Maintain an organized office environment with effective filing and Appointment Scheduling.

Operate office equipment while following industry best practices in the business environment.

Engage in professional customer communication and relationship management.

Analyze workplace case studies and solve communication challenges Communication and organization in the
workplace.

Follow industry standards, ethical guidelines, and workplace protocols.

Adapt to new trends and technologies in business communication and office management.

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En
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4. LEARNING OUTCOMES (LOS)

By the end of this course, students should be able to:

LO No.

LO1

LO2

LO3

LO4

LOS

LO6

Learning Outcomes

Efficiently communicate using verbal and non-verbal
communication skills

Explain the different correspondence means and clearly
identify their uses

Write a professional business correspondence using the
appropriate terms and structure

Identify and understand the use of different office tools and
equipment

Understand customer needs and the fundamentals of
customer service

Recognize and apply strategies for handling customer
complaints professionally and efficiently

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En
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5. COURSE TOPICS & MODULES

Module Title

Module 1: Fundamentals
of Communication and
Active Listening

Types of Communication

(1)
Body Language and Tone

Types of Communication

(2)
The Art of Active Listening

Types of Communication
)

Written and Digital
Communication

Effective Communication
Skills

The Art of Effective
Listening

Communication Tools

Integrating Listening and
Speaking Skills

Topics Covered

Communication process map:
» Sender

* Message

* Medium

* Receiver

Verbal communication:

* Facial expressions

* Hand gestures

* Eye contact/body language
* Use of tone of voice

« Difference between hearing and
active listening
* Giving the speaker full attention
and importance

Written communication: purpose,
digital communication etiquette,
and understanding the digital
footprint.

* Listening techniques:
paraphrasing

» Overcoming fear and managing
nervousness while speaking

+ Giving and receiving feedback
effectively

Tools: email, phone, messages,
WhatsApp.

How to organize ideas
(Introduction — Main Content —
Conclusion).

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En

Activities

Whispering game.
How messages change
during transmission.

Role-play exercise:
expressing emotions
without speaking.

Dialogue activity in which
the second participant
summarizes what they
heard in their own words.

* Transforming an angry or
unclear text message into a
polite and clear message

» Writing a message to the
instructor through social
media

One-minute speaking
activity: each learner
speaks for one minute
about a favorite topic or
introduces themselves to
the group.

Group activity: writing an
email using a
phone/WhatsApp.

Delivering a short
presentation using simple
visuals (clear and engaging
images related to a specific
topic).

Estimated
Hours

2
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Week

10

11

12

13

14

Module Title

Emotional Intelligence and

Social Relationships
(Understanding Self and
Emotions)

Module 2: Self-
Organization and Self-
Management

The Concept of
Organization and lts
Relationship to Success

Time Management and
the Priority Matrix

Setting SMART Goals

Work Planning,
Scheduling, and Goal
Setting

Organizing the Work and
Study Environment

Module 3: Teamwork and
Organizational
Management

The Team and Team
Roles

Leadership and Initiative
Skills

Topics Covered

Identifying one’s own emotions
and understanding how they affect
communication.

* Understanding organization and
how it affects an individual’s
personality and well-being

* Distinguishing between
achievement and busyness

» Understanding the concept of
weekly and daily goals

» Distinguishing between important
and urgent tasks (and non-
important and non-urgent tasks)

* How to develop a realistic
schedule that balances study,
leisure, and sleep

» The importance of setting clear
goals

* SMART goal criteria: Specific,
Measurable, Achievable, Relevant,
and Time-bound

« Identifying when a goal is realistic
* How to set an appropriate goal
and define a realistic timeframe for
achieving it

* Team-building skills
* How to work effectively as part of
a team

* Who is a leader? Characteristics
of an effective leader

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En

Activities

Creating a personal
“Emotions Dictionary” for
each learner.

Drawing a clock on the
board to identify how time
is actually spent.

Classifying tasks and

personal activities within an
individual schedule (setting

priorities).

SMART Goals Game.

Activity: Designing a

hypothetical schedule for a

fictional organization and

creating an ideal, balanced

schedule for a student’s
daily life.

Building a model or solving

a complex puzzle while
assigning the most

appropriate role to each
learner within the team.

* Role-play activities
* Leadership personality

Estimated
Hours

2
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Week

15

16

17

18

19

20

Module Title

Conflict Resolution and
Negotiation Skills

Critical Thinking and
Information Filtering

The Art of Feedback
(Constructive Criticism)

Decision-Making, Conflict
Resolution, and Problem-
Solving

Module 4: Role Allocation /
Final Project

Teamwork and Role
Allocation

Small Project
Management (Planning
and Implementation)

Topics Covered

* The difference between a leader
and a manager

* How to influence others through
persuasion

» Managing differences of opinion
* Applying a win-win strategy

* Focusing on the problem rather
than the person

» How to organize ideas effectively
* Verifying the accuracy of
information

* Giving and receiving feedback
without hurting others’ feelings

* Avoiding judgment and criticism
* Being open to unconventional
ideas

« Identifying the problem using a
systematic approach

* Brainstorming possible solutions
« Evaluating options and making
decisions

» Understanding the importance of
diverse roles and effective role
allocation within a team

+ Understanding that a successful
team functions like the human
body, with each member playing
an essential role

* How to plan a small project (e.g.,
a volunteering activity, exhibition,
or event)

* Allocating roles and preparing a

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En

Activities

assessments involving
team leadership and task
allocation

* Win-Win Game: reaching
a mutually beneficial
outcome

» Exchanging constructive
feedback among learners
and using it for
improvement

Fact or Rumor Identification
Game.

Using new and familiar
activities as icebreakers.

Brainstorming session.

Challenge: Building the
tallest tower using spaghetti
sticks and adhesive tape.

Developing a preliminary
plan for the following
week’s project.

Estimated
Hours

6of9



Week

21

22

23

24

25

Module Title

Planning Team Projects
(Working on the Final
Project)

Office Organization:
Introduction to the Office
Environment

Office Organization:
Organizational Tools (1)

Office Organization:
Organizational Tools (2)

Office Organization:
Maintaining an Organized
Space (1)

Topics Covered

budget
+ Activity: Planning a school event

+ Launching a final project to be
developed and presented by
learners

* How to transform an idea into an
action plan

* Selecting a project (e.g., an
awareness campaign)

+ Organizing the school library

* Implementing an organizational
initiative

 Overview of office roles and
functions

» Workplace culture and the office
environment

* How communication and
organization affect office
productivity

+ Calendars and scheduling tools
* Filing systems: physical and
digital

Checklists and task management
tools.

* Benefits of maintaining a clean
and organized space
* Principles of office organization

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En

Activities

Conducting a brainstorming 2

session within each group
to select a project idea and
outline its main
components.

* Discussion on office
layout/design

* Group activity: identifying
roles in a typical office
environment

* Creating a filing system
for a fictional company

* Practicing the use of a
calendar to organize tasks

* Creating a checklist for a
hypothetical situation

* Practicing the use of a
checklist to organize and
follow up on tasks

» Organizing a virtual or
physical workspace

* Group discussion on the
effects of clutter in the
workplace

Estimated
Hours

70f9



6. TEACHING & LEARNING STRATEGIES'

Instructional Method
O Lectures & Presentations
O Case Studies & Problem-Based Learning (PBL)
O Group Discussions & Brainstorming
O Industry Guest Lectures
O Simulations & Digital Learning Tools

O Al & Digital Integration

7. ASSESSMENT & EVALUATION METHODS-

Description
Instructor-led explanations of theoretical concepts
Students analyze and solve real-world industry problems
Peer-based interactive discussions
Insights from industry professionals
Virtual labs, interactive simulations

Use of Al-based tools and online learning resources

THIS HAS TO BE DETERMINED BY THE DGVTE

Assessment Type Weight (%)
Quizzes [insert...%)]
Midterm Exam [insert...%]
Assignments & Case Studies [insert...%]
Class Participation & Discussions [insert...%]
Final Exam [insert...%]

8. RESOURCES & REFERENCES

Resource Type

Textbooks & Manuals

Description
Short assessments testing fundamental understanding
Covers Modules [insert module numbers]
Research-based reports and industry case analysis
Engagement in discussions, group work

Comprehensive assessment of all course topics

Examples

"Business Communication for Success” by Scott McLean

' The instructor will select the most appropriate methods based on course objectives, student needs, and available resources.
UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En
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Online Resources

Industry Reports

Open Educational
Resources (OERs)

“Customer Relationship Management: Concepts and Technologies” by Francis Buttle
and Stan Maklan

“Business Communication Today” — Bovee, Courtland & Thill, John
"The Elements of Business Writing" — Gary Blake & Robert Bly
"The One-Minute Organizer" — Donna Smallin

"Customer Service Skills for Success" — Lucas, Robert

"Business Communication: Open Textbooks" — Brigham Young University

https://quides.lib.byu.edu/c.php?g=662911&p=4659439

The Ultimate Guide to Customer Relationship Management" — Zendesk

https://www.zendesk.com/blog/ultimate-quide-customer-relationship-management/

Office Equipment: Types, Use and Care"

https://www.isbe.net

https://hbr.org/topic/subject/business-communication

https://pumble.com/learn/communication/communication-statistics/

“Use Office Equipment" — LinkedIn Learning

https://courses.lumenlearning.com/wm-businesscommunicationmgrs/

https://ohiostate.pressbooks.pub/stratcommuwriting/

https://saylordotorg.github.io/text_business-communication-for-success/

https://2012books.lardbucket.org/books/a-primer-on-communication-studies/

UNICEF_TVET MFP_Assistant Clerk_Y1_CBT Theoretical Lesson_Subject1_En
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1. GENERAL COURSE INFORMATION

Course Component Details

Course Title Principles of Accounting and Business
Course Code TBD

Course Level BP Y1 BPY20O

Course Duration 50 hours total

Teaching Language English Arabic 0  French O

2. COURSE DESCRIPTION

This course introduces learners to the fundamental concepts of accounting and business. It enables learners to
understand the basics of economic flows and accounting principles, as well as how to handle essential business
documents and manage the daily transactions of enterprises.

