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Writing Revisible Manuals

Introduction

Writing Revisable Manuals—A Guidebook for Business and Government was written to
help organizations prepare high quality manuals, quickly and inexpensively. There is a
saying in technical writing that "You can have it good, you can have it fast, or you can
have it cheap. But you can’t have all three." The goal of this guidebook is to show you
how to have all three.

Focusing on revisable manuals—the kind you can update easily—this guidebook takes
you step-by-step through planning, writing, and producing manuals. If you are working
on a manual for your organization, or will be in the near future, this guidebook is for you.

The guidebook covers all types of revisable manuals, including policy and procedure
manuals, computer end-user manuals, training manuals, and equipment operating
manuals. While the contents of these manuals are different, the process of developing
them is the same. The simple step-by-step process outlined in this guidebook is the same
one used today by most professional manual writers. You don’t need to be the subject
matter expert to write a manual—in fact, it’s probably better if you’re not. Just follow the
steps outlined here and you’ll produce an effective manual that you and your
organization will be proud of.

To make your job easier, we’ve included a series of downloadable templates that you can
use on your word processor to produce professional looking manuals right away.

What This Guidebook Contains

Chapter 1 — Development Process — covers the whole process of writing a manual from
beginning to end, including deciding on what type of manual you should be writing,
planning the manual, writing and reviewing drafts, and reviewing and approving the final
draft. In Appendix C, we’ve also included a checklist of steps covering the process from
beginning to end.

Chapter 2 — Structure and Organization — covers the different ways you can structure
and organize a revisable manual, including

modularizing the contents, methods of organization, establishing the text and heading
hierarchy, using numbering systems, and cross-referencing.

viii
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Chapter 3 — Standard Contents — covers the standard sections at the front and back of
manuals including the title page, Cataloguing in Publication (CIP) page, table of contents,
list of figures, index, introduction, glossary, appendices, and reader feedback card.

Chapter 4 — Page Design and Layout — covers page design options, headers and
footers, headings, and the standard typographic conventions used in manuals.

Chapter 5 — Methods of Presentation — covers the alternatives to narrative text (writing
in sentences and paragraphs), including when to use bullet lists, tables, step-by-step
procedures, illustrations and other forms of graphics.

Chapter 6 — Writing Style — covers word choice, use of acronyms and abbreviations,
sentence length and syntax, verb choice and form, gender inclusiveness, and some
common usage errors. In Appendix E, we’ve included lists of words, idioms, compound
prepositions, overly formal phrases, and redundant expressions to avoid, as well as their
plain language equivalents.

Chapter 7 — Word Processing — covers using your word processor to best advantage,
including maintaining files, creating tables of contents, indexes and cross-references, and
some tips on formatting.

Chapter 8 — Printing and Binding — covers producing manuals including methods of
reproduction, preparing a camera-ready copy, preparing the printing specifications,
having the manual printed, and obtaining binders and divider tabs.

Chapter 9 — Distribution and Maintenance — covers deciding who should get a copy of
the manual, preparing the distribution list and distributing the manual, keeping the
manual up-to-date, and preparing online manuals.

Appendix A — Bibliography on Writing Manuals — contains a list of publications
covering subjects of interest to manual writers.

Appendix B — Checklist of Manual Development Process — contains a checklist of
steps in developing a manual.

Appendix C — Manual Templates — contains a series of templates that you can
download and use for your manual, and instructions for using them. The templates cover
chapter-level, 2-level, and 3-level manuals, and are provided in Word for Windows,
Word for the Macintosh, and WordPerfect versions.

Appendix D — Plain Language Alternatives — contains lists of words, idioms,
compound prepositions, overly formal phrases, and redundant expressions to avoid, as
well as their plain language equivalents.

Appendix E — Quick Reference — contains an alphabetically organized list of rules
covering word usage, punctuation, grammar, capitalization, typographic conventions,
units of measurement and writing style.

Appendix F — Binders and Tabs — contains an o-ring and d-ring binder capacity table.

Glossary — an alphabetical list of technical terms relating to preparing manuals and their
definitions. Many of the words listed have been italicized and defined in the text.
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Chapter 1 Development Process

Most manual writers develop manuals using the same general process. This process is
often termed the document development methodology and has been in standard use across
North America for several decades. You should be using the same process to develop
your manuals.

This chapter contains:

¢ Deciding on the Type of Manual

* Planning the Manual

*  Writing the Manual

¢ Testing the Manual

* Editing the Manual

* Reviewing and Approving the Manual
*  Producing the Manual

* Managing the Process

For a checklist of the development process, see Appendix B.
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Writing Revisable Manuals

Deciding on the Type of Manual

Field Guides

Guidebooks

Before starting to write, you’ll need to decide what type of manual you should write.
Each type has a different purpose and different objectives. To decide which to write,
you’ll need to look globally at your organization or program to see what documentation
already exists, how your manual will fit in, and what purpose it will serve.

Will your readers use the document to learn how to operate a new piece of equipment? If
so, perhaps you should write a tutorial. Or, if they already know how to operate it, but
only need something to refer back to occasionally, perhaps you should write a reference
manual. You may need to write one manual, or perhaps a series of manuals.

Most organization manuals fit within a documentation hierarchy with legislation and
organization-wide policy manuals at the top, and procedure and technical manuals at the
bottom. Manuals at the top of the hierarchy set parameters that lower-level manuals must
comply with. It’s useful to sketch the hierarchy for your organization’s manuals so that
everyone understands the role of the new manual.

The basic types of manuals are described below. Make sure that everyone agrees on
which type you’re writing.

