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INTRODUCTION

The theme of the 1984 Canadian Regional Business and Technical Communication
Conference was Communications - A Means of Exchange. This theme was intended
to signify the vital role which communication plays in the exchange of ideas
and information, and goods and services. Additionally, in the planning stages,
the Conference was seen as an opportunity to bring together communicators from
Pacific Rim countries as well as from the traditional areas of Canada and
neighbouring states.

In all, some 40 papers were submitted and of these the Conference was
able to present 37 papers in 32 separate sessions. The presentations were
arranged to permit and encourage maximum participation in all sessions. In
addition, two presentations, one on Communications and Effective Management,
and another on Teleconferencing were considered sufficiently important to
schedule as separate and distinct events, and to open them to the local
business community.

Overall, the papers are arranged under the following general categories:
Business, Business and Education, Developing Technology, Education,and
Management. As well as reflecting this organizational method, the Contents
also provides a brief statement about each presentation.

In editing the papers, the Program Committee elected to retain the original
language and spelling employed by the author(s). Although to some this may
suggest a certain inconsistency, it does, we believe serve as an indication
of the richness and diversity which the Canadian and American cultures bring
to such a meeting.

In organizing the Conference, it was our wish to end the first day on a
lighter note. As such, we were fortunate in securing as key-note speaker,
Scott Abbott, co-creator of Trivial Pursuit. A measure of Mr. Abbott's
success is his extremely busy schedule keeping up with the demand for the
increasingly popular Canadian and American past-time. Although his paper is
not represented in this Record, the fascinating story of Trivial Pursuit
may be found in many leading magazines.
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As Conference Chairman, I am deeply grateful to the staff, faculty
and administration of Douglas College for their willingness to support and
host the Conference. I am also grateful to the co-sponsors of the annual
Regional Conference - The American Business Communication Association (ABCA)
and The Society for Technical Communication (STC). Both of these
organizations promote the study, practice and teaching of technical
communication in its many forms. Those not currently a member of these
organizations may obtain additional information by writing to:

Mr. E. Rennie Charles
43 Halford Avenue
Toronto, Ontario

M6S 4Gl

or

ABCA - The American Business Communications Association
English Building, University of ITlinois
608 South Wright Street
Urbana, I11inois, 61801

STC - Society for Technical Communication
815 Fifteenth Street, N.W.
Washington, D.C., 20005

The Conference and this Record would not have been possible without the
generous assistance of many people. In addition to the speakers, moderators
and participants, there are many whose behind-the-scenes work made the
Conference the success it was. I thank them all -

- the faculty, staff and administration of the English and Communications,
ComTunity Programs and Services, and Duplicating Departments of Douglas
College. A

- Douglas College students for their generous participation and assistance.

- my wife Anne for her patience, ideas, support and assistance during these
ten hectic months.

- everyone else who helped in any way to make the Conference a rousing sucess.
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PROFESSIONAL AND INFORMAL EDITING IN COMPLEX ORGANIZATIONS
David K. Farkas, University of Washington
ABSTRACT

Informal editing by managers and their staff members is widely
practiced in organizations. It is likely, however, to waste
human resources, create unnecessary friction, and produce
inferior pieces of writing. Organizations will generally find
it preferable to hire professional editors. IFf professional
editors are used, they should be placed not at the end but
rather in the early stages of the document-preparation process.

An essential part of a manager's job is to review important pieces of
writing prepared by the manager's staff members and to either make or ask for -
revisions. In addition, managers often ask subordinates to review the
managers' own drafts and to point out whatever problems they find. This
review of written work by managers and their staff members is certainly
valuable.

Very often, however, this review includes matters of expression as well as
content and persuasive strategy. The manager or staff member functions as an
editor and deals with such language issues as sentence structure, grammar,
punctuation, usage, and spelling.

Although important documents do need to be well written, this informal
editing, I believe, is often detrimental to organizations. My purpose now is
to point out the disadvantages of informal editing by managers and their staff
members and to show that in most cases organizations do better by providing
professional editors. I will then show that an editor contributes more when,
in contrast to the traditional practice, he is placed in the early stages of
the document-preparation process.

THE MANAGER AS EDITOR

The first drawback in having a manager (or any other important and highly
paid employee) serve as an editor is that the manager's time is too valuable
to the organization for her to spend it editing. Unfortunately, the impulse
to correct another person's language errors is generally strong, and the
better the manager's own language skills, the more problems she will spot.



Instead of actually making corrections, the manager may simply make note of
the problems and leave them for the staff member to fix. But this, too, takes
time, especially if the manager later re-examines the staff member's
revisions.

The second drawback is that the documents may not really be improved. The
mahager has ultimate responsibility for the documents and presumably has more
knowledge, whether technical knowledge or knowledge of the organization, than
does the staff member. But there is no guarantee that the manager is actually
the better writer. Poor writers as well as good ones often have strong
convictions about writing.

The third drawback is the response of the staff member. The staff member
may resent the manager's editing, especially if the staff member believes
(whether rightly or wrongly) that the manager's changes are not always
necessary nor even beneficial. Also, while a staff member with poor language
skills may determine to write better, another may simply accept the situation,
or take still less trouble with his writing, using the excuse that "Whatever I
write, she just likes to change it anyhow.™

A study by James Paradis and David Dobrin of the communication habits of a
group of Exxon managers and staff members sheds light on the issue of informal
versus professional editing (Ref. 1). Paradis and Dobrin found editing to be
"an -important management tool' that ''shaped a person's work into terms and
formats useful to the organization.! The supervisors' corrections "reflected
greater knowledge of the company's objectives and a better feeling for how the
document would be used." But Paradis and Dobrin also found that '‘few people
realized this vital role'" and that '"most staff members believed that the
purpose of editing was merely to eliminate factual and grammatical flaws in a
manuscript intended to be an accurate and detailed description of their work."
Moreover, "staff members often saw the supervisors! corrections as arbitrary
and subjective."

These findings seem to support the idea of adding a professional editor to
the document-preparation process. If an editor 'is used, the manager will be
making many fewer comments on the staff member's draft--just those pertaining
to content. The review will therefore go more quickly and will focus entirely
on substantive matters. At the same time, the staff member's language errors
will be handled by a nonsupervisory and hence non-threatening person. Thus,
the staff member's negative feelings about the review process will diminiéh,
and reviews will become more productive. '

THE STAFF MEMBER AS EDITOR

If a staff member possesses good language skills and especially if the
staff member's language skills are better than the manager's, the staff member
may be expected to edit or make comments on the language as well as on the
content of the manager's drafts. But, again, there are drawbacks with this
kind of informal editing.



First, although the staff member's time is less valuable to the
organization than the manager's, it may still be too valuable to justify him
spending it on the manager's language problems. Second, human relations
problems may well arise if the staff member takes pains to make changes in the
manager's writing and then finds that the manager (rightly or wrongly) has
ignored these changes. Third, the documents themselves may suffer. The staff
member is very apt to refrain from making desirable changes in the draft so as
not to embarrass or annoy the manager. O0Often a staff member will make only
the most necessary changes or only those the staff member believes the manager
is apt to accept. Thus, the manager may simply have the illusion that the
staff member has found the material satisfactory.