Learners will learn how to assess needs and wants and understand the importance of buying, selling, saving, and
investing within economic flows. They will also record basic accounting transactions and explore different accounting
documents. The course also introduces learners to the fundamental concepts of bookkeeping.

By the end of the course, learners will understand how money and resources move within the economy, how the
financial activities of a business are tracked, and how to handle key business documents and transactions.

3. COURSE OBJECTIVES

Upon successful completion of this course, learners will be able to:

e Understand the fundamental principles of economic flows and accounting.

o Apply workplace-related skills to identify customer needs, perform simple accounting tasks, and manage basic
business documents.

e Use physical and digital filing systems effectively to organize business documents.

e Analyze practical situations, real-world problems, and case studies related to economic flows and their basic
activities.

o Communicate accurately using appropriate accounting terminology in the workplace.

o Comply with industry standards, safety requirements, and ethical guidelines in accounting and bookkeeping.

¢ Solve practical challenges using critical thinking and problem-solving skills.

e Adapt to emerging trends and technologies in the processing and management of business documents.

4. LEARNING OUTCOMES (LOs)

By the end of this course, learners should be able to:

LO No. Learning Outcomes
LO1 Understand the basic movement of money and resources in the economy.
LO2 Recognize fundamental economic concepts, activities, and dynamics.
LO3 Explain how the financial activities of a business are tracked through accounting.
LO4 Differentiate between cash transactions and credit transactions (on account).
LO5 Recognize and identify the key financial statements.
LO6 Understand common business documents and their purpose in financial transactions.

UNICEF_TVET MFP - Assistant Clerk _BP Y1 - Theoretical Subject 2_En
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LO No.

LO7

Learning Outcomes

Apply methods for organizing physical and digital business records.
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5. COURSE TOPICS & MODULES

Week Module Title

Fundamentals of Economic Factors:
Introduction to Economic Factors (1)

Fundamentals of Economic Flows:

2 Introduction to Economic Flows (2)
Fundamentals of Economic Flows:

3
Producers and Consumers

4 Fundamentals of Economic Flows:
Basic Economic Activities (1)

5 Fundamentals of Economic Flows:
Basic Economic Activities (2)

6 Fundamentals of Economic Flows:

Understanding Needs vs. Wants

Accounting Section:
7 Accounting Classes (1)
(General Chart of Accounts)

8 Accounting Classes (2)

Accounting Classes (3):

° Basic Concepts

10 Sources of Funds (Income Statement):
Determination of Result (1)

11 Determination of Result (2)

Topics Covered

« Definition of economic factors in a business context
« Definition of economic activity and its characteristics

« Understanding supply and demand
» How supply and demand affect pricing and market equilibrium

* Who are producers and consumers in the market?

* Role of businesses and households

« Basics of market flows: exchange of goods and services
« Understanding consumer preferences

* How consumer choices affect business decisions

« Buying, selling, saving, and investing: understanding each activity in

business
* Role of saving and investment in the economy

« Basics of economic cycles (boom and recession)
* How businesses respond to these cycles

« Definition of needs and wants in an economic context
« Decision-making process: needs versus wants

« Introduction to financial statements

« Identifying accounting classes and how the classes are distributed

« Facilitating understanding of accounting within enterprises
« Classification of accounting classes according to the income
statement

« Classification of accounting classes according to the balance sheet

« Definition of Cost of Goods Sold (COGS)
» Expenses

« Definition and classification of income and expenses
« Basic income statement: revenues and expenses
» Operating expenses

» Determination of result

Activities

Group activity simulating a mini-economy.

Discussion of real-life supply and demand cases.

« Case study on production and consumption
* Role-play game involving producers and consumers

« Classroom discussion: saving versus spending
« Interactive discussion: How do businesses engage in buying,
selling, saving, and investing?

Case study: How businesses use these activities for growth.

Case study on needs versus wants in marketing.

« Introductory video on accounting
« Classroom discussion

Group activity in which learners are assigned different classes
from the General Chart of Accounts.

« Activity on the number of classes in the General Chart of
Accounts

« Classifying accounts in a table prepared by the instructor with
learner participation

« Group activity: determination of result (balance-scale game)
« Balance-scale sides: revenues and expenses

Role-play assessment on how to determine the result.

UNICEF TVET MFP - Assistant Clerk - BP Y1 - Theoretical Subject 2
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Week

12

13

14

15

16

17

18

19

20

21

22

23

24

\
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Module Title

Balance Sheet Equation:
Assets and Liabilities (1)

Balance Sheet Equation:
Assets and Liabilities (2)

Income Statement - Sources of Funds

Accounting Books:
Simple Entry (1)

Accounting Books:
Simple Entry (2)

Simple Entry Theory (1)

Simple Entry Theory (2)

Simple Entry Theory (3)

Daily Journal Entries of the Enterprise:
Recording Financial Transactions

Daily Journal Entries:
Recording Financial Transactions - Purchase of
Fixed Assets

Double-Entry Bookkeeping:
Purchases - Sales

Posting and Balancing Accounts (1)

Posting and Balancing Accounts (2)

Topics Covered

« Profit and loss in business
« Importance of profit

« Detailed role of the balance sheet
« Equity

« Assets and liabilities

« Assets

« Liabilities

Determining the enterprise result.

Detailed role of the accountant in day-to-day business activities (1).

Detailed role of the accountant in day-to-day business activities (2).

« Detailed role of the accountant in day-to-day business activities
» Recording cash purchase and sales transactions

« Detailed role of the accountant in day-to-day business activities
» Recording purchase and sales transactions by cheque

« Detailed role of the accountant in day-to-day business activities
» Recording purchase and sales transactions on account

Importance of documentation in business transactions.

Importance of recording daily journal entries in the enterprise.

Importance of recording daily journal entries in the enterprise.

« Components of the General Ledger
« Importance of the General Ledger

« Components of the General Ledger
« Importance of the General Ledger

Activities

« Activity to identify assets and liabilities
* Role-play

Comprehensive assessment on the balance sheet equation
together with determination of result.

Role-play through a small-shop game showing expenses and
revenues, as well as assets and liabilities.

Group activity on methods of payment (1).

Group activity on methods of payment (2).

Method of recording basic entries (purchases and sales).

Method of recording basic entries (purchases and sales).

Method of recording basic entries (purchases and sales).

« Practical activity
« Presenting examples of sales and purchase transactions

Learners present worked examples/solutions.

« Practical application
» Real examples from accounting journals

Practical application using the General Ledger (1).

Practical application using the General Ledger (2).

UNICEF TVET MFP - Assistant Clerk - BP Y1 - Theoretical Subject 2
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Week Module Title

25 Posting and Balancing Accounts (3)

Topics Covered

» Components of the General Ledger
« Importance of the General Ledger

Activities

Practical application using the General Ledger (3).

UNICEF TVET MFP - Assistant Clerk - BP Y1 - Theoretical Subject 2
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6. TEACHING & LEARNNG STRATEGES

The instructor will select the most appropriate methods based on the course dbjectives, leamers’ needs, and available resources.
Lectures & Presentations Instrucior-ed explanation of theoretical conoepts
Case Studies & Problem-Based Leaming (PBL) Leamers analyze and solve realworid industry problems
Group Discussions & Brainstorming Interactive peer discussions
Industry Guest Leciures Insights from industry professionals
Simuiations & Digital Leaming Tools Virtual labs and interactive simulations

Al &Digital Integration

Use of AlHbased tools and online leaming resources

7. ASSESSVENT & EVALUATION METHODS
Tobe determined by the Directorate General of Vocational and Tedhnical Education (DGVTE).