Field guides are designed for use away from a desk, often outdoors. They are commonly
used to help identify plants or animals, or to describe field tests. Field guides are often
small enough to fit into a pocket, and are sometimes printed on waterproof paper. They
are usually organized by plant or animal classification, or by task.

Guidebooks give readers more latitude than policies and procedures manuals. They often
contain guidelines for dealing with different situations. Guidelines are often integrated
with policies into policies and guidelines manuals. Guidebooks are usually organized
departmentally, by function, or chronologically.

Operations/Maintenance Manuals

Policy Manuals

Operations and maintenance manuals provide detailed, step-by-step instructions for
operating or maintaining machinery and equipment, including computer hardware. They
are often designed to be followed exactly as a technical procedure is performed.
Operations and maintenance manuals are usually organized chronologically, by system,
or by task.

A policy manual documents the rules of how an organization is going to operate. Most
organizations have one. It’s usually the highest manual in the document hierarchy, since
other manuals, such as department procedure manuals, typically must comply with those
policies. In smaller organizations, you often find policies and procedures together in the
same manual. Policy manuals are typically organized departmentally or by function.
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Procedure Manuals

Procedure manuals document how things are done, such as processing an invoice. Step-
by-step procedures are often used. The reader is usually assumed to be familiar with the
topic but has not performed the procedure often enough to have it committed to memory.
Procedure manuals are usually organized departmentally, by function, by system, or by
task.

Reference Manuals

Reference manuals help experienced readers locate specific information as quickly and
effortlessly as possible. Readers are assumed to be familiar with the topic but need ready
access to information on some detail of the product or their work. Reference manuals are
usually organized alphabetically, by menu item, or by problem.

Standards Manuals

Standards manuals set out how frequently, how fast, or how accurately things will be
done. For example, they may state that "...all invoices will be paid within 30 days."
Standards are usually integrated with procedures into standards and procedures manuals.
They are often organized departmentally, by function, by system, or by task.

Training Manuals

User Manuals

Training manuals are designed to teach readers how to do something, such as use
software, without having to refer back to a manual or rely on someone else. They may be
self-paced (readers do the tutorials at their own rate) or they may be designed for use in
conjunction with a training course. They seldom try to teach everything, but just provide
a foundation upon which readers can build. Training manuals are usually organized from
basic to advanced skills, by task, or they may simply follow along with the course.

User manuals are for inexperienced users of computer systems who probably don’t know
what they’re looking for. When writing a user guide, provide an overview of related
topics and resources, and point the reader to more detailed information such as reference
manuals or tutorials. User guides are usually organized topically or by task.

Planning the Manual

Once you’ve decided what kind of manual your readers need, the next step is to develop a
document plan. Planning your manual before you actually start writing helps ensure that
the manual will meet its objectives, and that everyone is in agreement with the design of
the manual and how it will be prepared.

You’ll also save money, because you’ll do less re-writing later on. Early interaction
among writers, managers, reviewers, and users helps prevent costly and time-consuming
disagreements and problems. You’ll establish a common set of expectations among
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Needs Analysis

participants, so that everyone is working towards the same goal and no one is
disappointed when it’s finished.

Planning ahead also avoids false starts, and greatly diminishes writer’s block. It’s much
easier to write if you know exactly what you are writing about, which writing style you
will use, and how your information will be organized.

Planning the manual also helps to coordinate the activities of multiple writers or editors.
If everyone is aware of their own roles and responsibilities, you’ll avoid confusion, and
tasks will be completed on time.

A good document plan consists of three parts:
* needs analysis
* manual specification

* work plan

After completing your plan, you’ll need to get it reviewed and approved.

Start by analyzing:
* the purpose and objectives of the manual
* who your readers are and the kind and level of information they need

* the scope and general content of the manual

Defining Purpose and Objectives

Start by asking yourself, "Why are we writing this manual?" This will help you focus on
the purpose of the manual. Review the list of manual types and decide which one you are
trying to write. Each one has a different purpose.

Now think about the specific objectives of the manual. Is it supposed to cover just the
essential information, or will it document every aspect of a job? The more exactly you
can define the objectives of the manual, the more likely you’ll achieve them.

Identifying and Profiling Audience

Once you’ve determined the manual’s purpose and objectives, identify and profile the
audience. The type of manual you’re writing in part determines its presentation and
organization, but so does the intended audience. Who is the document intended for?
Clerks? Technicians? Managers? If your audience is well-defined, you have a better
chance of providing the right information.

Different audiences have different information needs. By understanding who will use the
manual, you can identify the writing level (for instance, grade 8 vs. post-graduate), the
terminology the audience will understand, and the audience’s subject matter awareness
(for example, are they beginners, knowledgeable users, or experts?).

While it’s always easier to write a manual for a single clearly-defined audience, most
organization manuals are used by several different audiences, often with different
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information needs. If you find yourself writing for different audiences (such as clerks,
managers and executives) in the same manual, ask yourself if they would be better served
by separate manuals, each focused of their particular needs.

As well, understanding sow and where the audience will use the manual will tell you the
best way to present information on the page and the best way to produce and bind the
manual. For example, if it’s going to be used in the field, it should be small enough to be
carried easily.

Defining Scope and Organization

Now that you know who and what the manual is for, and how and where it will be used,
you can plan its contents. First, define the broad categories of information you need to
include. (Don’t forget to take your budget and resources into account.) Next, prepare a
detailed list of what the manual should contain.

At this point, you’ll need to talk to the future readers of the manual and your subject
matter experts. They’ll have a lot of good advice on what should be in the manual and
how it should be organized and presented.

Having planned the contents of the manual, determine how it should be organized. The
way in which you organize information will often relate to the type of manual you’re
developing. For instance, reference manuals, which are for experienced users, are usually
organized alphabetically by keyword. User manuals on the other hand, which are for
novices, are usually organized topically in top-down sequence. For more information on
organizing principles, see Chapter 2.