THE PROFESSIONAL EDITOR

Here are the major benefits in using a professional editor:

1. ELIMINATION OR REDUCTION OF FRICTION. Neither the manager nor
the staff member corrects the other's writing errors. In addition,
the writer's relations with the editor should be positive, since a
good editor regards the ability to work tactfully and productively
with authors as one of his fundamental professional skills.
Finally, even if friction does develop between writer and editor, it
is much less damaging than friction between manager and staff
member. The writer's dealings with the editor are only occasional
and restricted in scopej the potential emotional impact of friction
between the writer and the editor is therefore much smaller than
that between a direct subordinate and his superior.

2. QUALITY DOCUMENTS. Language, quite simply, is the editor's
specialty. And, in contrast to the staff member, a professional
editor will not refrain from using his language skills.

3. COST. Not only can the editor do better work, he can probably do
more work in far less time. This greater efficiency and the
editor's relatively low salary result in much less costly editing.
Of still greater importance, the editor is freeing managers and
staff members for the work they should be doing. These savings of
money and human resources may, of course, be partly offset by the
editor's salary. It is also possible, however, that the
organization already has a publications department or public
relations department with professional communicators whose expertise
managers or staff members can draw upon.

There are also problems in using a professional editor. The first is that
the editor may not fully understand the subject matter of the document and may
therefore make changes that distort the writer's meaning. These distortions
may be decoding errors, in which the editor misunderstands the meaning of the
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material or else encoding errors, in which the editor does not realize that

his emendation signifies something slightly different from what he thinks it
does. Managers and staff members, on the other hand, will almost certainly

understand fully the material they edit.

The problem of distortion is, of course, less severe if the documents are
not highly technical or deal with one general subject area. If the documents
deal with one subject area, the organization can either hire an editor with a
technical background in that area or give a generalist editor a chance to
develop some knowledge of this area. But especially if an organization
generates highly technical documents in many different fields, the problem of
inadvertent distortion is significant.

Inadvertent distortion can be controlled if the editor queries any
emendation that he suspects may be a distortion of the writer's meaning and if
the writer (or another subject-matter expert) gives each query careful
attention, even if she is normally inclined to accept the editor's work
without much review.

~ Another problem in using professional editors is increased turnaround time,
especially when the editor is not attached directly to a small group of staff
members but rather belongs to a centralized editing or publications unit.
Turnaround time, however, can be kept down by hiring enough editors and by
scheduling their work efficiently.

HOW TO USE A PROFESSIONAL EDITOR

If a professional editor is to be used, when should he get the draft and
where should it go after he is done with it? While each organization must
make its decisions according to its own circumstances, there are, as described
below, several effective configurations for placing an editor in the
document-preparation process. These configurations are based largely on two
principles: (a) it is desirable to conserve the time of the most highly paid
individuals and (b) in order to meet tight deadlines, it is acceptable to
expend extra resources. These configurations also break with the tradition of
placing the editor at the end of the document-preparation process, when the
manager and staff member have finished working on it. As I hope to show
below, an editor can contribute more to the organization when placed early in
the document-preparation process.

In Figures 1 and 2 a staff member has written documents under relaxed and
tight deadlines, respectively. I have assumed that the manager assigned the
document clearly and examined an outline and perhaps a rough draft, so that
the staff member's completed draft, though not perfect, is not radiecally
misconceived. In Figures 3 and 4 a3 manager has written documents under
relaxed and tight deadlines, respectively. 1In all of the figures, '"M,'" '"s,"
and "E" stand for manager, staff member, and editor, respectively, and the
numbered arrows indicate the stages in which the document moves among these
individuals. The two-headed arrows indicate a querying stage, in which the
document moves back and forth between the editor and the person handling the
gqueries.,



Fig. 1
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Staff Member As Writer

Relaxed Deadline

Fig. 2
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Staff Member As Writer
Tight Deadline
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Fig. 3

A
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Manager As Writer

Relaxed Deadline

Fig. 4

1A \ _ 1B

Manager As Writer

Tight Deadline



In Figure 1 the staff member gives the completed draft to the editor (1),
who edits it and has the staff member respond to his queries. The staff
member then sends the draft to the manager (2). The manager saves time in two
ways: (a) she reads only edited and hence highly readable material, and (b)
she is not tempted to correct errors of expression--there are none. If there
are content errors, the manager will make changes and, if she feels the need,
send the document back to the editor (3) for him to check these changes. The
document then goes to production (which may consist simply of typing). A
subsequent responsibility of the editor (in this and the other configurations)
is to see the document through production, which may simply entail
proofreading a typist's work or else working with such personnel as the
graphic designer, photographer, and printer.

In Figure 2 the staff member saves time by giving a copy of his completed
draft to both the manager (1A) and the editor (1B). The editor begins editing
at once and makes whatever plans are necessary for rapid production. The
manager is not looking at perfect copy, but for three reasons is apt to
refrain from editing for expression: (a) she is also dealing with the tight
deadline, (b) she knows an editor has been added to the document-preparation
process expressly to prevent her from wasting time editing for expression, and
(c) she knows the document is being edited even as she reviews it. When the
manager has made corrections in content, she sends the draft to the editor
(2). There is a possible duplication of effort here: the editor may have to
re-edit the passages the manager has worked on. But the need to meet a tight
deadline easily justifies this extra expenditure of resources. The editor
will take his queries to the staff member (3)--or, if necessary, the
manager--and then send the document to production.

In Figure 3 a manager has written the document and seeks the staff member's
comments. The draft goes initially to the editor (1) and then to the staff
member (2). The staff member's time is conserved because he is reading highly
readable material and because he is not commenting on the manager's
expression. Also, the staff member is spared the problem of deciding whether
to point out all of the manager's writing errors. They have already been
corrected by an objective outsider, a communication expert who is supposed to
be able to find errors in anyone's writing.

The staff member fulfills the manager's request for comments on her draft.
In addition, he saves the manager's time by dealing with all (or at least
most) of the editor's queries. The staff member then sends the draft back to
the manager (3), who incorporates the comments as she desires. The manager,
if she feels the need, will then have the editor look over these final changes
(4) before the document goes to production.

In Figure 4 the manager saves time by giving copies of the draft to both
the staff member (1A) and the editor (1B). The staff member comments on the
content (but not on the expression) and sends his copy back to the manager
(2), who incorporates whatever changes she pleases. The manager then sends
this revised copy to the editor (3), who, in turn, incorporates the manager's
changes into the copy of the draft he has been editing, re-editing certain
passages if necessary. The editor has the staff member--or, if necessary, the
manager--respond to his queries (4) and the document is then sent to
production.



CONCLUSION

The communication function requires careful management, just as other
organizational functions do. Editing, though it often goes unnoticed, is an
important part of the communication function, - Organizations will very often

find it advantageous to (a) employ professional editors in order to curb
informal editing by managers and staff members and (b) place editors in the
early stages of the document-preparation process.

REFERENCES

1. Reported by David R. Lampe in The MIT Report, vol. 10, no. 8 (September
" 1982), pp. 1-2. : :

David K. Farkas is an assistant professor in the Program in Scientific and
Technical Communication in the College of Engineering at the University of
Washington. Editing is one of Dr. Farkas'! main teaching and research
interests, and he is currently engaged in several projects dealing with this
subject. Dr. Farkas is a member of both STC and ABCA.

10



THE THIRD WORD

Maurice E. Hedges, President, Timesave Systems Ltd

ABSTRACT

The art of technical writing demands a persistent ignorance
coupled with a constant awareness of the need for absolute
accuracy. The society in which we live makes a mockery of the
language we have at our disposal, but that is no excuse for using
the first or second words that come to mind, when the third word
may well be the correct one.