Assessment Type

Quizzes

MidemBxan
Assigmments & Case Studies
(Class Participation & Discussions
Final Exam

Weight (o) Description

[insert . %] Short assessments testing fundamental understanding
[insert . %) Covers Modules [insert module numbers)

[insert . %] %egarmtﬁ;ﬁdrqnsaﬂaalysisofmﬁdnm
[insert . %] Participation in discussions and groupwork

[insert . % Carprehensive assessment of all course topics

UNICEF. TVETMFP - Assistent Clerk_BP'Y1 - Theoretical Sbject 2 En
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8. RESOURCES & REFERENCES

Resource Type

Textbooks & Manuals

Online Resources

Industry Reports

Open Educational Resources (OERs)

[ECE R UPIINE R
Graes il

Examples

“Economics in One Lesson” by Henry Hazlitt

“Accounting Made Simple” by Mike Piper

“Economics for Beginners: Understanding the Basics” by Andy Prentice (Usborne Books)
“Accounting for Non-Accountants” by Wayne Label

“Bookkeeping and Accounting All-in-One for Dummies” by Lita Epstein

“Basic Bookkeeping” by Frank Wood

Khan Academy - Microeconomics & Macroeconomics
https://www.khanacademy.org/economics-finance-domain
Investopedia - Economics Basics
https://www.investopedia.com/economics-basics-4689744
Simple Guide to Business and Accounting Documents
https://www.bookkeepingexplained.com/

https://www.bls.gov/oes/2023/may/oes439061.htm
https://www.indeed.com/hire/job-description/office-clerk

https://www.accountingcoach.com/
https://www.coursera.org/learn/wharton-accounting
https://openstax.org/

https://scholar.google.com/

https://www.edx.org/

UNICEF. TVETMFP - Assistent Clerk_BP'Y1 - Theoretical Sbject 2 En
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OCCUPATIONAL STANDARDS_ASSISTANT CLERK_BP_SECOND YEAR

ISCO-08- 4110 - General office clerks

NQF level -2

Occupational Standards

Second Year Assistant Clerk

The occupation covers the process of performing routine clerical and administrative tasks to support the smooth functioning of an
office. This includes tasks like filing, data entry, communication support, and basic office maintenance.

Process

Element

Description

To acquire and develop basic skills in office
management, business communication,
organization, basic accounting and business
calculations, using new technologies and
handling daily office and business tasks.

Output

Process to develop skills in office management and organization,
learn and apply basic business communication skills, acquire
basic skills in accounting, using available technology and handling
basic business calculations and practice daily office tasks.

Sub-process

S1.

S2.

S3.

S4.
S5.
S6.

ST.
S8.
S9.

Handling incoming and outcoming office
communication

Understanding roles and interacting  with
stakeholders

Creating basic business documents (Invoice,
Receipt,...)

Organizing and maintaining physical and digital files
Organizing and managing office supplies

Scheduling and documenting meetings and
organizing calendars

Understanding the accounting process
Assisting in different administrative tasks

Assisting in customer service support

Input

¢ Organizational charts

e Job descriptions

e Legal and regulatory framework and standards.

e Basic accounting documents
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Resources

Computer

Software (Microsoft Office), digital agenda
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SYLLABUS_ASSISTANT CLERK_BP_SECOND YEAR

A. PRACTICAL PART (150 TEACHING HOURS )

CBT MODULE 1: BUSINESS APPLICATION
ON MICROSOFT OFFICE WORD AND
INTERNET (54H)

Writing, saving, deleting & retrieving a business document on MS Word (6h)
Creating & Organizing folders, sub-folders & files for customers (6h)

Inserting an invoice in @ Word document (4h)

Creating different business documents on Word: Memo, Invitation, Report (8h)
Writing a business e-mail & sending to a group of customers (8h)

Searching information on a product/ service on the internet (8h)

Preparing & presenting a report based on previous research (12h)

Practical assessment(2h)

CBT MODULE 2: BUSINESS APPLICATIONS
ON EXCEL (30H)

Creating an invoice, with discounts using Excel simple formulas (=, +, -, *, SUM) (10h)
Creating & Managing a customer’s account statement on Excel (10h)
Creating & inserting a sales chart on Excel (10h)

Practical assessment

CBT MODULE 3: USING MICROSOFT

OFFICE POWERPOINT FOR BUSINESS
PURPOSE (24H)

Creating a presentation for a product/ service on PPT (12h)
Creating & presenting a PPT presentation to pitch a business idea (12h)

Practical assessment

CBT MODULE 4: MANAGING SCHEDULES
AND AGENDAS (24H)

Preparing & managing a physical schedule (6h)

UNICEF_TVET MFP _ Assistant Clerk_Y2_Syllabus_En 10f3
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» Preparing a to-do list with priorities (6h)
» Managing an electronic calendar (6h)
o Preparing a business agenda (Manually/ using MS Office) (6h)

e Practical assessment

CBT MODULE 5: USING OFFICE
EQUIPMENT (18H)

o Printing documents of different formats (4h)
» Resizing a document for print (4h)

» Using shared office printer (2h)

o Managing business calls (4h)

o Keeping calls records (2h)

o Practical assessment(2h)

THEORETICAL PART (100 TEACHING HOURS)

COMMUNICATION & ORGANIZATION(50H)

1.1. BUSINESS COMMUNICATION (14H)
Basics of Business Communication: Understanding what business communication is and how it differs from everyday
communication.
Forms of Business Communication: Introduction to verbal, non-verbal, and written communication in a business
setting.
Effective Business Communication Skills: Importance of clarity, tone, and active listening.

Communication Tools in Business: Learning about phones, email, and virtual meetings.

1.2. OFFICE MANAGEMENT (12H)
Understanding Office Management: The role of office management in keeping a business organized and efficient,
Classical vs/ virtual offices.
Organizational Skills: Using calendars, filing systems, and checklists to keep track of tasks.

Basic Office Equipment and Technology: Introduction to computers, printers, scanners, and software tools.

UNICEF_TVET MFP _ Assistant Clerk_Y2_Syllabus_En 20f3



» Time Management: Importance of prioritizing tasks and managing time effectively.

1.3. BUSINESS PLANNING &
SCHEDULING (12H)

o What is Business Planning?: Understanding the basics of setting goals and planning steps to achieve them.
e Scheduling and Time Management: Learning to use schedules and timelines to plan activities.
e Introduction to Project Planning: Breaking down tasks and assigning deadlines.

o Setting SMART Goals: Learning about setting Specific, Measurable, Achievable, Relevant, and Time-bound goals.

1.4. CUSTOMER RELATIONSHIPS (12H)
¢ Understanding Customer Relationships: Importance of building positive relationships with customers.
* Good Customer Service Skills: Listening, empathy, and problem-solving.
e Customer Feedback: Learning the importance of gathering and responding to customer feedback.

e Resolving Conflicts: Basic steps for handling customer complaints and resolving conflicts respectfully.

2. BUSINESS ENVIRONMENT & ACCOUNTING(50H)
2.1. PRINCIPLES OF ECONOMY (16H)
¢ Introduction to Economics: Basic understanding of what economics is and why it matters.
e Supply and Demand: Simple explanation of how supply and demand affect prices.
» Resources and Scarcity: Understanding limited resources and how people make choices.

o Economic Systems: Brief overview of different types of economies (like market, command, and mixed economies).

2.2. TYPES OF BUSINESS VENTURES
(16H)

e Introduction to Business Ventures: What a business venture is and why people start businesses.
« Types of Businesses: Overview of different types (e.g., sole proprietorships, partnerships, corporations).
o Small vs. Large Businesses: Differences between small businesses and larger corporations.

o Entrepreneurship: What it means to be an entrepreneur and the basics of starting a business.

2.3. ACCOUNTING & REPORTING (18H)
o Basics of Accounting: Importance of keeping track of money in a business.
» Financial Statements: Simple introduction to income statements and balance sheets.
» Recording Transactions: Basic practice of recording simple business transactions.

* Reporting and Analysis: Introduction to how businesses report financial information and why it's important.
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OCCUPATIONAL STANDARDS_ASSISTANT CLERK_BP_SECOND YEAR

ISCO-08- 4110 - General office clerks

NQF level -2

Occupational Standards

Second Year Assistant Clerk

The occupation covers the process of performing routine clerical and administrative tasks to support the smooth functioning of
an office. This includes tasks like filing, data entry, communication support, and basic office maintenance.

Process

Element

Description

To acquire and develop basic skills in office
management, business communication,
organization, basic accounting and business
calculations, using new technologies and
handling daily office and business tasks.

Output

Process to develop skills in office management and organization,
learn and apply basic business communication skills, acquire
basic skills in accounting, using available technology and
handling basic business calculations and practice daily office
tasks.

Sub-process

S1. Handling incoming and outcoming office
communication

S2. Understanding roles and interacting  with
stakeholders

S3. Creating basic business documents (Invoice,
Receipt, etc.)

S4. Organizing and maintaining physical and digital files
S5. Organizing and managing office supplies

S6. Scheduling and documenting meetings and
organizing calendars

S7. Understanding the accounting process
S8. Assisting in different administrative tasks

S9. Assisting in customer service support

Input

¢ Organizational charts
e Job descriptions

o Legal and regulatory framework and standards.
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e Basic accounting documents

Resources
e Computer

o Software (Microsoft Office), digital agenda

EDUCATION STANDARD
ISCO-08- 4110 - General office Education Standard

clerks

NQF level - 2
Overview
Competences
Abilities /

Learning Outcomes

Using MS Office and the Internet for Business, scheduling and
managing Office Equipment

At the completion of this training module, the participant will be able to will be able to
create, edit, format, and manage business documents in Microsoft Word, use the
internet for research, and write professional business emails. The participant will also
be able to create invoices, manage customer accounts, and visualize sales data
using charts in Excel. This training module also focuses on enabling participant to
present business ideas using PowerPoint, to manage business agendas and perform
scheduling tasks, and to efficiently use office printers and phone.