Manual Specification

Now that you’ve thoroughly analyzed the need for the manual, who it’s for, and what it
should contain, you’re ready to prepare the manual specification. The manual
specification consists of a detailed outline, writing style guidelines, and a sample section.
This is the equivalent of the architect’s set of blueprints.

Outlining Contents

Prepare an outline of the contents of the manual. Make it as detailed as you can. Five to
10 single-spaced typed pages is typical for a large manual. As a minimum, list the titles
of every chapter and section that you plan to include. If you can identify illustrations or
forms, list those too. When you’ve finished, circulate it around to further refine it and
make sure that everyone is happy with it.

Writing Style Guidelines

Decide on the writing style and page design that you’ll use. Many organizations,
particularly those that write a lot of manuals, develop a style guide, which sets writing,
formatting, and production standards for all their manuals. Style guides help ensure that
manuals are written and produced consistently.

A style guide should cover the following:

* language and text treatment rules, such as capitalization, punctuation, grammar and
spelling
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» graphics, such as artwork, layout, typography and printing

» formatting guidelines, such as margins, headers and footers, and the heading
hierarchy

You can create your own page design, or use the one that we’ve provided in Appendix C.
Preparing Sample Section

Prepare a section of the manual so that everyone can see what the pages will look like,
your writing style, and the way information will be presented. Five to 10 pages is enough.
Make sure the sample is accurate, well-edited, and presented exactly as it would appear in
the finished manual. Researching, writing, and formatting the sample also lets you test
and refine the process you intend to use to create the manual.

Now circulate the sample section to make sure that everyone is happy with it. Once the
sample has been approved, you can prepare your word processing template.

Work Plan

Now that you’ve completed the specification and know what you’re going to do, you can
plan how you’re going to do it. The work plan is your plan of action for creating the
manual.

To do a work plan, you’ll need to:

» list the tasks and activities needed to complete the manual

» identify and confirm the availability of the people needed to carry out the tasks
* determine the time and expenses for each task

* prepare a work schedule (including project milestones)

* determine the reporting and approval process

Once the project is under way, you’ll need to track the progress of the manual against the
milestones.

Defining Project Tasks

Plan out the sequence of tasks that you’ll have to complete to prepare the manual. These
tasks typically include:

» gathering information

*  writing drafts

* editing the text

» creating illustrations

» formatting the pages

* reviewing and revising the text
* indexing the text

* printing and binding the manual
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maintaining the manual For a checklist of steps, see Appendix B.

Assigning Project Participants

Estimating Time

Scheduling

Decide who will participate in the project, including subject matter experts, writers,
editors, illustrators, word processors, and reviewers. Talk to them about their
participation and make sure they’re available. If you don’t have all the skills you need in-
house, think about using freelancers or outside firms.

Estimate the time needed to complete each task. You’ll probably want to get the other
participants to help you. As you become more experienced, this will become easier, but
even experienced writers often have difficulty estimating their time accurately.

Using a spreadsheet, list the tasks involved in preparing the manual in chronological
order. Create a column for each role, such as writer, word processor, editor, and
reviewers. For each task, estimate the number of hours of work that will be spent by each
person. Total the rows and columns so that everyone can see how much time will be
spent by task, and by person.

Most professionals estimate time using ‘rule-of-thumb’ measures, such as the time-per-
page to draft the text or to create an illustration. To estimate the time needed to draft the
manual, first estimate the number of pages needed to cover each topic, then apply a time-
per-page formula.

The time-per-page formula you apply will depend on the difficulty of the subject matter
and the experience of the writer. For example, an experienced writer may take an hour-
and-a-half to write a page of procedures and four hours for an index page. An
inexperienced writer would probably take twice or even three times as long and the
results would also take longer to edit.

No deadline is impossible to the
person who doesn’t have to meet it.
— William Horton

Your time estimate will tell you exactly how much time will likely be needed to complete
each task involved in preparing the manual. Now you can prepare a schedule showing the
exact dates on which the tasks will be started and finished. Most writers use a simple
hand-drawn schedule diagram, but you can use project scheduling software if you have it
available.

Don’t forget to include preparing the artwork for the cover and divider tabs. Indicate
review points and other key milestones. Give yourself a little extra time for each
activity—sometimes there are unforeseen delays that are beyond your control, such as
sickness, or higher priority projects. The schedule will help you work out the critical
path—the sequence of activities that will limit how quickly you can complete the manual.

Despite the fact that most projects don’t seem to work out the way they are scheduled,
preparing a schedule is still valuable because it lets you work out the interconnections
between the different tasks and establish the interim milestones and final completion
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date. Schedules also let the other participants see and understand the deadline for their
contribution.

Approving Your Document Plan

Now that you’ve completed your needs analysis, manual specification, and work plan,
put them together into a document plan that you can circulate for review. Make sure that
the users of the manual, other project participants, and decision makers within your
organization all have a chance to review the document plan and comment on it. If there’s
a difference of opinion about any aspect of the manual, you can resolve it now before the
writing gets underway.

Many organizations require that reviewers sign-off the document plan once they’ve read
it, either as is, or with changes marked. That way, once work gets underway, everyone
will share the same set of expectations about the manual.

Once your document plan has been reviewed, and you’ve made any changes necessary to
obtain approval, you’re ready to start writing the manual.

Writing the Manual

Writing the manual consists of gathering the required information and drafting the text.

Gathering Information

Information for your manual can come from other documents, from subject experts, from
work flow analyses, or from your own knowledge.