THE TEXT

Stroll down any village street or city boulevard and you will
encounter experts, for nearly all of us have special knowledge
about something or other. Ask someone to describe what they do
and how they do it, and you will find them using words in a
precise way, with meanings that can only be fully appreciated
within their special interest group.

For those of us who speak and write English, a major problem in
communicating our ideas is that we use a small number of words
with a host of different meanings. For example, 'bull' to an
investment analyst is unlikely to mean a beast, whilst a 'bull
head' which would not be used in everyday conversation by either
a stock analyst or a cattle breeder would describe a type of
stair-edging to someone concerned with floor laying.

Experts revel in their expertise -- it sets them apart from
others and helps establish a position in the social strata. A
journeyman carpenter -- the term itself seems archaic today,

though only 20 vyears ago it was still widely acknowledged --
would no more think of picking up a screwdriver to insert a wood
screw than he would a sledge hammer. Why ? One should never
'drive' a screw, but turn it and accordingly what hardware stores
sell as a screwdriver was formerly known throughout the English
speaking world as a 'turnscrew'.

Before getting down to the meat of my argument I should take two
words of current jargon -- 'bits' and 'bytes', Their original
meanings have Dbeen discarded. All too often, instead of
developing new expressions for new technology, people prefer to
recycle old ones, as one recycles newspapers into cardboard
packing or rusty cans into roofing sheets.

Take those magical words of the day, 'bits' and ‘!bytes'

The English language having developed over centuries from a
variety of European tongues it is hardly surprising that 'bit' is

11



found in various forms in Swiss, Danish, Dutch and German and can
be taken to mean 'piecemeal’. The word is a contraction of
'bite? and although commonly denolaoed as a ‘small picce'! of
something may be regarded properly as referring to a 'mouthfull®'.
Experts have taken the word 'bit' over the years to have special
additional meanings. For example it was the term for a small
Spanish coin circulating in the West Indies and for a silver coin
originally found in the Southern States of America (two bits now
being a term for a 'quarter' or 25 cents). It was, and is, the
name of the boring tool inserted into a drill chuck, also of the
cutting iron in a wood plane.

Aﬁ the turn of the century an accepted alternative spelling for
'bit' was ‘'byte'.

If words already have a variety of meanings, why should one be
concerned at all that fresh meanings are being coined today ?
I suggest that now information can be exchanged at the speed of
light our vocabulary should be expanded so that the largest
number of people can understand what ‘they see and hear quickly.

One generation ago, before wireless (radio) first introduced the
world to ‘'instant information', the spread of ideas and hard
knowledge was slow to the point where some even took pride in
proceeding at an orderly pace no matter what might prompt short
cuts. Somerset Maughan has described in his novels the tea and
rubber planters who would receive their copies of The Times

‘newspaper from London by way of the P&0 ship, then have them

ironed smooth and presented at their breakfast table day-by-day
steeling themselves never to peek at the following day's copy.
They might read in their Saturday edition that England had been
on the verge of beating Australia in the annual Test Match at
Lord's Cricket Ground, but they would not dream of satisfying
their «curiosity by sending for the next one ahead of time. To
put this in the right perspective, one should stress that cricket
was not so much a sports event as a religious festivall

Because the pace of life was slower everywhere in those pre-radio
days, the power of the written word was immense, Journalists
said .in a thousand words what, today, would scarcely merit fifty
because their readers had both the time and the desire to absorb
the minutae of information. Sadly, those who direct what we
shall read or hear today seem to believe on the one hand that
people have no interest in detail and, on the other, that they
are more likely to be enthralled by opinion than by facts.

I have taken a lifelong pride in presenting facts as a basis upon
which readers might form their own opinions. Trained as a
journalist and broadcaster in days when one was expressly
forbidden from introducing comment except within an editorial

article on the 'leader' page, I find the swing to rampant
editorial opinion as a substitute for hard news quite insuf-
ferable. Frankly, after a scant summary of some selected facts

on, say, what the Provincial Legislature may be proposing, I am
not interested in the ill-formed, inept, instant views of a



twenty year old reporter. I would much prefer to hear another ten
seconds of fact.

The trend away from pure news in today's radio, television and
papers is the result of corporate desires to cover as much as
they can -- even if poorly -- on as low a budget as possible.

One has come to the conclusion that those responsible for putting
out the news product do not realise what a gross dissservice they
are performing to the profession of journalism by allowing their
wares to be used so blatently for the spreading of 1left wing
dogma and for arrant self agrandisement.

In days gone by it was generally accepted that individual

journalists tended to be radical in their personal views -- I
have known several on right-wing papers in Fleet Street who were
card carrying Communists -- but what they wrote for publication

was ever factual and unbiased.

How easy it is to be offensive when reporting in seconds a policy
developed over months or years, and how hard to be objective, I
was known for several years as an 'expert' on public finance,
having devoted <considerable time to studying the subject. I
could happily field cocktail-party assaults with ease on such
matters as municipal loans, taxation, deficit funding. However,
when a Government paper was handed to me at 10am for review that
evening on television or radio I would spend at least six hours
applying my specialist knowledge to discovering how Dbest to
present the information so that the public would have a fair idea
of what the Government was trying to do. I always did my best to
provide a basis upon which my listeners could apply their natural
intelligence and decide for themselves the merits of the case I
set before thenm,

I am told that no-one has the luxury, today, of being able to
devote time over a period of years to becoming familiar with
developments in a specialist field whilst continuing with a
standard Jjournalistic career; that is hogwash. If managing
editors judged the fitness of material on its merits as pure
news, and struck out all chances for cheap inuendo, they would
find themselves hiring many replacements with high professional
standards, a desire to study one or more specialist subjects and
an ability to digest weighty material competently.

Just in case someone were to accuse me of «criticising only
members of the profession of which I used to be a proud member,
let me recall the case of the Rt. Rev. Mervyn Stockwood, one time
Bishop of Southwark in the centre of London, England. He
believed in the power of the press and could be relied upon for
good quotes both in official meetings and at Labour Party
rallies. His failing was that he favoured rhetoric at the
expense, quite often, of fact. The Archbishop of Canterbury,
then Dr. Geoffrey Fisher, put up with the embarrasment called
Mervyn Southwark for a year or more. Then he issued a general
edict that Bishops in the Church of England should endeavour to
be totally fair and objective in everything they said, even if as
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a result they were dull.

Journalists, too, should be totally fair and objective, though
they should always strive to avoid being dull.

What has all this to do with technical writing? The answer, in
one word, is 'everything'.

Those who endeavour to describe and explain precisely defined

. matters use the same language as the rest of us in the hope and

trust that they will be understood. It is hard enough, very
often, to find suitable words from among those that one has come
to recognise as having a certain defined meaning within a given

context. With a continually developing language this = is
specially difficult as the 'right' word of yesteryear may be
quite the wrong one to use a year hence. However, technical
writers are being hindered in their work by the slip-shod

activity of a great many people in the popular press, radio and
television.

I have been <collecting examples of what the public has to
tolerate, as support for this paper. Regrettably, the pile is so
huge that I have almost begun to wonder whether perhaps I am the
one with two left feet, and everyone else is in step !

Here are a few.

A corporate takeover story was headed "US firm buys Canada Dry".
It transpired at the foot of the piece that "Canada Dry, which
started business in 1904, has been under American ownership since
1927". A Dbetter headline might have been "Canada Dry stays
American".

A photograph published on 19th March showed cherry trees in
bloom, with a caption that "spring is on it's way". Why did the
caption not say "spring begins tomorrow" ? Why did no-one
correct the grammatical error ?