CU1. Business Application on Microsoft Office Word and Internet
CU2. Business Applications on Excel

CU3. Using Microsoft Office PowerPoint for business purpose
CU4. Managing Schedules and Agendas

CU5. Using office equipment

o Creating, formatting, editing, and managing professional business
documents.

e Organizing and managing folders, subfolders, and files for efficient

document storage.

Inserting tables and invoices in Microsoft Word.

Writing and sending professional business emails.

Conducting online research

Presenting research’s findings in structured reports.

Creating and managing customer invoices using basic Excel formulas.

Organizing and tracking customer account statements.

Developing and analyzing sales charts for business reports.

Designing engaging business presentations with multimedia elements.

Delivering a structured and persuasive business pitch using

PowerPoint

Creating and managing physical and electronic schedules.

Prioritizing tasks effectively using to-do lists.

Planning and preparing business meeting agendas.

Operating office printers for different document formats and sizes.
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e Managing phone calls professionally, including call logging and record-
keeping.

Microsoft Word Fundamentals

Document Formatting & Editing

File Management & Organization

Business Email Writing & Etiquette

Online Research Methods

Online Source Evaluation

Report Writing

Presentation Skills

Basic Excel Functions & Formulas (=, +, -, *, SUM)

Data Entry & Formatting in Excel

Invoice Creation

Discount Calculations

Customer Account Tracking & Management

Charts & Data Visualization in Excel

Slide Design Principles & Layouts

Inserting Images, Charts, and Animations in PowerPoint

Presentation Structure & Storytelling for Business Pitches

Public Speaking & Presentation Delivery Skills.

Time Management Techniques

Task Prioritization & To-Do Lists

Manual & Digital Scheduling Methods

Meeting Agenda Preparation & Documentation

Printing & Document Formatting for Different Paper Sizes

Resizing & Adjusting Documents for Printing

Network Printing & Shared Office Printer Operations

Phone Call Handling & Business Communication Etiquette
e Call Logging & Record Management for Office Use

Learning program During the workshop lessons the following practical activities will be executed:

Knowledge

e Hands-on activities for different tasks such as to create a business letter
and save it, delete it and recover it, to create a folder structure for different
customers, insert and format an Invoice in Word, draft a company memo,
create a customer's account statement, create a to-do list, schedule a
business meeting, ...

e Case study: for example, to organize a messy file system.

o Group exercise: Review and format a report, a professional email, ...

Hands-on individual/ team activity: Research a product on the internet,

summarize key points, and compare information from different sources.

Hands-on activity: Individual / Group PowerPoint presentation

Peer review: Review and edit a classmate’s document for errors.

Individual / Team activity: Presenting a business report to the class.

Role play: Handling professional phone calls.

Hands-on: Printing / scanning in different paper formats and sizes.

Role play: professional phone conversation and business offer pitching

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 4 of 30
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Learning time frame Learning time frame

Workshop lessons (hours)

Competence Unit 1 54
Competence Unit 2 30
Competence Unit 3 24
Competence Unit 4 24
Competence Unit 5 18
Total (hours) 150

COMPETENCE UNIT 1: BUSINESS APPLICATION ON MICROSOFT OFFICE WORD AND
INTERNET

TRAINING STANDARD - UNIT 1

TRAINING GUIDELINES

Ability / Learning outcome: Required Tools: Required Materials:

o Creating, formatting, editing, and managing e Fully set Computers o Business letter sample
professional business documents. e MS Office Software o Different business

e Organizing and managing folders, subfolders, e Internet Connection correspondence
and files for efficient document storage. e Projector and screen documents samples

» Inserting tables and invoices in Microsoft Word. ¢ Invoice sample

o Writing and sending professional business
emails.

e Conducting online research
Presenting research’s findings in structured
reports

Training site:
e  Computer workshop or equipped classroom

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 5 of 30
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Writing, saving, deleting &
retrieving a business
document on MS Word

Creating & Organizing
folders, sub-folders & files
for customers

Inserting an invoice in a
Word document

Creating different
business documents on
Word: Memo, Invitation,
Report

Writing a business e-mail
& sending to a group of
customers

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

MS Word interface and navigation

Creating a new document

Formatting text (font, size, bold, italic, underline)

Saving a document in different formats (DOCX, PDF)

Retrieving and editing a saved document

Deleting and recovering documents in Word

Structure of a formal business letter (heading, salutation, body, closing)
Applying consistent margins and spacing

Including a numbered list in a business letter

File organization principles
Creating folders and deleting
Renaming folders

Creating sub-folders

Moving files/ sub-folders between folders
Structuring customer files systematically

Inserting Excel tables into Word

(3 gl il Al st
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Formatting tables for invoices (Column headings, merging cells, cell borders)

Converting Word invoices to PDF

Structure and purpose of memos

Structure and purpose of invitations

Structure and purpose of reports

Formatting using headers, footers, and bullet points.

Email structure (subject, greeting, body, closing)
Using CC and BCC for group emails

Attaching files to an email

Inserting signatures into an email

Introducing search engines and their use
Using keywords to search information

Extracting key information

6 of 30
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Searching information on
a product/ service on the
internet

{
h S

e Structuring a research report, introducing its key components
e Summarizing key findings
e Presenting in a professional manner

Preparing & presenting a
report based on previous
research.

TOOLS AND MATERIALS

Description Picture Quantity" Comment
Computer set 1 per trainee
Internet connection
MS Office software

! The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.
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Description

Business letter template

Business memo template

Report template

Professional invitation template

Different Business documents templates

Picture

Company Name Here

Business Report

g
[}

i‘f e

|l
i

8o

COMPANY
XX EVENT
INVITATION

Dear Mr./Ms.
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Quantity? Comment

1 physical
sample
Different
digital
samples

1 physical
sample
Different
digital
samples

1 physical
sample
Different
digital
samples

1 physical
sample
Different
digital
samples

1 physical
sample (for
each
document)
Different
digital
samples
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Description

Projector and screen

Picture

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

Quantity’
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ASSESSMENT STANDARDS - UNIT 1

FORMATIVE ASSESSMENT
Trainee Name: Date:

Ability / Criteria for competence Unit 1- Business Application on Microsoft Office Word

and Internet Yes / No

learning outcome
Has a MS Word document been created and saved?

Has the created document been formatted using different aspects of font, font size,

Writing, saving, deletin
g 9 g bold, and italic?

& retrieving a business
documenton MSWord 5 the document been retrieved after being deleted?

Has a business letter been created?
Were the created document(s) saved in different formats?
Have different folders for different customers been created?
Creating & Organizing  Have sub-folders been created under the folders?
folders, sub-folders &
files for customers Have folders and sub-folders been correctly renamed?
Have files/ sub-folders been moved between folders?
Has an invoice table been created in Word?

Were the invoice table’s column headings clearly designed?

Inserting an invoice ina  Does the created invoice table include merged cells?
Word document
Were the cells borders customized?

Was the document saved in PDF format?

Was a business memo correctly created?

Was a professional invitation correctly created?
Creating different
business documents on

\éVord;tMemo, Invitation,  Have Headers been used in the created documents?
epo

Was a business report correctly created?

Have Footers been used in the created documents?
Have bullet points been used in the created documents?
Was a business email correctly written?

Were correct greeting and closing statements used in the written email?

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 10 of 30
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Trainee Name:

\

Ability /

learning outcome

Writing a business e-
mail & sending to a
group of customers

Searching information
on a product/ service on
the internet

Preparing & presenting
a report based on
previous research

Date:

Criteria for competence Unit 1- Business Application on Microsoft Office Word
and Internet

Was the email’s subject clearly written?

Was the CC/BCC option used in the written email?
Were any files attached to the email?

Was a signature added to the email?

Was a search engine used to find information?

Were relevant keywords used for searching information?
Was the retrieved information sorted and key information kept?
Was the key information relevant?

Has a report been created based on the research?

Was the report well structured?

Were key findings included in the report?

Was the report properly presented?

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En
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COMPETENCE UNIT 2: BUSINESS APPLICATIONS ON EXCEL

TRAINING STANDARD - UNIT 2

TRAINING GUIDELINES

Ability / Learning outcome: Required Tools: Required Materials:
e Creating and managing customer invoices e Computer (fully set) e Business invoice
using basic Excel formulas. e MS Office Software templates
e Organizing and tracking customer account e  Business invoice samples
statements. e Customer’s account
o Developing, formatting, and analyzing sales statement template
charts for business reports. e Customer’s account
statement sample
Training site:

e  Computer workshop or equipped classroom

¢ Understanding the use of simple formulas on Excel
Explaining and practicing the use of simple
formulas (=, +, -, *, /)
Using Auto Sum
Formatting numbers (currency, percentage)
Simple discounts, use and calculation.
Creating an invoice on Excel using basic formulas
and Auto Sum
e Applying discount (basic) to an invoice

Creating an invoice,
with discounts using Excel simple formulas
(=1 +1 B *1 SUM)

o The basic information in a customer’s account statement

e Choosing the right template for a customer’'s account
statement

o Filling-in a customer's account statement and updating
payments and balances.

e Using sorting on Excel

o Using filtering to track information on Excel.

o Using Freeze Panes to navigate information on a customer’s
account statement.

o Creating different worksheets for different customers’
account statements.

e Renaming Excel sheets.

e Copying information from one sheet to another for multiple
account statements.