Examples of documents you might draw from include:

* previous manuals from within your organization

* manuals from other organizations

* correspondence files

* the acts and regulations to which the text must conform
e files of complaints

* problems identified by other agencies

You can get information from subject experts either by interviewing them, or by letting
them prepare a rough draft that you can edit. While interviewing and drafting takes a little
longer initially, it’s often more reliable, and may take you less time overall.

The people who will use the manual are often the best sources of information and should
be consulted and involved as much as possible. The success of the manual often rests
with them so you want them to feel a part of the result. When selecting subject experts,
try to get a representative cross-section of users from different backgrounds, levels of
experience, and geographical areas.
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Interview Techniques

Here are some strategies to use when conducting interviews:

» schedule interviews in advance, and tell them what you want to discuss so they can
prepare, if necessary

* do your own homework—don’t waste their time by asking questions about subjects
that are already well documented elsewhere

* take on the role of novices—don’t be afraid to ask dumb questions—they are often
the questions that novices need to have answered most

Drafting the Manual

Once you’ve gathered the information you need, you’re ready to start writing. To many
people, writing the first draft is the hardest part, and many experience writer’s block. The
best way to overcome writer’s block is to plan your document thoroughly. If you’ve got a
good outline, you’ve already done this.

When you do start to write, don’t be too hard on yourself. Don’t try to write a perfect
draft by editing at the same time. You’ll find you can’t do either effectively. Most writers
write first, then come back later and edit. If you can, let a day or two pass before coming
back to edit.

And don’t start at the beginning. The introduction is usually the hardest part to write, so
start somewhere else. You can write the introduction later, once the modules are written.
Similar to the way movies are filmed, most modules are not written in the order they
appear in the manual.

Even if you’re following a detailed outline, you’ll find writing a lot easier if you continue
to organize your thinking. Most writers will do a quick paragraph outline before getting
started on a section. Just jot down the subjects you want to cover, then sequence them in
the order they should appear. This is called paragraph outlining, and helps ensure that you
know where you’re going, and reduces the need for rewriting later.

If others are helping you draft, make sure they have a copy of the sample section, style
guidelines and the word processing template. That way, their drafts should be similar to
your own and need the least amount of editing later.

Presentation and Graphics

As you draft, consider the best ways to present information. Writing it out sentence after
sentence, paragraph after paragraph is often not the most appropriate way of
communicating information. Also think about using graphical ways of presenting
information, such as illustrations, diagrams, tables or bullet lists. For a description of the
various ways of presenting information, see Chapter 5.

Plan your graphics as you write. You can either create them yourself, or have a graphic
artist or technical illustrator create them for you. It’s best to have all the graphics in place
before you send the manual outfor review, especially if the graphics communicate
important information.

Most writers like to format the text pages as they write because it shows them exactly
what the pages will look like. Integrate the graphics together with the text, either by
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manually pasting them into the draft, or by integrating the graphics files with your word
processor files. It’s best to format the manual before you circulate it for review.

Table of Contents, Introduction, Glossary and Index

Wait until the text chapters are written before preparing the table of contents, introduction
and glossary. They’re easier to prepare later on in the project. Don’t prepare the index
until the final review is complete and all required changes have been made—Ilast minute
changes can wreck havoc with an index.

Testing the Manual

It’s important that those who will actually use the manual test it for usability,
completeness, and accuracy. With software documentation, you may want to test the
manuals at the same time the software is being tested. Try to allow sufficient time for this
process to uncover any problems before the manual goes into print. Involving the users in
testing furthers their sense of ownership of the manual, and increases the likelihood they
will use it when it’s finished.

If the actual users of the manual aren’t available, have some of your co-workers who are
typical of real users test it out. Of course, some manuals, such as policy manuals, can’t be
tested in this manner.

Editing the Manual

Editing is more than a hunt for grammar, usage, punctuation, spelling, and typographical
errors. Editing consists of a series of quality checks that are done at different times, and
often by different people—don’t try and do them all at once. Review the levels of editing
listed on the next page and make sure that they are done by the appropriate people at the
appropriate time.

The language edit can be done as each section is completed, or once all sections have
been drafted. It’s best if one person does the editing—usually your best writer. Try not to
edit your own work (you’re often blind to your own mistakes). Consider using the
services of a outside editor.

Use the edit process to pare the manual down to its essentials. It’s often better to have too
little than too much. If you need help on how to edit, refer to The Elements of Editing by
Arthur Plotnik.

Use your word processor’s spell checker, but don’t rely on it to catch everything—it
won’t find errors that masquerade as other words, such as there instead of their. And
don’t edit solely on the screen—some problems are easier to spot on paper where you can
see more of the text.

Levels of Editing

Policy edit — ensuring that the document meets your organization’s established standards,
such as inclusion of disclaimer and use of logo (usually done by the project manager)
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Integrity edit — checking to see that page references on the table of contents, list of
figures, index, and cross-references are correct (usually done by the writer just before
reproduction).

Format edit — checking to see that the page layout meets the style guidelines, including
margins, use of bolding, underlining, etc. (usually done by the word processor as the text
is formatted)

Content edit — evaluating for problems with organization, structure, misplaced emphasis,
accuracy of content, etc. (usually done by reviewers)

Language edit — editing at the word, sentence, and paragraph level for grammatical
faults, misspellings, awkward usage, ambiguity, redundancy, etc. (usually done by a
professional editor, or your best writer, before the text is finalized)

Proofing — proof reading to verify that text has been entered correctly, as well as looking
for spelling and punctuation errors (usually done by the writer each time a section is
written or revised)

Editing Etiquette

When you’re editing others’ work, make sure you have a reason for every change. In
English, there are many ways of stating the same thing. Don’t change something simply
because you would have stated it differently.