Here is a grand little item taken over the wire from Los Angeles.
"Reports the Disney studios might be the object of a takeover led
by Roy E. Disney, the son of Walt Disney's brother ... " One
wonders what became of the word 'nephew'!

A particularly interesting heading, from a grammatical and legal
point of view, appeared over an accident photograph : "Collision
with truck kills woman",. Quite literally, the words said that
the woman's car was the one that caused the accident. Such a
heading should not have been published as it stated a fact that
could not have been established in space of time between the
accident occurring and the photograph appearing in print. No
doubt the person writing the headline meant to say "Woman dies in
truck collision".

For those who may suggest that I have a personal vendetta
against the Vancouver Sun and Province, let me record that this
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falling away of standards is to be found everywhere. Earlier I
mentioned that British institution, The Times. After it was
acquired by Lord Thompson of Fleet, founder of the North American
chain of Thompson newspapers, the Crown stopped relying upon that
paper for quotable law reports., Up to that time it was wvalid
for counsel to refer to the Times Law Reports of a given case in
the Court of Appeal, or in a lower court to gquote such a report
as evidence of a precedent.

Radio announcers in Vancouver and surrounding districts seem “to
forget that old-fashioned words have well established meanings.
In weather forecasts, for instance, they are all too apt to refer
to 'lowering' visibility, when they mean ‘'decreasing'. Someone
has to perform the act of lowering whilst visibility can decrease
on its own, This is in line, of course, with those who speak of
'past experience' instead of 'experience' and 'future planning'
instead of 'planning'.

Paid advertisements contain gems, too. The Hudsons Bay Company,
in a full page ad in the Vancouver Sun, invited people to "Meet
Ozzy Osbourne 1live and in person. At the Bay Downtown TODAY.
Friday, March 23 at 5:00 pm". However, the ad appeared on
Thursday, March 22,

The world of commerce is full of good things. Here is just one,
A Visa centre recently advised Bank staff that as an economy
measure certain Visa statements would be sent to branches instead
of Dbeing mailed direct to card holders,. The people affected
would be "yourself and your dependant family members" -- we may
feel sometimes that our families swing round our necks, but this
is probably not what the writer had in mind!

Ideas are of little value until they are put into (the right)
words. I came across an advertising brochure about a seminar on
the database management program dBASE II. It included these
words: "If you need a database system, this seminar will help you
make the right decision based on the knowledge and experience you
will gain", Quite clearly this statement is suspect. The
seminar in question could be expected to establish the merits of
dBASE II, but as it was not being promoted as a means of learning
about all the many different database management systems on the
market it could scarcely be expected to aid one very much in
making 'the right decision'.

Technical writing demands extraordinary skills. One has to
become an expert in the subject being treated yet produce a
manual that will be understood by someone with no such knowledge.
Harder still to recognise is that after writing the manual, one
is quite unable to assess its value because the writer -- who may
have started out with a total lack of expertise -- has become
more expert than a newcomer even if less sophisticated than those
who did the original work on which the manual was based.

What does a certain word mean, in the context of the manual ?



Should there be a glossary and, if so, should it be compiled
solely for people with a degree of expert knowledge or also for
those who are using the manual as a means of learning ?

Let us suppose that, in essence, the work we are producing has to
be capable of helping people with virtually no knowledge of the
subject matter . . . and let us assume, also, that when we
started on our task we knew nothing about it either. The latter
is the ideal situation, for it is next to impossible to write for
an uninformed reader if we have already gained considerable
knowledge.

In my earlier days I had the good fortune, in the main, of having
to 1learn technical subjects so that I could converse with others
whose grasp was considerably greater than my own. The obvious
pitfalls to avoid, therefore, were those which stemmed from my
knowing too much and not enough. The hardest job I undertook was
the radio work on finance because I had to school myself
continually to remember that most of my audience knew nothing of
the subject and would go out to make a cup of tea if they didn't
understand what I was talking about.

For the case in point, therefore, it is vital to cater for the
total novice whilst recognising in the same work that as those
novices develop their expertise they will expect to find the
manual being of help in their more sophisticated search for
information, o

I remember an audio-visual presentation by one of the world's
leading computer companies which was an insult to the average
person's intelligence, so infantile and pedestrian was  the
script. I never did meet anyone who had finished the first side
of the first tape. Everyone discarded the exercise within the
first half hour.

The fault was that the writer had made a conscious effort to
'baby' the student. I believe that one should try to set an age
range for those who are to read one's piece of technical writing,
assume the appropriate average competence for that group and act
accordingly. They may be uninformed, but we hope they are not
‘dumb’.

The problem is as simple to state as it is hard to overcome:
having done minimal research and produced a first draft, we are
now considerably better informed than those who will read our
material for the first time. And when we read through our
text and ‘'improve' upon it, we are in danger of discarding some
of our original words as being too elementary. I would suggest
that any 'improvement' should consist of enhancements rather than
excisions, V

To one who has been a professional copy editor on specialist
text, I feel bound to stress the need to check, and check again,
I have long lived by a simple rule: if you think something is
probably all right, you should assume it is wrong -- and check it
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even 1if you have already checked it several times. I have a
little area at the back of my head where doubts flash on and off,
and experience has taught me to examine every doubt because time
and time again I have found that the definitive answer I first
reached reflected the poor way in which I framed my question to
an expert and which subsequent reading has caused the back of my
head to give me a nudge.

This leads me on to a core topic.

When compiling an index, how necessary is it to go beyond the
words used by those who did the original work? I suggest that
in an age when one word means many things to many people,
technical writers should consider using a variety of key words.
Much of the technical writer's output, today, is concerned with
the world of computers, though the majority of middle aged people
who authorise expenditure on computer hardware and software are
unfamiliar with this technology. Computer users, too, may well
be familiar with a typewriter but are in mortal dread of having
to use a computer terminal, yet without happy, informed operators
the marketplace has no need of either hardware or programs.

To the sophisticate it is almost indecent to see such words in an
index as "Switch on" and "Start", yet with the current trend
towards good screen prompts the single most-needed item of
information is how to arrive at the first menu !

In conclusion, I wonder if I have to say why this paper is called
"The Third Word". Just in case my 1little entertainment has
failed to put forward its underlying message with sufficient
force, I will now put it succinctly . . .

When one completes a technical writing assignment, one should
always have it checked and double-checked for accuracy by an
expert in the field, and for intelligibility by someone who knows
nothing about it at all. This may be costly and time consuming,
and it may well result in considerable modification. Words may
have to be deleted, added or changed, but that should not be a
concern, What is finally presented as the finished product will
be more than adequate or good; it will be correct.
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PREPARING POLICIES AND PROCEDURES
FOR MEGA - PROJECTS

Duncan Kent B.A., M.A.,
Deloitte, Haskins & Sells Associates
Vancouver, British Columbia

ABSTRACT

This paper discusses the preparation of policies and procedures for
large-scale construction projects. The unique features of this
organizational setting and their implications for the preparation of
policies and procedures are analyzed. The paper essentially presents one
approach which has proven successful in this setting. The key feature of
the approach is the creation of a task group with representatives from all
project departments who are held jointly responsible for preparing policies
and procedures. Other aspects such as manual organization, page format,
numbering systems and manual distribution are also discussed.

INTRODUCTION

A policies and procedures manual is a written document used to
communicate information about an organization to its members. Policies are
the rules. Procedures are the instructions. Together they communicate the
who, what, where, why and how of work.