Creating & managing a customer’s account
statement on Excel

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 12 of 30



Introduction to bar, pie, and line charts

Basic information on formatting charts for reports
Creating a simple sales chart

Reading sales information from a chart.

Creating & inserting a sales chart on Excel
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TOOLS AND MATERIALS

Description Picture Quantity? Comment

Computer set 1 per trainee

Internet connection
Search

templates for
different
documents

MS Office software

Invoice template/ samples e 1 physical
sample

o Different
digital
templates

Customer’s account statement template/ sample e 1 physical
sample
— = o Different
digital
templates

2 The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.
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Charts templates

FORMATIVE ASSESSMENT

Trainee Name:

ECUREPFRTENR L

acalinnl

Description Picture Quantity? Comment

E=== - 1physical

sample of

I I each chart

[ il type
—~a o Different
' digital
templates
ASSESSMENT STANDARDS - UNIT 2
Date:

Criteria for competence Unit 2- Business Applications on Excel Yes /No

Ability / learning outcome

Creating an invoice, with
discounts using Excel simple
formulas (=, +, -, *, SUM)

Creating & managing a
customer’s account
statement on Excel

Creating & inserting a sales
chart on Excel

COMPETENCE UNIT 3: USING MICROSOFT OFFICE POWERPOINT FOR BUSINESS

PURPOSE

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

Was an invoice created on Excel?

Were simple Excel formulas (=, +, -, *, /, Auto Sum) used in the created invoice?
Were “Date” and “Currency” cells correctly formatted?

Was a simple discount correctly applied to the created invoice?

Was a customer’s account statement created on Excel?

Were payments and balances updated in the created account statement?

Were multiple account statements created on multiple sheets for different customers?
Were different sheets correctly renamed?

Was basic content correctly duplicated on different sheets?

Was “Freeze Panes” correctly used on created sheets?

Have Sort and Filter commands been used on any of the created sheets?

Was a simple Pie sales chart created?

Was a simple Bar sales chart created?

Was a simple Line sales chart created?

Was relevant sales data used in the created charts?
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TRAINING STANDARD - UNIT 3

TRAINING GUIDELINES

Ability / Learning outcome:

Required Tools:

o Designing engaging business presentations e  Fully set computers
incorporating images, animations, videos, and e  Projector and screen

charts.

e MS Office software

e Structuring and delivering a persuasive
business pitch using PowerPoint, incorporating
clear messaging, visuals, and storytelling

techniques.

Training site:

o  Computer workshop or equipped classroom

[ ]
Creating a presentation for N
a product/ service on PPT N
[ ]
Creating & presenting a
PPT presentation to pitch o
a business idea .

TOOLS AND MATERIALS

Slide design principles

Adding information on a PPT slide
Adding images on a PPT slide
Inserting charts on a PPT slide
Basic animations of PPT slides

What is a business idea?
Principles of persuasion in communication

How to deliver presentations with confidence

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En
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Required Materials

Sample of business ideas
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Description Picture Quantity® Comment

Fully set computer

Internet Connection

Projector and screen

MS Office Software

ASSESSMENT STANDARDS - UNIT 3

FORMATIVE ASSESSMENT

3 The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 17 of 30
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Trainee Name:
Ability /

learning outcome

Creating a presentation
for a product/ service
on PPT

Creating & presenting a
PPT presentation to
pitch a business idea

Date:

Criteria for competence Unit 3- Using Microsoft Office PowerPoint for business
purpose

Was a PPT presentation for a product/ service created?

Were the slides designed with appropriate layout, font size, and consistency?
Did the slides include relevant images, charts, or other multimedia elements?
Was animation used in the slides?

Were a relevant business idea chosen?

Was persuasive and clear communication used to effectively convey the business
idea?

Was the pitch deck presented confidently with appropriate voice modulation and
body language?

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En
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COMPETENCE UNIT 4: MANAGING SCHEDULES AND AGENDAS

TRAINING STANDARD - UNIT 4

TRAINING GUIDELINES

Ability / Learning outcome:

Required Tools:

e Creating and managing physical and electronic e  Fully set computers

schedules. e Internet connection
o  Prioritizing tasks effectively using to-do lists. o MS Office software
Planning and preparing business meeting
agendas
Training site:

e  Computer workshop or Equipped classroom

Preparing & managing a o
physical schedule

Preparing a to-do list with
priorities

Managing an electronic
calendar o

Preparing a business
agenda (Manually/ using
MS Office)

TOOLS AND MATERIALS

Introduction to planners and calendars
Preparing a daily schedule
Preparing a weekly schedule.

Setting priorities with deadlines
Preparing a To-Do list for a normal business day
Following up.

How to use Google Calendar
Adding events details on Google Calendar.

Introduction to business agenda
Setting a Meeting Agenda manually
Setting a Meeting Agenda on MS Word.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En
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Required Materials:

Notebook

Pens/ pencils

Office Agenda/ Calendar
Digital Agenda/ Calendar
Sample meeting agenda
Sample To-Do list

19 of 30
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Description

Fully set computer

Notebook

Pens/ pencils

Sticky notes

Office calendar

Meeting agenda sample

Picture

i, 3 Noveber, 215

MEETING AGENDA

Quantity* Comment

1 per trainee

1 per trainee

1 per trainee

Packs of different
colors

1 per trainee

e 1 physical
sample

o Different
digital
templates

% The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

20 of 30



N
\
y

v/

unicef

Description Picture Quantity*

To-Do list sample o
R 7/ ¥/ A

Google Calendar

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

1 physical
sample
Different
digital
templates

Comment
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ASSESSMENT STANDARDS - UNIT 4

FORMATIVE ASSESSMENT

Trainee Name: Date:

Ability /
Criteria for competence Unit 4- Managing Schedules and Agendas Yes /No
learning outcome

Preparing & managing a Was a manual daily schedule prepared?

physical schedule Was a manual weekly schedule prepared?

Was a manual To-Do list prepared?
Pl:eparllng.a. to-do list Were priorities set in the created To-Do list?
with priorities

Were follow-up actions and remarks added to the to-do list after completing tasks?

Managing an electronic .
ging Were events scheduled and reminders set on Google Calendar?

calendar

Preparing a business Was a well-structured business meeting agenda prepared manually?
agenda (Manually/ using

MS Office) Was a business meeting agenda created on MS Word?

COMPETENCE UNIT 5: USING OFFICE EQUIPMENT

TRAINING STANDARD - UNIT §

TRAINING GUIDELINES

Ability / Learning outcome: Required Tools: Required Materials:

e Operating office printers, including adjusting settings ¢  Fully set computers e Notebook
for various document sizes and formats (e.g., A4, A3, e Internet connection e  Pens/ pencils
legal). « Office phone system o Printing papers (Al sizes)
e Managing phone calls professionally, including call '« Printers (Inkjet, Laser) e Phone call log or call
logging and record-keeping e Scanner/ Copier management software (if
available)

Training site:
e  Computer workshop or Equipped classroom

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 22 of 30
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Printing documents of different
formats

Resizing a document for print

Using shared office printer

Managing business calls

Keeping calls records

TOOLS AND MATERIALS

(3 gl il el Rt
Gener acatinnl

Adjusting document’s layout (Portrait- Landscape)
Adjusting document’s margins
Setting Margins for Print

Resizing a document to fit different page sizes (e.g., Letter, A4) and adjusting layout for
printing

Adjusting Document Layout

Using Print Preview

Adjusting for Multiple Pages

What is a shared printer?

Choosing the right printer for the print command.

Selecting and printing a document on a shared network printer, ensuring print settings
are correct.

Answering calls professionally
Putting calls on hold: Phone Etiquette.
Transferring calls.

Taking detailed notes during calls, ensuring key information is captured.
Ensuring timely follow-up on call logs and transmitting information to the appropriate
team or department.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 23 of 30
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Description Picture Quantity® Comment

Printer/ scanner (Business Inkjet) 1

Laser Printer

Fully set computer

Paper AO- A7 e One sample
of each size
o 1pack Ad
Office phone set 1

® The quantity expressed for workshop means that the item can be used for different modules in the same
workshop, this imply that two modules that are using the item could not be delivered at the same time.
Warning! before purchasing the item it should be verified if it already exists in the workshop to avoid
unnecessary duplications. Also, the list should be reviewed and verified by an experienced professional.
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Description

Notebook

Pens/ pencils

Sticky notes

Phone call log
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Quantity® Comment

1 per trainee

1 per trainee

Packs of different
colors

1 per trainee
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FORMATIVE ASSESSMENT

Trainee Name:
Ability /

learning outcome

Printing documents of
different formats

Resizing a document for
print

Using shared office
printer

Managing business
calls

Keeping calls records

Date:

Criteria for competence Unit 5- Using office equipment Yes /No

Was a document printed in Portrait format?
Was a document printed in Landscape format?
Were the margins adjusted to fit printable area in both printed documents?