Point out the good parts of the writing too. Editorial comments are often taken personally
as a criticism, so should be balanced. And if the changes are extensive, you might
consider re-typing the text before returning it.

If someone is editing your work, don’t take the editorial suggestions personally. The
purpose of editing is not to criticize you, so try to divorce yourself from what you’ve
written. Don’t argue with every editorial change.

Reviewing and Approving the Manual

As you complete draft sections of the manual, circulate them for review. Make sure that
you get agreement on the review and approval process in advance. You’ll want to know
exactly who’s going to review and approve the manual before you get started.

Put a cover letter on review drafts explaining to reviewers what you would like them to
review it for. Otherwise, you may have technical experts spending a lot of time correcting
typos or pointing out formatting errors.

There are normally three levels of review.

Subject Expert Review

As soon as you’ve drafted a section, send a copy to the people who gave you the
information to make sure that you’ve correctly interpreted what they said, and they didn’t
forget anything.
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Technical Review

Final Review

Once both you and the subject experts are happy with the draft, circulate copies around to
others that are interested in that section and have them review it. If you’ve done a good
job with your subject experts, you shouldn’t have major changes from this review, but
they will often point out things that you’ve forgotten or ways to make it better.

Once the manual is completely written and formatted, circulate copies so reviewers can
see all of the pieces together and formatted. At this point, you can send it to other
organizations for their review, or send it to selected users for beta testing.

Many manual writing projects bog down in the review and approval process. If you run
into a problem, refer to the troubleshooting table below.

Table: Troubleshooting Review and Approval Process

PROBLEM POSSIBLE SOLUTION

Reviewers’ comments contradict Have reviewers meet together to
each other (e.g., some want more resolve their differences (don’t become
information while others want less)  |an intermediary)

Reviews are not completed in the Schedule a meeting to review drafts
time you’ve given them instead of having them submit
comments

The front half of review drafts seem to |Give reviewers smaller chunks to
be more thoroughly reviewed than the |review at one time

back half

Too much time is spent dealing with |Reduce the number of reviewers to the
reviewers and consolidating their minimum

comments

Senior management wants major Make sure everyone who will review or
changes to the document approve the manual signs off on the

document plan

Approval and Sign-off

Before it can be reproduced, the manual must first be signed off. This is the final
approval before printing and distributing the manual, and should only be done after the
final technical review. Make sure that the person who must approve the manual for
release reviewed and approved the document plan.

Some organizations have a sign-off box on each module of the manual. This is typical of
policy and procedure manuals. Others simply include a covering letter with the manual
from the approving authority noting that the manual has been reviewed and approved.
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Producing the Manual

Once the manual has been approved, you’ll need to have it printed and bound. The
method of reproduction and the design and preparation of the binders should be decided
during the planning process because they will have an impact on how the manual is
prepared.

Don’t leave the design and preparation of the binders and tabs to the last minute.
Depending on the bindery you use, binders and tabs can take up to five weeks to have
made. Designing and getting agreement on the cover design can take even longer and
must be completed before the binders can be made.

For more information on word processing, see Chapter 7. For more information on
printing and binding, see Chapter 8.

Managing the Process

Someone should be designated as the project manager and be responsible for monitoring
progress on the manual and taking corrective action when necessary.

Monitoring Progress

The project manager must track the hours being spent on the project by all participants to
ensure that the project is staying on budget and on schedule. This information is usually
reported bi-weekly or monthly on a progress report.

Project Filing System
It’s a good idea to have a separate filing system for manual materials. Use one file folder
for each module of the manual. Each folder should contain:
* background materials
* interview notes
* drafts (one copy of each draft)
* review comments

e draft artwork

Later on, if someone wants to find out where certain information came from, or what
review comments were made, it can be located easily in the file for that module.
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Chapter 2 Structure & Organization

Manuals that need to be maintained over time, such as policy and procedure manuals,
must have a modular structure. If you numbered each page sequentially from beginning
to end, your manual would be very difficult to revise. Instead, most organizations divide
their manual into a series of modules and number the pages sequentially within each
module. That way, they can revise a module in the future, adding or subtracting pages as
necessary, with no effect on other modules in the manual.

As you plan the structure and organization of your manuals, it’s also important to
remember how most manuals are used—they aren’t read from beginning to end like
novels, and the reading strategies that most readers will employ are different than the
strategies they would use for other kinds of documents, such as textbooks.

In this chapter, we’ll look at how to structure and organize your manual, including:
* How Readers Use Manuals

* Modularizing the Manual

*  Organizing Information

* Text and Heading Hierarchy

*  Numbering Systems

*  Cross-referencing
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How Readers Use Manuals

Most manuals are reference sources that readers will refer to from time-to-time to answer
specific questions, guide the reader through a task, or solve a problem—they are seldom
read from cover-to-cover like novels. Most readers will pick up the manual, and by using
the index and table of contents, attempt to find the information they’re looking for. Once
they have located the right chapter or module, they will usually scan the headings,
occasionally skimming through the text. Unlike textbooks, which are read carefully in
sequential order, manuals are read in a more random or haphazard way. As a result, you
can’t be certain where a reader will start reading, or how thoroughly they have read other
parts of the manual.

Studies have also revealed that most readers will spend only about five minutes looking
for information before giving up and trying something else. Few readers will spend
longer than this looking for information in a manual.

These findings suggest several things about the structure and organization of manuals:
* you should use lots of headings to help readers scan through the pages quickly

» the navigational aids used (such as table of contents, index, and module numbering)
must enable readers to locate the information they’re looking for within five minutes

* you should make few assumptions about what the reader has already read (for
example, because you’ve introduced a technical term in the first chapter doesn’t
mean you can use the term from that point on without having to define it again)

Modularizing the Manual

There are three typical ways to modularize a manual. You can create a chapter modular
structure, a 2-level modular structure, or a 3-level/ modular structure. Which one you
choose will depend on the type of manual you’re writing, how many different topics you
have to cover, and how often you plan to revise the manual. For examples,

see Appendix C.