This paper is about writing policies and procedures (PPs) for
mega-projects (large-scale construction projects). It is based largely on
the author's experience writing and editing PPs for the Vancouver Rapid
Transit Project (RTP), an organization created by the B.C. Provincial
Government to oversee the design and construction of a 21.4 km light rapid
transit line between the cities of Vancouver and New Westminster. Before
the system is ready for revenue service in January 1986, an estimated $854
million dollars will have been spent.

The paper describes an approach to preparing PPs that has proven to be very
successful for the RTP. The key feature of the approach is the creation of
a PPs task group made up of representatives of the various departments
which constitute the RTP. The task group approach relies heavily on each
department identifying, preparing and maintaining their own PPs. The paper
also describes the implications of a typical project's lifecycle, the
organization of a PP manual, format specifications, a review and approval
process, word processing and, finally, distribution of the PPs. The paper
attempts to provide a complete and practical guide to the preparation of
PPs. While the approach was developed specifically for large-scale
construction projects, with some modifications it could be used in other
organizational settings as well.
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PROJECT ORGANIZATION

Lifecycle

A large-scale construction project differs from other organizational
settings in several ways that have a significant impact on its PPs. Unlike
a business office or government agency, a construction project is a dynamic
organization which changes in predictable ways over a finite, and usually
brief, lifespan. It begins in the conception phase, progresses through the
design and construction phases, and finally ends in the testing and project
wind-up phase. The only thing constant in a construction project is change.

“Each phase change leads to changes in the organizational structure of
the project and, invariably, changes to its PPs. This requires that PPs be
organized and formatted in such a way that they can be produced and revised
quickly and easily. The preparation and revision of PPs must keep pace
with organizational changes.

Another important way that a large-scale construction project differs
from other kinds of organizations is that the project team members are
often gathered from a variety of sources with no prior experience working
together. Initially they act as a team in name only. The lack of
experience working together intensifies the need for PPs.

A third, and perhaps the most important difference, is that this kind of
organization does not evolve slowly over the years but must be created
fully developed. Consequently, its PPs must also be created fully
developed. This requires an intensive period of work on PPs that is seldom
required in other organizational settings.

Project Management

The creation of the substance of project-related PPs is the art and
science of project management. This relatively new specialization
incorporates knowledge from the fields of engineering, finance, data
processing and psychology. While there are many commonly held principles
of project management, there are many variations too depending on the
nature of the construction project, its size and scope, the contracts that
define it and the whim of the owner, among many. The principles of project
management are also changing constantly as a result of changes in
technology, law, economics and labour-management relations. The end result
is that most projects must develop their organizational structure, and
hence their PPs, based on their own unique set of circumstances. One
project cannot simply adopt the PPs of another.

There are some engineering firms, however, which specialize in project
management. These firms will often organize their projects on a similar
basis and adapt a standard set of PPs to suit the circumstances of each
project. In most cases, however, the circumstances are different enough to
require that the PPs be substantially re-written.
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PLANNING

Scope

The first step in planning a PP manual is to determine what subjects it
must cover and what subjects will be covered elsewhere in other reference
documents. A PP manual is just one member of a family of related reference
documents typically created by a construction project organization. The
other members may include contract documents, design specifications, a
secretary's handbook, and an organization chart, among many. The project PP
manual occupies the middle ground between these documents and is partially
shaped by the information that is contained or is not contained within
them. A PP manual should not duplicate information which is available in
other documents. Where another document contains information which is
relevant to a PP, it should be cross-referenced.

Organization

Most project organizations are composed of a number of departments, each
with responsibility for certain aspects of the work. Since the work 1is
divided up on a departmental basis, the most convenient way of organizing
and developing PPs is on the same basis - by department.

The RTP organization consists of the following departments:

- Office Services

- Finance

- Scheduling and Cost Control

- Project Engineering

- Construction Administration

- Systems Engineering

- Legal Services and Contract Tendering
- Public Information

- Property

- Operations

Within each of these departments, various PPs were defined and prepared.
For the Scheduling and Cost Control Department, for instance, the following
PPs were developed:

- Expenditure Authorization

- Tender-Data Preparation and Review

- Preparation of Pre-Tender Cost Estimate
- Preparation of Project Estimate

- Application of Value Engineering Techniques
- Forecast Cost

- Trend Reporting

- Cost and Schedule Status Report

- Progress Payment

- Reserve Fund Control

- Tender-Evaluation and Cost Comparison

- Backcharges

- Performance Measurement

- Cost Flow

In total, more than 130 PPs have already been developed for the RTP
organization. 21



What Things Require PPs?

PPs should be used to describe:

- departmental and individual responsibilities
- repetitive inter-departmental work processes
- repetitive depgrtmenta] work processes

Not all work can nor should be rendered into a PP. Work which is normally
done exclusively by one person or work which does not involve repetitive
processes is not normally described in a PP. Nor should PPs attempt to
replace professional expertise. PPs create a context within which
individuals can exercise their expertise; they do not replace that expertise.

What are the Benefits of a PP Manual?

There are many benefits of an effective PP manual. The most important
ones are that they:

- ensure that work will be done in a uniform and consistent manner

- act as a catalyst in resolving conflicts between departments and
individuals

- eliminate redundancy and streamline operations

- increase the pace of the work flow

- improve the quality of work

- save money due to procedural errors

- establish confidence in the project organization

- shorten time and save money training new or temporary staff

- satisfy auditor's requirements

- establish a permanent record of the project's administrative processes

Writer or Editor?

There are two approaches a technical writer can take to prepare PPs. He
can write everything from scratch himself or he can rely on project staff to
prepare drafts which he edits. Each approach has its advantages and
disadvantages.

Writing each PP provides the most control over the quality of the end
product but the process takes a long time to complete. It takes a lot of
interviewing and information gathering to write a PP. If a large number of
PPs are required, many will have to wait a long time before they can be
started. For rapidly changing construction projects, this approach is
unacceptable unless a large number of technical writers are employed (an
unlikely event).

The only practical approach is, therefore, to rely on project staff to
draft the PPs themselves. The disadvantage is the lack of consistency in the
quality and level of detail of the drafts. The advantage, however, is that
most of the drafts can be prepared simultaneously, dramatically shortening
the time required to prepare a complete set of PPs. As well, the degree of
compliance with the PPs will be much greater if the affected staff have
developed and drafted the PPs themselves.
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THE TASK GROUP

Department PP Coordinators

One approach which has proven very effective is to establish a policies
and procedures task group (PTG). The PTG should be composed of one
representative from each department who is designated as that department's
PP coordinator. The PTG approach significantly reduces the amount of time
required to produce a PP manual by greatly expanding the manpower available
to prepare PPs. The department coordinators should be accountable for the
following:

- representing the department at PTG meetings;

- identifying required PPs;

- recommending individuals to department head to be assigned
responsibility for draft preparation;

- establishing distribution list for review of PPs;

- identifying PPs requiring updates and expediting changes;

- monitoring implementation of PPs for compliance.

The Technical Editor

The role of the technical writer within the PTG is that of overall
coordinator and editor. The PP editor should be accountable for the
following:

- calling and chairing meetings of the PTG;

- liaison with senior management regarding policy;

- assisting department Policies and Procedures Coordinators in
identifying required PPs;

- establishing editorial specifications;

- writing PPs when required;

- editing drafts prepared by department members;

- supervising word processing, proofreading;

- coordinating review of PPs;

- preparing binder, Table of Contents, divider tabs, etc.;

- establishing manual distribution list and distributing manuals and
revisions.