Was the document resized (using scale or fit options) to fit within one page for
printing?

Were the correct shared printer chosen for the print command?

Was the document correctly printed using the selected shared printer, with the
appropriate print settings?

Was the received call answered in a professional manner?

Was proper phone etiquette followed when placing a caller on hold (e.g., informing
the caller and waiting for acknowledgment)?

Was the received call correctly transferred to destination?

Were notes correctly taken during the phone call?

Was the information from the call accurately transmitted to the appropriate party,
and was proper follow-up conducted?
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SUMMATIVE ASSESSMENT

Trainee name: Date:
Assessor name: Date:

The candidate is considered competent if they demonstrate best practice performance in all the following criteria for the
assessment related to the competence Module — Using MS Office and the Internet for Business, Scheduling, and
Managing Office Equipment.

CBT MODULE 1: Business Application on Microsoft Office Word and Internet
Criteria for assessment Qualifier YES  NO ()

Writing, saving, deleting & Demonstrates ability to create, save, delete, and retrieve business
retrieving a business documents in MS Word

document on MS Word - -
Creating & Organizing Demonstrates ability to create and organize files/folders for efficient

folders, sub-folders & files storage O O
for customers

Inserting an invoice in a Demonstrates ability to insert and format an invoice within a Word [ O
Word document document

Creating different business Demonstrates ability to create memos, invitations, and reports in MS

documents on Word: Memo, Word O O
Invitation, Report

Writing a business e-mail &  Demonstrates ability to write and send professional business emails

sending to a group of O O
customers

Searching information on a Demonstrates ability to conduct online research effectively

product/service on the O O
internet

Preparing & presenting a Demonstrates ability to prepare and present research findings

report based on previous professionally - -
research

Practical Assessment Demonstrates ability to perform tasks based on practical application U U
Criteria (*) Evidence of non-compliance if any (**)

Assessor signature: Date:

Trainee signature: Date:

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 27 of 30
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CBT MODULE 2: Business Applications on Excel

Criteria for assessment Qualifier YES NO()

Creating an invoice, with Demonstrates ability to create and apply formulas for invoices O O
discounts using Excel simple
formulas (=, +, -, *, SUM)

Creating & managing a Demonstrates ability to create and manage customer account statements [ O
customer’s account
statement on Excel

Creating & inserting a sales  Demonstrates ability to create and insert sales charts in Excel O O
chart on Excel

Practical Assessment Demonstrates ability to apply skills learned in the module O O
Criteria (*) Evidence of non-compliance if any (**)

Assessor signature: Date:

Trainee signature: Date:

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En 28 of 30



CBT MODULE 3: Using Microsoft Office PowerPoint for Business Purpose

Criteria for assessment

Creating a presentation for a
product/service on PPT

Creating & presenting a PPT
presentation to pitch a
business idea

Practical Assessment

Criteria (¥)

Assessor signature:

Trainee signature:

Qualifier YES

Demonstrates ability to create a PowerPoint presentation for business O

Demonstrates ability to create and deliver a business pitch using [
PowerPoint

Demonstrates effective use of PowerPoint for business presentations 0O

Evidence of non-compliance if any (**)

Date:
Date:

CBT MODULE 4: Managing Schedules and Agendas

Criteria for assessment

Preparing & managing a
physical schedule

Preparing a to-do list with
priorities

Managing an electronic
calendar

Preparing a business agenda
(Manually/using MS Office)
Practical Assessment

Criteria (*)

Assessor signature:

Trainee signature:

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Practical Lessons_En

Qualifier YES

Demonstrates ability to organize and manage physical schedules [J
effectively

Demonstrates ability to create prioritized to-do lists O

Demonstrates ability to use an electronic calendar for scheduling O

Demonstrates ability to prepare a business agenda manually and using [
MS Word
Demonstrates effective management of schedules and agendas O

Evidence of non-compliance if any (**)

Date:
Date:
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CBT MODULE 5: Using Office Equipment

Criteria for assessment Qualifier YES NO()
Printing documents of Demonstrates ability to print documents in different formats [ O
different formats (portrait/landscape)

Resizing a document for Demonstrates ability to resize documents appropriately for printing O O
print

Using shared office printer Demonstrates ability to use a shared office printer correctly O O
Managing business calls Demonstrates ability to answer and manage business calls professionally [ O
Keeping calls records Demonstrates ability to take and record business calls accurately O O
Practical Assessment Demonstrates ability to use office equipment effectively O O
Criteria (*) Evidence of non-compliance if any (**)

Assessor signature: Date:

Trainee signature: Date:
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1. GENERAL COURSE INFORMATION

Course Component Details

Communication & Administrative

Titl
Course Title Organization

Course Code TBD
Course Level BP Y1 /J BP Y2 X
Course Duration 50 hours total

Teaching Language  English 54  Arabic [/  French [J

2. COURSE DESCRIPTION

This course introduces learners to the fundamental concepts of business communication, office
management, administrative planning, work scheduling, and customer relationship management, with the
aim of enhancing productivity and efficiency in accounting and administrative work environments.

Learners will be introduced to the fundamental concepts required to acquire and develop effective
communication skills and to the use of effective forms of communication within the business environment.
The course also focuses on developing the essential organizational skills required for office management
and introduces learners to the technologies and equipment used in an office for business purposes. It also
covers planning and scheduling, enabling learners to understand the concept of time management and
introducing them to effective goal setting. In addition, learners will explore concepts related to customer
relations and develop essential customer service skills, enabling them to build positive relationships with
customers and manage customer feedback effectively.

By the end of the course, learners will have acquired practical skills that enable them to communicate
effectively, perform office organization tasks, and professionally manage business relationships with
customers.
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3. COURSE OBJECTIVES

Upon successful completion of this course, students will be able to:

Understand key principles of communication, the fundamentals of scheduling, office organization,
and customer relations.

Develop essential skills in professional verbal, non-verbal and written business communication.
Use communication tools, scheduling tools and timelines.

Handle professional phone calls, emails, and virtual meetings.

Set clear, actionable goals, and break them down into actionable plans.

Maintain an organized office environment with effective filing and scheduling procedures.
Operate office equipment while following industry best practices.

Engage in professional customer communication and relationship management, while building
trust and rapport with customers.

Analyze customer complaints and resolve conflicts and obstacles.

Follow industry standards, ethical guidelines, and workplace protocols.

Adapt to new trends and modern technologies in business communication and office management.
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4. LEARNING OUTCOMES (LOS)

By the end of this course, students should be able to:

LO No.

LO1

LO2

LO3

LO4

LO5

LO6

LO7

Learning Outcomes

Efficiently communicate using verbal, non-verbal
and written communication skills

Understand the use of different business
communication tools.

Identify organization and management tools and
systems and clearly recognize their uses in a
business setting.

Efficiently organize and follow-up office tasks.

Understand SMART goal setting and efficient
planning.

Understand customer needs and the
fundamentals of customer service.

Recognize customer complaints and apply
strategies for handling them and resolving
potential conflicts professionally and efficiently.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En
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5. COURSE TOPICS & MODULES

Week

Module Title

Module 1: Administrative
and Interpersonal
Communication Skills
Communication within the
Organization

Concept of Communication
and Its Importance in
Administrative Organization

Administrative Functions
and Activities within the
Organization

Directions of
Communication Inside and
Outside the Organization

Characteristics and
Barriers of Effective
Communication

Communication Barriers
and How to Overcome
Them

Module 2: Listening and
Oral Communication Skills
(Weeks 7-12)

Effective Listening and
Active Listening Skills

Topics Covered

» Definition of the organization, its
activities, and objectives.

* Definition of communication.
* Elements of communication.
* Importance of communication.

 Main functions within an organization:
administrative, commercial, financial,
accounting, and technical.

* Link communication flows to the
organizational hierarchy.

* Internal and external communication.
» Communication methods and channels
according to the target party.

+ Conditions of an effective message:

clarity, accuracy, conciseness, and timing.

* Barriers: organizational, psychological,
and technical.
* How to overcome them.

« Identify language difficulties.
* Physical distance.

* Psychological state.

» Terminology.

* Difference between hearing and
listening.

* Principles of effective communication
and information analysis.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En

Activities

* Divide learners into groups to
simulate the type and field of
work of well-known local
organizations.

* Simulation: create a
hypothetical small business.

» Pass an oral message
through several learners to
assess the accuracy and
correctness of information
transmission.

* Transmission game.

* Provide a list of daily tasks
and classify each task
according to its relevant
function.

* Draw a simple organizational
chart for a commercial
organization and distribute
tasks among its departments.

* Prepare a table identifying
the direction and type of
communication, e.g.,
administrative decision or
purchase request.

* Analyze a written message
containing linguistic and
organizational errors and
revise it to produce an
effective message.

* Provide a text containing
ambiguous terminology or
language and ask learners to
rephrase it so that it is
understandable to everyone in
the class.

» Each learner speaks with a
partner for two minutes and

then paraphrases what was

said.