Chapter Modules

The simplest way to modularize is to divide the manual into a series of chapters and
number the pages sequentially within each chapter. This is sometimes called a sectional
manual. Using this method, the chapters are the modules. That’s how we’ve structured
this guidebook. It’s simple, easy to use, and will give us enough flexibility to revise the
guidebook in the future. If we were going to revise it several times a year, however, it
wouldn’t be very convenient since some of the chapters are quite long.

2nd-level Modules

The most common method of structuring a revisable manual is by using a 2-level
structure. Divide the manual into a series of chapters, then each chapter into a series of
sections. Each section then becomes a module.
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This will result in a larger number of smaller modules, so the manual will be easier to
maintain. If you can, try to limit the number of modules in a chapter to 10 or less, and the
number of pages in a module to 10 or less.

Because each module starts at page one, you’ll need to use a module-numbering system
to help readers find their way around the manual. The numbering system for a 2-level
manual is simple. Number chapters sequentially (that is, chapter 1, chapter 2, chapter 3,
and so forth). Number modules within each chapter sequentially as well. Include the
chapter number as the first part of the module number. For example, the second module
in Chapter 3 would be numbered 3.2.

Modules can be organized randomly within each chapter, unless there is a logical order.
New modules would then take the next available number.

New modules should start on a right-hand page so they can be removed from the manual
without removing pieces of other modules.

3rd-level Modules

For very complex manuals with large amounts of information on many topics, you may
want to consider using 3rd-level modules. Divide the manual into a series of chapters,
each chapter into a series of sections, and then each section into a series of sub-sections.
With this structure, the sub-sections are the modules.

This method will give you maximum flexibility for revising the manual in the future, but
its structure is more complex, and hence more complicated to use and maintain.

Regardless of which type of structure you choose, each module should cover one topic or
process and its related procedures. This allows changes to be made to one topic without
affecting other modules. If a module is revised, give it a new issue date to distinguish it
from the oldone. And don’t try to replace individual pages of a module—it will greatly
complicate the structure of the manual and make it very difficult for manual holders to
keep track of what’s current and what’s not.

Organizing Information

There are many ways to organize information within a manual. For example, policy and
procedure manuals can be organized by department, by business function, or by topic.
Software end-user manuals can be organized by task or by following the software’s menu
structure. Each method has different pros and cons. Some of the most common ways of
organizing manuals are described below.

The method you choose must be appropriate to the type of manual and must allow
readers to find information quickly. If you can, try to organize the manual so that it’s easy
to revise as well, although this is a second priority.

Whichever method you choose, make sure the readers know how the manual is
organized. You can do this by describing the method of organization in the introduction.
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Alphabetical

Bottom up

Chronological

Department

Function

Keyed

Use this approach for indexes, glossaries, directories and other reference information.
Look at the WordPerfect manual—it’s organized alphabetically by keyword. The
advantages of this method are it’s usually easy to find information (if you know the
keyword), and you can combine all kinds of unrelated information together. The
disadvantages are the reader must know the keyword first (or they’re stuck), so it’s not
appropriate for novices, and there’s no continuity throughout the manual—related
information is not together—so there’s no logical flow.

Use this method when you want to convince the reader of something based on logical or
scientific argument. High school science reports are usually organized bottom up. Start
with your findings, or the results of your analysis, then draw your conclusion. Business
reports are often organized bottom up.

Use this method when the sequence of events is the most important aspect of the
information. Parts of administrative procedure manuals, computer user manuals, and
equipment operations manuals are often chronological. This type of information is
usually presented using step-by-step procedures, such as playscript.

Policy and procedure manuals are sometimes organized by department—each chapter in
the manual corresponds to a specific department. Use this method when you’re
describing your organization’s structure, or when information relates only to a specific
department or group. The advantage is that it can be easy to use, since procedures used by
the Finance Department are all in the Finance chapter. It also corresponds closely to the
organization’s delegation of authority and responsibility. The disadvantages, however,
are that if there’s a re-organization, the manual will have to be re-organized too.

Use this method when organizing policy and procedure manuals. Instead of organizing
information by department (such as "Human Resources Department™), divide it by
function (such as "Hiring and Firing," "Employee Training and Development," and
"Employee Classification and Remuneration.") Corporate re-organizations will not force
you to re-organize the chapters in your manual.

Use this method when the sequence of the text is determined by something else, such as a
form or computer screen illustration. Look at your tax form—the explanatory guide that
comes with it is keyed to the T1 form. If you have a question about any box on the form,
just look it up in the guide using the line number on the form. It’s easy to find the
information you’re looking for.
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Menu hierarchy

This method is often used in software manuals where the chapters of the manual are
sequenced in the same order as the software’s main menu. While this approach lets the
reader go quickly back and forth between the software and the manual, since it’s not task
oriented, it won’t necessarily conform to how the reader will use the software. A task
orientation is often better.

Person

Use this method when preparing information for a single person or position. The
advantage is that staff members get only the information they need, so you can provide
each person with a small amount of documentation. The disadvantage is this method does
not show how each person’s role fits into the overall scheme. There may also be a lot of
duplicate information when many people have to follow the same basic procedures.

Problem

Use this method for trouble-shooting guides or tables. It allows the reader to rapidly
isolate and correct problems (unless the problem is not listed, in which case, it’s of no
help). This method is commonly seen in computer hardware and equipment operations
manuals.