Writing

Responsibility for drafting each PP should be given to the staff member
most familiar with the process being described. Responsibility for the PP,
however, should not end once it has been drafted. The same staff member
should also be responsible for ensuring that the PP-is ailways -maintained up
to date.

The lack of consistency in the quality and level of detail of the drafts
can be mitigated somewhat by preparing a short written specification to
guide the PP writers in preparing drafts. It's also useful to schedule a
number of meetings with the PP writers and department coordinators to go
over the specification and ensure they understand what's required.
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Task Group Meetings

The members of the PTG should be held jointly responsible for ensuring
that PPs are developed in a systematic and timely fashion. To begin with,
meetings of the PTG should be held at least once a week until the process
is well underway. ‘

Many PPs involve more than one department. The flow of work back and
forth across department boundaries creates complex interfaces between the
departments. The weekly PTG meetings provide an excellent forum to
coordinate the activities of the various departments involved in each
procedure. Experience has shown, however, that this process will often
uncover latent territorial disputes which may have to be resolved outside
of the PTG.

Once the PTG has been established, get the department PP coordinators to
draw up a list of the PPs required by their department. The list will more
than likely be modified as work progresses, but it provides a good starting
point. For each PP identified, ask the PP coordinator to assign one person
responsibility for preparing the draft. This is normally done in
consultation with the department head. Similarly, a target deadline should
be indicated for each PP so that progress can be monitored.

MANUAL DESIGN

The PP manual should be divided into a number of major sections, each
corresponding to a department. Each department's section should then be
divided into individual PPs. The size of each PP will vary depending on
the subject matter, but maximum size should be Timited to less than 10
pages, excluding attachments such as blank forms, flowcharts, etc.

Each PP should be divided into two sections; a policies section and a
procedures section. Further division is then made depending on the volume
and logical breakdown of the text. The separation of each PP into policies
and procedures corresponds to how the information is used. Managers will
typically refer only to the policies section to find out about a subject,
while those responsible for actually doing the work will rely more heavily
on the detailed procedures section. :

Policies Section

The first paragraph of the policies section should be a concise
description of the subject matter of the PP similar to the abstract at the
front of this paper and serving the same purpose.

Use of headings such as "Approach", "Objectives", "Purpose",
“Responsibility", "Scope" and other similar terms can be useful if rigidly
adopted, but the terms are too ambiguous and tend to confuse the average

user. Nor do they serve any useful purpose. Instead, include all of the
above categories of information together in the policies section without

separating them.
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Procedures Section

A procedure is a series of numbered, sequential steps designed to
accomplish a task. Procedures should be written in playscript format with
the 'actor' shown against the left margin and the numbered steps on the
right half of the page. Number the steps in the order in which they will
actually be done. Sometimes it is useful to draw a flowchart to help
determine their order.

Each step should begin with a verb such as issue, revise, or prepare.
Many tasks demand decision making which cannot be described adequately.
Therefore, some steps will begin with verbs such as determine, evaluate, or
choose. Make the steps as concise as possible with no explanation of why
the step is necessary. If required, the explanation should be in the
policies section. If there is a choice of two or more steps depending on
the circumstances, begin the possible steps with "If".

e.g. 5. If more than $5,000 then ...
6. If less than $5,000 then ...

Long procedures (30 steps or more) should be subdivided, at appropriate
places, into several shorter procedures.

Procedures should include only the important steps required to get the
job done. Omit the routine steps such as photocopying and filing.

Organization Chart

The project organization chart will prove to be invaluable in preparing
PPs because it provides the position titles of all staff and their reporting
relationships. When referring to individuals within a PP, use their
position titles, don't use their names. Position titles usually change less
frequently than the people that fill the positions. Make sure that the
position titles used in the PP manual are exactly the same as shown on the
organization chart.

Your interest in the organization chart may result in you becoming the
official "keeper of the chart". This additional responsibility should be
accepted willingly because of its close ties with the PP manual. The
organization chart should be updated every month or two and distributed to
all manual holders. For large organizations, the original chart should be
maintained by a draftsperson on reproducible media. Copies can then be made
simply and cheaply on a blue-printing machine.

Numbering Systems

An alpha and/or numeric numbering system should be used in conjunction
with each PP and its various sub-headings. Choice of this numbering system
is largely a matter of personal preference. The trend in technical manuals
and other documents prepared for technical people seems to be toward
strictly numerical systems. Regardless of the numbering system chosen,
however, it should not exceed the fourth place (i.e., 4.9.2.1). Further
divisions of the text can be indicated using unnumbered subordinate headings.
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Controls

Each PP must include heading, issue, page and attachment controls.
Because the most suitable housing for the manual is a 3-ring binder which
allows material to be added or deleted easily, pages can go missing or fall
out of order. The above controls ensure that even in the worst case, a
manual can always be returned to the correct order with 100% certainty.

- Each page should carry the section (department) name and the title of the
PP. The PP number should also be shown in the upper right corner of each
page to allow the user to locate the desired PP easily.

Since most PPs are updated periodically, issue or revision controls are
required. When a PP is first issued, it should be assigned issue number
"01". The issue number should appear on every page. If a change is made to
any page within the PP, reprint and re-issue the entire PP as issue number
"02". Don't replace just the changed pages - it makes it more difficult for
the manual holder to keep his manual up to date. If you keep each PP small,
it won't create much additional copying.

The changes from the previous issue should be indicated by some means. I
mark each line in which a significant change has been made with a vertical
Tine in the right margin. It allows the user to quickly locate the changes
from the previous issue. I don't bother marking minor editorial changes.

Each PP should be page numbered separately from other PPs. Don't number
pages sequentially from one end of the manual to the other - the addition or
deletion of a single page would require that every page be re-numbered. The
total number of pages in that PP should also be referenced as part of the
page number (e.g. PAGE: 1 of 7) This will tell the manual user whether or
not pages are missing.

Most PPs will include blank forms, lists or example documents related to
the PP. These can be either integrated with the PP or attached to the end
of it. By including blank forms suitable for photocopying, the manual
serves the additional function of controlling and distributing the various
forms required by the project. Where forms are difficult to fill out,
include an example copy of a properly filled out form as well.

Each attachment should be referenced in the text immediately following
its first mention. Attachments should also be listed somewhere in the. text,
preferably at the bottom of the last page, so the user can be certain all
attachments are present.

Cross-References

Try and keep cross-references to a minimum. Each PP should be complete in
itself without the need for extensive cross-referencing. But don't
duplicate large amounts of text to avoid a cross-reference. If a change has
to be made to the content of that text, then both PPs will have to be
changed.

When referencing another section, use only the number and title of the PP.
Don't reference a subsection number or page number - these often change when
'revisions are made to the referenced text.
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Table of Contents

In addition to listing the titles of all available PPs, the Table of
Contents can be used to 1ist the latest issue number of each PP. By
referring to the Table of Contents, the user can quickly verify that he has
the current issue of each PP. A revised Table of Contents should then be
sent to all manual holders at least once a month.

The Table of Contents can also be used to provide the name of the person
responsible for maintaining each PP. The editor of the PP manual must
answer questions about the format or distribution of PPs, but should always
refer questions about the technical content of a PP to the "responsible"
person. With PPs covering the whole range of project activities, there's no
way the editor can, or should attempt to be, the definitive authority on
each one.