* Alternatively, show a short

video followed by specific

Estimated

Hours
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Week

10

11

12

13

14

15

Module Title

Stages of Listening

The Message:
Characteristics of an
Effective Message

Rules and Strategies for
Telephone Calls

Handling Difficult
Telephone Situations
(Customer Relations)

Recording Voice Messages
and Telephone Message
Cards

Module 3: Written
Communication and
Correspondence (Weeks
13-18)

Introduction to Written
Communication and
Regular Mail

Email Rules and Etiquette

Elements and Format of a
Letter

Topics Covered

» Engaging the senses, interpretation,

evaluation, remembering, and responding.

* Distinguish between objective, critical,
and active listening.

* The three rules of a strong message:
clarity and accuracy.

* Avoid unnecessary wording and
repetition.

* Preparing for calls.

*» Telephone etiquette.

» Conduct.

» Answering strategies: friendliness, tact,
and understanding.

* How to place a caller on hold.
* Transferring calls and managing difficult
communications with an angry caller.

* Using voicemail and accurately
completing telephone message cards:
name, date, time, telephone number, and
reason for calling.

* What is management?
» What is organization? Principles of
organization and management functions.

» Components of an email.
* Digital writing etiquette.

» Components of a formal letter.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En

Estimated
Activities :

Hours
questions to assess learners’

attention and comprehension.

* Divide the class into groups

for a debate on a selected

topic to practice effective 2
critical listening and accurately
identify the key points.

* Rewriting challenge:

condense lengthy requests

into a short paragraph without 2
changing the essential

meaning.

* Telephone role-play: two

learners simulate a call

between a customer and a
receptionist without seeing 2
each other, applying

appropriate greeting and clarity
rules.

* Role-play an angry caller
dissatisfied with a service and
apply self-control and active 2
understanding to provide
appropriate service.

* Listen to a series of pre-
recorded voice messages and
complete the organization’s
telephone message forms.

+ Design an organizational
chart.

* Apply chart-design rules and
distribute tasks.

* Design an organizational
structure for a small business.

* Draft a formal email to the
school administration or
instructor requesting the
organization of a sports activity
or trip, using the appropriate
format and structure.

* Provide learners with a
disorganized text and ask
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Week

16

17

18

19

20

21

22

23

Module Title

Courtesy Expressions in
Writing

Sales and Order Letters

Complaint and Adjustment
Letters

Workstations: Design,
Location, and the
Importance of Proper Office
Arrangement

Office Equipment:
Computer, Printer, Fax,
Copier, and Office Tools

Information Center:
Definition, Role, and
Services Provided

Basic Classification
Methods: Alphabetical
Classification and Indexing
Rules

Other Classification
Methods: Numerical,
Subject, Geographical, and
Alphanumeric

Topics Covered

* Appropriate opening and closing

expressions for each administrative level.

« Strategies for attracting the reader’s
attention in sales and order letters.
» How to draft an order letter including
quantity, price, and specifications.

* How to write a professional claim or
complaint letter.

* Approved response methods for
handling complaints.

* Identify the components of an ideal
workstation in terms of space, lighting,
and ventilation.

* Identify office tools and the function of
each.

» Understand the importance of the
information center in facilitating the
organization’s work.

* Arrange a set of names correctly in
alphabetical order.

* Select the most appropriate
classification method according to the
nature of the files.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En

Activities

them to rearrange its parts
according to the standard
structure of business letters.

» Rewrite a message written in
harsh or informal language into
a polite and professional
message.

* Product exhibition.

* Prepare a sales letter for a
product designed by the
learner and a purchase order
letter addressed to another
company.

* Resolve a commercial
dispute: one learner writes a
complaint about damaged
goods, while another writes an
adjustment and apology letter
as the company manager, with
instructor guidance.

* Design workshop: draw a
layout of an ideal office using
available tools.

* Picture-classification game:
match each office tool with its
name and function.

+ Simulation: create a small
“information corner” in the
classroom containing lists and
documents.

*» Quick competition: arrange
classmates’ name cards
alphabetically in the shortest
possible time.

* Group exercise: classify
cards (company names,
regions, dates), with each
group using a different
classification method.

Estimated

Hours
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Week

24

25

26

Module Title

File Arrangement:
Horizontal, Vertical,
Suspended, and Circular
Filing

Indexes and Indexing:
Types of Indexes and
Exceptional Rules

Final Project and
Classroom Exhibition

Topics Covered

» Distinguish between file-arrangement
methods and the most appropriate use of
each.

* Prepare a simple card or alphabetical
index for a set of documents.

* Integrate all skills acquired during the
course: planning, organization, oral
communication, and written
communication.

6. TEACHING & LEARNING STRATEGIES'

Instructional Method

O Lectures & Presentations

0 Case Studies & Problem-Based

Learning (PBL)

O Group Discussions & Brainstorming
O Industry Guest Lectures

O Simulations & Digital Learning Tools

Description

concepts

problems

Use of Al-based tools and online learning

O Al & Digital Integration

resources

Activities

* Practical application:
physically organize classroom
paper files using one of the
filing methods.

* Create a class name index
using manual index cards.

« Exhibition: each group
presents its complete
hypothetical project, including
the organizational structure,
correspondence identity,
marketing plan, and simulated
telephone and formal
communication scenarios
before the audience.

Instructor-led explanations of theoretical

Peer-based interactive discussions
Insights from industry professionals

Virtual labs, interactive simulations

Estimated
Hours

Students analyze and solve real-world industry

' The instructor will select the most appropriate methods based on course objectives, student needs, and available resources.
UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En
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7. ASSESSMENT & EVALUATION

METHODS-

THIS HAS TO BE DETERMINED BY THE

DGVTE

Assessment Type
Quizzes

Midterm Exam

Weight (%) Description

[insert...%] Short assessments testing fundamental understanding

[insert...%] Covers Modules [insert module numbers]

Assignments & Case Studies [insert...%] Research-based reports and industry case analysis

Class Participation &
Discussions

Final Exam

i rt...9
[insert...%)] Engagement in discussions, group work

[insert...%] Comprehensive assessment of all course topics

8. RESOURCES & REFERENCES

Resource Type

Textbooks &
Manuals

Online Resources

Examples

Drucker, P. (2006). The Effective Executive: The Definitive Guide to
Getting the Right Things Done. Harper Business

"Business Communication for Success” by Scott McLean

“Customer Relationship Management: Concepts and Technologies” by
Francis Buttle and Stan Maklan

“Business Communication Today” — Bovee, Courtland & Thill, John
"The Elements of Business Writing" — Gary Blake & Robert Bly
"The One-Minute Organizer" — Donna Smallin

"Customer Service Skills for Success" — Lucas, Robert

Harvard Business Review - Leadership & Office Management

www.hbr.org

"Business Communication: Open Textbooks" — Brigham Young
University

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject1_En
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http://www.hbr.org/

Resource Type Examples

https://quides.lib.byu.edu/c.php?g=662911&p=4659439

The Ultimate Guide to Customer Relationship Management" — Zendesk

https://www.zendesk.com/blog/ultimate-guide-customer-relationship-management/

Office Equipment: Types, Use and Care"

https://www.isbe.net

https://s3.eu-west-2.amazonaws.com/project.co/PDFs/Projectco-Communications-
Stats-2022.pdf

https://www.alliedmarketresearch.com/business-communication-systems-market-
A08847

Industry Reports

Business Communication Courses

https://www.coursera.org/learn/customer-service-fundamentals

“Use Office Equipment" — LinkedIn Learning

Open Educational

https://courses.lumenlearning.com/wm-businesscommunicationmgrs/
Resources (OERs)

https://ohiostate.pressbooks.pub/stratcommwriting/

https://saylordotorg.github.io/text _business-communication-for-success/

https://2012books.lardbucket.org/books/a-primer-on-communication-studies/
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1. GENERAL COURSE INFORMATION

Course Component Details

Course Title Business Environment & Accounting
Course Code TBD

Course Level BP Y1 BP Y2 X
Course Duration 50 hours total

Teaching Language  Epglish [ Arabic French

2. COURSE DESCRIPTION

This course introduces learners to fundamental concepts in economics, business, and accounting, with

the aim of enhancing their understanding of real-world business environments.

Learners will be introduced to economic flows and will understand the interaction between key economic
functions, such as supply and demand, and their impact on prices. They will also understand how
economic systems operate and how different forms of business ventures are established. The course
explains the different types and sizes of business ventures and introduces the fundamentals of
entrepreneurship. In addition, learners will be introduced to accounting, reporting, and analysis, and will

develop essential skills in recording simple business transactions.

By the end of the course, learners will have acquired a clear understanding of the law of supply and
demand and how scarcity affects business decision-making. They will also clearly identify the impact of
different types of businesses on the economy and gain the ability to perform basic accounting and financial

analysis.
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3. COURSE OBJECTIVES

Upon successful completion of this course, students will be able to:

* Understand the fundamental principles of economics, economic systems, and economic

concepts.

* I[dentify the most common types and sizes of business ventures.

* Define entrepreneurship and its impact on the economy.

* Develop essential skills in accounting fundamentals.

* Perform basic analysis of financial statements.

* Handle fundamental bookkeeping practices.

* Recognize how businesses report financial data.