Random

Use this approach to list items with no logical order, such as grocery lists. In manuals,
bullet lists are in random order. Using bullets implies to the reader that there is no logic to
the order—if the order is important, use numbers or letters. Since the reader must scan
the entire list to find an item, keep random lists short or group items under topical sub-
headings.

Task

Use this approach when guiding the reader through specific work tasks, such as
approving an invoice, or installing software. By organizing information by task, the
reader can usually find the information quickly, and all the information needed is in one
place. Procedure manuals, instruction manuals, how-to books, software user manuals, and
equipment operating manuals are often task-oriented. One disadvantage of this method is
that by simply following step-by-step instructions, the reader may not /earn anything.
And it can sometimes be repetitious when tasks involve similar sub-sequences, if the
same information has to be repeated more than once.

Top down

Use this method when you want to introduce a subject or persuade the reader about
something. Our high school essays were usually organized top down. Start with the
general introduction (your thesis), then move into the details (your arguments).

Introductions at all levels in manuals are usually organized top down—they start by
introducing the subject, then work into the details. These are sometimes referred to as
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Topical

System

advance organizers since they help readers organize information before they receive it,
and have been shown to help readers remember information.

This is often described as the cookbook method, since it’s the way most cookbooks are
organized. Simply group related information together under headings that best describe
the information. For example, under Payments you might find Issuing Receipts. Policy
and procedure manuals, and descriptions of computer systems are often organized
topically.

Because this method lets you group related information together, it’s good for explaining
how things work. But it can be difficult to find information since there are often many
possible ways of organizing the same information. Manuals organized in this way must
always have an alphabetical index.

Use this approach when describing the workings of entire systems, such as the internal
system for acquiring office furniture and equipment. Because organizing procedural
information by entire systems often involves a long series of steps, it’s difficult to use as
a quick reference. However, managers and auditors usually like this systems approach
because it allows them to review and evaluate administrative systems easily.

Combinations of Methods

You’ll most likely need to use several of these organizational methods in your manual.
Policy and procedure manuals, for example, may include chapters which are organized by
function, sections which are organized by task, and sub-sections (such as step-by-step
procedures) organized chronologically. And you will probably want an alphabetically
organized index as well.

Text and Heading Hierarchy

The text in manuals is organized into a hierarchy. Headings are used to label chunks of
the text as well as identify their levels in the hierarchy. For example, in a manual
modularized at the 2nd-level, the first level of the hierarchy consists of the chapters, and
the second level consists of the sections. Within each section, the text is broken down
further into sub-sections and sub-sub-sections. Modules normally have no more than four
levels of headings associated with them. Avoid the temptation to use more levels—it
makes the structure too complex for easy use.

To reinforce the text hierarchy, each level of heading is given a set of attributes that
distinguish it visually from other headings. Look at the headings used in this guidebook.
For more information on heading attributes, see Chapter 4.
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Numbering Systems

There are several different numbering systems sometimes used in manuals, each with a
different purpose:

*  module numbering

* heading numbering

»  paragraph numbering
* page numbering

» figure numbering

Module Numbering

In modular manuals, the pages aren’t numbered sequentially from the beginning to the
end of the manual, so page numbers are not the primary means of locating information.
Instead, we number the modules, then number the pages sequentially within each module.
In a sectional manual (like this guidebook), the module number and the page number are
usually combined (e.g., 3-2). In a 2nd-level manual, the module number is a compound
number consisting of the chapter number and the module number (e.g., 5.2). In a 3rd-
level manual, the module number is a compound number consisting of the chapter
number, the section number and the module number (e.g., 5.2.3).

Some organizations prefer an open numbering system that leaves gaps in the number
series for future additions to the manual. Instead of numbering modules 2.3, 2.4, etc, they
number them 2.30, 2.40, etc., so that later they can add 2.35 between them. While this
strategy provides more flexibility for inserting new modules, it complicates the
numbering system.

Heading Numbering

When typewriters were used to create manuals, authors often used heading numbering to
reinforce the hierarchy—each heading in the manual had a number beside it. This was
necessary because they couldn’t use other typefaces or type sizes to show each heading’s
place in the hierarchy. Now that other typefaces and type sizes are readily available, it’s
no longer necessary to use heading numbering.

Paragraph Numbering

Some types of documents use a numbering system to number every paragraph. This is
common in legal acts and regulations, as well as technical specifications. Its purpose is to
make it easy to cross-reference individual paragraphs (e.g., "Notwithstanding Section
4(1)(c), then...") Normally an alphanumeric numbering system is used, which mixes
numbers, letters and Roman numerals. Paragraph numbering is seldom used in other
kinds of manuals.
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Page Numbering

Pages in a modular manual are numbered sequential only within a module. When a new
module begins, the page numbering starts at page one again. The page numbering is
usually separate from the module numbering so they are not confused.

The pages at the front of a manual are usually numbered with Roman numerals (such as
number never appears on it or the back of the page, therefore the first number to appear is
usually iii.

Because many people are uncomfortable with Roman numerals, some authors like to
organize the material at the front of the manual as though it were Chapter 0. The table of
contents would be module 0.1, the Introduction would be 0.2, the Index would be 0.3, etc.
Page numbering would then be the same as other modules.

Figure Numbering

Figure numbering is often used in manuals which have a lot of illustrations, tables or
diagrams. Figure numbering is usually sequential within each module. For example, in
module 5.2, the figures would be numbered 5.2-1, 5.2-2, etc.

Cross-referencing

Try to organize and write your manual so that cross-references to other parts of the
manual are needed only occasionally for information that is not essential to the topic
being discussed. Readers should not have to look up information to complete a
procedure, for example. If your manual has too many cross-references, restructure it.