The responsible person should be the person who drafted the PP and is
most involved with the work function being described. As such, that person

should answer all technical enquiries and ensure that the PP remains up to
date. It is important to have an appropriate person assume responsibility

for each PP.

Word Processing

There is no alternative to word processing. It would be false economy to
have PPs typewritten. PPs on large construction projects are rarely ever
stable; many will undergo frequent revisions as a result of changed
conditions, realignment of responsibilities or just management whim. Some
PPs will go through as many as a dozen changes during their lifetime. This
is the kind of work that word processors were designed for - don't try and
do it without them.

It's a good idea to become familiar with the various features and
capabilities of the system that you're using. Most systems will justify the
right margin, give you headers and footers, perform global searches and do
document merges. These features have many uses in preparing PPs.

Experiment and use these features to their best advantage, but be aware of
their limitations too. Right justification, for instance, should not be
used on narrow column text; it tends to leave awkwardly large spaces between
words.

Consult with the word processor operators and ask them for their
recommendations. They can often do things that you didn't even know were
possible. Consulting them also helps to maintain a good working
relationship with them.

And don't forget about diskette security. It's not uncommon for a
diskette to be damaged or for the machine to malfunction in such a way that
the magnetic copy of your document is partially or totally lost. Make sure
the operators are backing up your diskettes regularly or after each major
revision.
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Packaging

Some thought should be given to how the contents of the manual will be
packaged. Because of the constantly growing number of PPs and the need to
issue frequent revisions, use a 3-ring binder or other binding system that
allows the manual holder to quickly and easily update the manual. I prefer
the binders with the clear plastic cover and spine sleeves. I can print up
covers on card stock and insert them myself far more cheaply than having the
plastic binders printed. At the end of the project, the binders can be
recycled for other uses. And of course, as with any document of this size,
divider tabs should be used to help the user locate PPs easily. The overall
appearance of the manual should also be given some thought. A tidy and.
professional looking manual will lend credibility to the material contained
within it.

Don't overstuff the binders; they won't open properly and will be awkward
to use. Have the PPs copied-double-sided. This reduces the number of pages
required by approximately half. If you do, request a slightly heavier
weight of paper be used because the standard weight of photocopy paper is
too transparent. And by reducing the apparent volume of PPs, you increase
the likelihood of the manual being used.

REVIEW AND APPROVAL

PPs must go through a review and approval process. There must be an
opportunity for those with some involvement with the function to review the
draft and comment on it before it gets implemented. Because many PPs
involve a number of different disciplines across several departments, a
formal review by all concerned is mandatory. It not only helps to rid the
PP of 'bugs', but it communicates the PP to the appropriate staff and
encourages their compliance with it by giving them a role in its
development. A satisfactory review by all concerned also tells the manager
responsible for approving the PP that it's ready for sign-off. While
responsibility for determining who's going to approve PPs does not normally
lie with the editor, it should be remembered that the person who signs each
one off must have sufficient authority to enforce compliance of all those
involved. Since many PPs involve more than one department, this usually has
to be the head of the project.

DISTRIBUTION

Logistics

The temptation when it comes to distributing PPs is to give a copy of all
PPs to all manual holders. It is by far the simplest approach although the
volume of paper can become horrendous.. A more serious problem is that it
violates a basic axiom of PPs that the likelihood of manual holders
referring to their manual varies inversely with its apparent size.
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A more sensible approach is to customize each holder's manual and provide
him with only those PPs that he needs to perform his job. There is no
reason that everyone needs to have a copy of every PP. High level managers
may insist, however, and with some justification, that they get the full set.

Customizing each manual creates a substantial logistical problem
however. At the RTP, there were more than 100 manual holders and more than
130 different PPs. Because many PPs have to be revised and new issues
distributed, accurate records must be kept of who has what. This record
keeping can be handled quite easily by a large matrix chart plotting manual
holders along one axis and manual sections along the other.

Electronic Database

An even better solution, however, is to use word processing equipment to
maintain this information in a database. The advantage of using word
processing equipment is that with little effort you can use its global
search capabilities to print out a distribution list for any given PP. Or
if facilities are available, you can use a microcomputer with a database
management program such as dBase II.

The above systems can also be programmed to print out another document
essential for a customized manual distribution system - a contents list for
each manual. Each manual holder needs two lists in his manual; a list of
all the available PPs (Table of Contents) and a list of the contents of his
manual (List of Inclusions). Without the latter, a manual holder has no way
of verifying that his manual is complete.

The essential specifications for an electronic database to maintain these
records, therefore, are that first, it can print out a distribution list for
any given PP, and second, that it can print out a list of PPs for any given

manual holder.
MAINTENANCE

If the PP manual is to remain the primary vehicle of communicating
information about work processes within the project organization, it must be
kept up to date. An out-of-date manual very quickly loses its credibility
and with it, its usefulness. A project manual is like a garden in spring -
it requires constant tending. Even once it is essentially complete, someone
must still be assigned responsibility for keeping it up to date.

Periodically, have someone audit the manuals in the field. Many manual
holders don't bother to insert the new material they receive so their
manuals quickly fall out of date. Their manuals should be revised for them
and they should be encouraged to insert the new material as they receive it.

Getting PPs read and complied with can be a difficult problem. The PP
editor should not attempt to become the enforcer of project PPs. This
function should be the responsibility of the department head or the
department's PPs coordinator. Relying on each department to enforce
compliance encourages them to assume responsibility for their PPs.
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The most important thing that the editor can do is to ensure that the
manual contains only useful up-to-date information, is organized in such a
way that the desired information is easy to find, and the writing is clear
and concise.. If the manual is allowed to get out-of-date, information is
difficult to find or the writing is poor, the manual will be left to gather
dust. :

CONCLUSION

Large-scale construction projects demand good PPs. The large number of
new employees with no previous experience working together requires that PPs
be produced quickly and cover virtually all aspects of the project organiz-
ation. The key to preparing PPs quickly is to create a task group with
representatives from all departments who are responsible for identifying and
supervising the drafting of the PPs. This greatly reduces the preparation
time by dramatically increasing the manpower available to prepare PPs.

The rapidly changing nature of a project organization also requires that
PPs be revised and re-issued quickly and easily. This requirement has many
implications for manual organization, page format, numbering systems and
housing, etc.

It's also important to get each department and the various staff involved
with the PPs to assume responsibility for them. Encourage this by relying
on them to define and prepare their own PPs, to answer all technical
questions related to the PPs, and to enforce compliance with them.

Most importantly, however, the manual must be easy to use, well written,
concise and up to date. Without these essential qualities required of all
technical manuals, the manual will not serve the function for which it is
designed; to serve as the primary vehicle of communication of project
policies and procedures.

" Duncan Kent is a technical writer and management consultant with
Deloitte, Haskins & Sells Associates in Vancouver, British Columbia. Duncan
is currently on long-term assignment to B.C. Transit - Rapid Transit Project
as the Project's policies and procedures editor. Duncan has more than eight
years of experience as a technical writer including four years with a major
engineering company writing technical and administrative manuals.
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A STUDY OF THE EXTENT OF TRAINING, THE PERCEIVED
ADEQUACY OF THAT TRAINING, AND THE PERCEIVED
NEED FOR ADDITIONAL TRAINING OF DATA
PROCESSORS, ACCOUNTANTS, AND
WORD PROCESSORS

DARWIN MAINSHIP - BOISE STATE UNIVERSITY

ABSTRACT

Data processors, accountants, and word processors in Utah and
Idaho were sampled to determine the extent and adequacy of their
training and the need for additional training in their
professions.