4. LEARNING OUTCOMES (LOS)

By the end of this course, students should be able to:

LO No. Learning Outcomes

LO1 Define economics and explain its significance.
Understand the role of economics in business

LO2 .
and daily life.
Understand how prices are determined in the

LO3
market.

LO4 Understand the concept of limited resources
and opportunity cost.

LO5 Recognize the advantages and disadvantages
of each economic system.

LOG Differentiate between different business
structures.

LO7 Understand basic accounting principles and

financial statements.
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LO No. Learning Outcomes

LO8

Define entrepreneurship and describe its role in

economic development.

LO9 Apply fundamental bookkeeping procedures.

5. COURSE TOPICS & MODULES

Week Module Title

Principles of
Economics:
Introduction to
Economics

Economic Factors
(Economic Activities)

Principles of
3 Economics: Supply and
Demand (1)

Principles of
4 Economics: Supply and
Demand (2)

Principles of
5 Economics: Supply and
Demand (3)

Topics Covered

* Introduction to economic
factors.

* Key actors in economic
life: the circular flow of
income (movement of
resources and money in
the economy).

* Definition of supply and
demand.

* Explanation of the basic
principles of supply and
demand.

* Supply and demand
graph.

* What is price?

* Supply and demand
equilibrium and
determination of the
equilibrium price.

* What is price elasticity?

* Calculate and explain the

different cases and levels
of price elasticity.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject2_En

Activities

» Group discussion on
the importance of
economics.

» Case studies on
economic decisions.

*» Group discussion:
interaction between
supply and demand in
the market.

* Case study: supply

and demand graph and

determination of the
equilibrium price.

* Market simulation
game.

Estimated

Hours

2

2
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Week

10

Module Title

Principles of
Economics: Resources
and Scarcity (1)

Principles of
Economics: Resources
and Scarcity (2)

Principles of
Economics: Economic
Systems (1)

Principles of
Economics: Economic
Systems (2)

Types of Business
Ventures:
Entrepreneurship (1)

Topics Covered

* Main categories of
resources in an economic
context: materials, land,
labor, capital, and
entrepreneurship.

* Definition of the concept
of limited resources.

* Definition and impact of
scarcity.

* Definition of opportunity
cost.

* What is a market
economy?

» Advantages and
disadvantages of a market
economy.

* What is a command
economy?

» Advantages and
disadvantages of a
command economy.

* What is a mixed
economy?

» Compare how market
prices are formed under
each system.

* Definition of
entrepreneurship and an

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject2_En

Activities

* Practical exercise:
graphing changes in
supply and demand.

» Group activity: identify
the resources required
for a specific business
venture.

» Real-life case studies
on resource allocation.

» Group activity: impact
of opportunity cost on
decision-making.

» Comparative case
study: market economy
vs. command economy.

* Discussion: Which
economic system is
best?

* Group activity:
generate

Estimated

Hours

N

2
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Week Module Title

11

12

13

14

15

Types of Business
Ventures:
Entrepreneurship (2)

Determination of Result

(1)

Balance Sheet
Equation: Assets and
Liabilities (1)

Balance Sheet
Equation: Assets and
Liabilities (2)

Income Statement /
Sources of Funds

Topics Covered

entrepreneurial business
idea.

* What is an
entrepreneurial mindset?

* Impact of
entrepreneurship on the
economy.

* Definition of a business
plan.

* Business planning
fundamentals: key

components of a business

plan.
» Determination of result.

* Profits and losses in
business.

* Importance of profit.

» Detailed role of the
balance sheet.

* Equity.
» Assets and liabilities.
» Assets.

« Liabilities.

* Determine the
enterprise's result.

UNICEF_TVET MFP_Assistant Clerk_Y2_CBT Theoretical Lesson_Subject2_En

Activities Estimated
Hours

entrepreneurial

business ideas.

* Practical application: 2

examples of a business

plan model.

* Role-play exercise on 2
how to determine the

result.

* Activity to identify 2
assets and liabilities.

* Role play.

* Comprehensive 2

exercise on the balance
sheet equation and
determination of result.

* Role-play using a 2
small-shop simulation
showing expenses and
revenues.

» Assets / liabilities.
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Week Module Title

16

17

18

19

20

21

22

23

Accounting Books:
Simple Entry

Journal Entries:
Recording Financial
Transactions —
Purchase of Fixed
Assets

Double-Entry
Bookkeeping:
Purchases — Sales

Recording Journal
Entries: Double-Entry
Bookkeeping

Posting and Balancing

Accounts

Discount Operations:
Cash Settlement

Discount Operations:
Cash Settlement —

Trade Discount — Cash

Discount

Topics Covered

* Detailed role of the
accountant in daily
operations.

* Recording purchase and
sale transactions: cash, by
cheque, and on account.

* Importance of recording
daily journal entries in the
enterprise.

* Importance of recording
daily journal entries in the
enterprise.

* Importance of recording
accounting entries.

» Components of the
General Ledger.

* Importance of the
General Ledger.

* Basic principles of
discounts.

* How entries are affected
by trade discounts and
cash discounts.

* Recording transactions in
journals and the General
Ledger using accounting
software.
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Activities

 Group activity on
payment methods.

» Method for recording
basic entries (purchases
and sales).

* Learners present
worked examples.

* Practical application.

* Real examples from
journals.

* Practical application.

* Practical application
using the General
Ledger.

* Practical application on
discounts.

* Entering formulas in
computerized
accounting records.

* Example of discount
entries through a
business case involving
purchases, sales, and
discounts.

Estimated

Hours

2
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Activiti Esti
Week Module Title Topics Covered 2o stimated

Hours
* Recording commercial * Practical exercises 2

Commercial Papers: papers. with learners on
24 Notes Receivable / purchases and sales

Notes Payable using commercial

papers.
* Method for recording » Simulation of a product 2

Value Added Tax VAT. passing through all
25 (VAT): Qutput VAT / « Who bears the final tax stages, from p.roductlon

Deductible Input VAT burden? to sale to the final

consumer.
6. TEACHING & LEARNING STRATEGIES'
Instructional Method Description
] Instructor-led explanations of theoretical
O Lectures & Presentations
concepts

O Case Studies & Problem-Based Students analyze and solve real-world industry
Learning (PBL) problems
O Group Discussions & Brainstorming Peer-based interactive discussions
O Industry Guest Lectures Insights from industry professionals
O Simulations & Digital Learning Tools Virtual labs, interactive simulations

Use of Al-based tools and online learning

00 Al & Digital Integration
resources

' The instructor will select the most appropriate methods based on course objectives, student needs, and available resources.
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7. ASSESSMENT & EVALUATION METHODS

TO BE DETERMINED BY THE DIRECTORATE
GENERAL OF VOCATIONAL AND TECHNICAL
EDUCATION (DGVTE).

Assessment Type Weight (%) Description
Quizzes [insert...%] Short assessments testing fundamental understanding
Midterm Exam [insert...%] Covers Modules [insert module numbers]

Assignments & Case Studies [insert...%] Research-based reports and industry case analysis

Class Participation & [insert...%]

) . Engagement in discussions, group work
Discussions 9ag group

Final Exam [insert...%] Comprehensive assessment of all course topics

8. RESOURCES & REFERENCES

Resource

Type Examples

Mankiw, N. G. (2020). Principles of Economics. Cengage Learning.
Sloman, J. & Garratt, D. (2022). Economics for Business. Pearson.
Weygandt, J., Kimmel, P., & Kieso, D. (2021). Financial Accounting: Tools for Business Decision Making. Wiley.
Hisrich, R. D., & Peters, M. P. (2019). Entrepreneurship. McGraw-Hill.
“Economics in One Lesson” by Henry Hazlitt

Textbooks & “Accounting Made Simple” by Mike Piper

Manuals “Economics for Beginners: Understanding the Basics”
by Andy Prentice (Usborne Books)
“Accounting for Non-Accountants” by Wayne Label
“Bookkeeping and Accounting All-in-One for Dummies” by Lita Epstein
“Basic Bookkeeping” by Frank Wood

Khan Academy — Microeconomics & Macroeconomics,

https://www.khanacademy.org/economics-finance-domain
Investopedia — Economics Basics

Online https://www.investopedia.com/economics-basics-4689744

Resources - - - -
Simple guide to business and accounting documents
https://www.bookkeepingexplained.com/
https://bti-project.org/en/reports/country-report/LBN
https://www.mdpi.com/1911-8074/17/7/264

Industry https://www.economy.gov.Ib/en/services/support-to-smes/files--reports

Reports https://researchonline.limu.ac.uk/id/eprint/24116/1/Policy%20Brief%200n%20Entrepreneurship%20in%20Lebanon.pdf
https://taxsummaries.pwc.com/lebanon

Open https://www.accountingcoach.com/

Raucational  https://www.coursera.org/learn/wharton-accounting

(OERs) https://openstax.org/
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https://taxsummaries.pwc.com/lebanon
https://www.accountingcoach.com/
https://www.coursera.org/learn/wharton-accounting
https://openstax.org/

Resource

Type Examples

https://scholar.google.com/

https://www.edx.org/

https://learn.saylor.org/course/view.php?id=3
https://help.open.ac.uk/becoming-an-entrepreneur/how-to-start-a-business
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