More than half of the respondents stated that they held
baccalaureate degrees from colleges and universities, that they
considered their education to have prepared them adequately, but
that they needed additional training now to allow them to keep
pace with growth and change, The setting preferred for receiving
this instruction was the seminar Or workshop with a close second
choice listed as a semester course at a college or university.
The courses perceived as most worthwhile for this training were
listed as data processing and business communication.

INTRODUCTION

Statement. of, Burpose

The purposes of this study were to determine the extent and
source of training, the perceived adequacy of that training, and
the perceived need for additional training of data processors,
accountants, and word processors in Utah and Idaho.

Background

Since "technology" became a household word, educators and
business personnel have attempted to forecast its impact and to
prepare students and workers to fit into this rapidly changing
business scene. For each person who felt that the pace of this
change would slacken, many more believed it would accelerate.
The latter group has proved to be the more accurate.

One result of this preparation has been the addition of
numerous courses at nearly all grade levels to teach information
processing. Computers with data processing and word processing
capabilities now £ill classrooms that were previously filled with
typewriters or empty work tables. Businesses have established
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word processing and data processing centers and departments and
have recruited college graduates who possess skills in these

' areas.

Educators and businesses need to pause periodically and assess
where they are now and where they go from here in this
changing technological scene,

The purposes of this study were to determine the extent of
training, the perceived adequacy of that training, and the
perceived need for additional training of professionals in the
data processing, accounting, and word processing fields,

METHODS AND PROCEDURES

To elicit information from workers most directly affected by
these changes, a questionnaire and letter (Appendix A) were sent
to a random sample of 256 workers drawn from the membership
lists of the following groups:

Idaho Society of Certified Public Accountants 69
Utah Society of Certified Public Accountants 80
Idaho Chapter of International Word Processors 26
Utah Chapter of International Word Processors 20
Data Processing Managers Association (Idaho) 61

TOTAL 256

A mailing list from the Utah Data Processing Managers Association
was not made available for this study.

The letter and questionnaire were addressed personally to
each member of the sample. The mailing included an addressed
envelope that required no postage to return each response. No
follow-up was sent, and the results were tabulated on the basis
of responses received within four weeks after the mailing.

In addition to the tabulation shown in Appendix B, a cross-
tabulation of responses to the questionnaire items was completed.
This cross-tabulation related the responses to items 1, 4, 9, and
12 to other items on the questionnaire. This permitted an
analysis of the relationship among those items. The cross-
tabulation of all these items is available as supplementary
material identified as DWDSPSST-A5-10576 computer printout at
Boise State University. This report summarizes and interprets
the tabulations as well as the cross-tabulations.
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FINDINGS

Of the 256 questionnaires mailed to members of the
professional organizations, 162 were returned within four weeks,
This number represents a response rate of 63.3% Eighteen of the
responses were not usable because they had been double marked or
were marked with only verbal responses which could not be
tabulated. The 144 usable questionnaires represented 56.25% of
those mailed. Appendix B shows the tabulation of the raw data
for those 144 questionnaires that represent the basis for this
study.

Administrators (42) and accountants (36) represented the
largest groups by responsiblities or position. These groups
a successively increasing number of years of employment with
fifty-nine of those surveyed indicating that they had been with
their present employer for more than ten years. In those
categories representing number of years since the last formal
education also showed successively increasing numbers with 64 of
the respondents indicating that their last formal education was
completed more than ten years ago.

More than half (81) of the respondents stated that their
highest degree was the bachelors degree. Only nine reported that
they had not had any formal education since high school.

The courses considered most important in preparing these
employees were Accounting, English Composition, and Business
Communication. Courses in Management. Data Processing, Human
Relations, and Mathematics also were highly ranked. Item 20
asked those surveyed to indicate the two college courses
they would like to take or retake to improve skills in their
present jobs. The courses listed most often were Data
Processing, Business Communications, and Human Relations.

Seventy-five respondents expressed that the college or
university classes were the source from which they had acquired
the skills to function in their present positions. Forty-one,
however, stated that these skills had been acquired through on-
the-job training. Nearly all (125) of those surveyed indicated
that their formal education had prepared them very well or
adequately.

When asked what kind of course they would like to take now to
qualify them more fully in their present job, the choices were
Data Processing (27), Management (17), Business Communication
(14), and Financial Management (13). Seminars or workshops were
listed as the most desirable place to receive this instruction,
A semester course in a college or university was chosen by 50 of
the respondents for this training. The cross-tabulation showed a
consistent range of choices for these courses as related to the
responsibilities and the positions of the respondents.
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SUMMARY AND CONCLUSIONS

In a survey of data processors, accountants, and word
processors in ytah and Idaho, more than half of those who
responded indicated that they had received the training for their
present jobs through college and university courses. The next
largest group (41) stated that they had acquired these skills

through on-the-job training.

professionals in these fields are generally satisfied with the
preparation they have received in their formal education. They
state, however, that they need brush-up courses or additional
training to allow them to keep pace with changes and advancements
in these areas of technology.

The most sought-after setting for this training is in the
seminar or workshop. This choice is followed closely by the
full-semester course in a college or university.

As perceived by these professionals, the courses most

necessary for additional training in order of preference were:

Data Processing
Business Communication
Human Relations
Personnel Management
Report Writing

Colleges and universities should expect a return to college
classes of many of these workers who are seeking additional
training and an upgrading of ckills through these courses. In
addition, instructors of these courses should assess the
possibilities for presenting workshops and seminars to make this
training available.

DARWIN W, MANSHIP is Professor of Business Communication at
Boise State University, Boise, Idaho, where he has taught for the
past 14 years. He holds a B.A. degree from Northwest Nazarene
College, an M.S. degree from Utah State University, and an Ed.D.
degree from Brigham Young University. He is co-author of two
textbooks, Aaalgi@dg_auaiuea&;_ggmmuniga;ign and Business.English,
published by Wm. C. Brown Co. and has conducted more than 50
workshops and seminars to public and private groups in Idaho,
Utah, and Washington. ‘

34






BOISE STATE UNIVERSITY 1910 UNIVERSITY DRIVE + BOISE, IDAHO 83725

November 1, 1982

PROFESSIONAL AND EDUCATIONAL INFORMATION QUESTIONNAIRE

Will you please take just a few minutes to complete the enclosed
questionnaire.

The information you give will help colleges and universities do a
better job in preparing students to become better skilled word
processors and data processors. Information from you will be
especially valuable in presenting data that is truly representative
of the professionals who are now working in these fields.

I have secured mailing lists from your professional organizations
and have agreed to furnish them with the findings of this study.
Through them this information will be available to you.

A few minutes of your time now will be enough to complete this
questionnaire. Then just slip it into the enclosed envelope and
return it to me. Isn't that easy! Your help will be appreciated.

%

Darwin W. Manéhip, Profess6r
Marketing and Administrative Setrvices

Enclosures (2)

Equal Opportunity/Affirmative Action Institution
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QUESTIONNAIRE

Please circle the letters of the items that best fit your responses regarding
your job or training.

1. Indicate the description that best fits your responsibilities or position.

a. Administrative f. Accountant

b. Supervisory g. Programmer

c. Secretarial h. Systems Analyst
d. Clerical i. Typist

e. Word Processor j. Other (Describe)

2. TFor how long have you worked for your present employer?

Less than 1 year

. More than 1 but less than 3 years
More than 3 but less than 6 years
More than 6 but less than 10 years
More than 10 years (How many?)

AN TE
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