On the other hand, avoiding cross-references altogether may force you to repeat large
sections of the text, such as a series of steps which are common to several procedures.
Start a cross-reference by telling readers why they should look elsewhere, not where they
should look.

Cross-references are a particular problem in revisable manuals since you’ll have to keep
track of them. If in one module you tell the reader to see page three of another module,
and you subsequently revise the other module, your cross-reference may no longer be
correct.

Many authors keep a log of cross-references that they can refer back to later when they’re
revising the manual.
Table: Example Cross-reference Log

MoDULE # HAs A X-REF. TO... IS A X-REF. IN...
1.1 23,3.2,45,53 23,3544
1.2 52,69, 938 11,12, 34
1.3 56,7.7,8.38 6.1




Chapter 3 Standard Contents

As well as text modules, manuals typically contain the following standard sections.

Title Page

Cataloguing in Publication (CIP) Data
Table of Contents

List of Figures

Index

Introduction

Glossary

Appendices

Reader Feedback Form

Except for the title page, CIP page and reader feedback form, these standard sections are
formatted as manual modules and have their own issue dates. They can be left un-
numbered, or they can be numbered as though they were modules of chapter zero (e.g.,
0.1, 0.2, and so forth).
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Title Page

Cataloguing

The first page in a manual is always the title page (sometimes called a half-title page).
The title page should carry the following information:

*  manual title

*  your organization’s name
* your organization’s logo
* copyright © notice

Some organizations put this information on the cover and don’t bother with a title page.
However, if someone photocopies the manual, this important information will be lost
since the cover cannot usually be copied.

Always have the title page offset printed onto cardstock. The offset printing prevents
photocopy toner from transferring to the inside of the binder cover, and the cardstock
helps ensure that the first few pages don’t tear out.

The copyright notice is not required by law—your organization is assumed to have the
copyright when you publish. However, it reminds others not to copy parts of your manual
without your permission.

in Publication (CIP) Data

CIP is an international program of co-operation between librarians and publishers to
catalogue publications before they are printed. It helps libraries, booksellers, and readers
catalogue and order books. Only manuals which will be distributed outside your own
organization to members of the public typically require cataloguing.

The National Library of Canada coordinates the program in Canada. Applications for
cataloguing can be made through your local legislative library, or any major public
library. Ask for the CIP coordinator. Normally, you will need to provide the following:

» title page
e table of contents

e introduction

The cataloguing data is usually placed on the back of the title page.

Table of Contents

A table of contents is always placed at the front of manuals and provides readers with a
list of the headings used in the manual, in the order the headings are found. The table of
contents should list two or three levels of headings. For 2-level modular manuals, it
should list at least the chapter and module headings.

Some authors like to provide a more detailed table of contents at the beginning of each
chapter. These are called chapter tables of contents and are used in addition to the main
table of contents. If you provide chapter tables of contents, the main table of contents
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should only reference chapter and module headings. The chapter tables of contents
should reference the three heading levels used within the modules.

The table of contents in a modular manual does not list page numbers—it lists module
numbers, since that’s how readers will locate the information they are looking for. In the
right column where page numbers would normally be, list the current issue date of each
module. Readers can then simply refer to the table of contents to see if they’ve got all of
the modules, and the modules they’ve got are current.

List of Figures

Index

If your manual contains a lot of important tables, illustrations or checklists, include them
together in a separate list of figures following the main table of contents. Readers can
then look up important figures without having to wade through all the items on the table
of contents.

Figures are numbered sequentially within each module. For example, in a 2-level manual,
a figure might be numbered 3.2-1 (the first figure in module 3.2).

An index is usually included at the back of manuals. However, in modular manuals,
which must be issued in 3-ring binders, include the index at the front after the table of
contents and list of figures. In a 3-ring binder, particularly larger ones, the back of the
manual can be hard to turn to.

An index provides readers with a list of topics, keywords and synonyms used in the
manual, and page references to where each topic is discussed. It helps readers find
reference information quickly. Most readers use an index much more often than they use
the table of contents so an index is a very important navigational aid.

An index should be more specific in the topics it lists than a table of contents. It should
list topics from the point of view of the reader using keywords rather than just listing
headings. If a topic could be referenced in several ways, include each variation (for
example, include both "documentation standards" and "standards, documentation"). If
there are alternative references, include those also (for example, "see also writing
guidelines").

Index entries can be divided into main entries and one or more levels of sub-entries. For
example:
st andar ds

docunentation, 3.2-4, 4.6-5

Using sub-entries lets you create topic categories that enable the reader to find
information more quickly. Rather than having to scan the entire index for topics, the
reader can look under one category and find all the topics that relate to that category.

You can refer readers simply to the appropriate module, or to the appropriate page of the
module. Referencing page numbers makes the index more time consuming to maintain,
but it’s more useful.
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Introduction

Glossary

Appendices

Most manuals include an introduction at the beginning. When readers pick up the manual
for the first time, they will know:

* the purpose of the manual and why it was written

*  who wrote it

*  who the manual is for

* how it’s structured and organized

* how to find information

* what information it contains (chapter by chapter)

* typographic conventions used

* how to update the manual when revised modules are issued

* how to get additional copies of the manual

The introduction may also acknowledge contributors to the manual, or others who aided
in its completion, or this may be done under a separate heading.

A glossary defines special terms and acronyms used in the manual. In 3-ring binders, the
glossary is placed at the front of the manual after the introduction.

Including a glossary can help standardize definitions of special terms. A glossary also
helps by reducing the need for explanations of special terms used in the manual, although
having a glossary does not mean you don’t have to define your terms—you do.

When you’re writing glossary definitions, try to keep them to one or two sentences. A
glossary is not the place for a detailed description of major concepts. If you find you need
several paragraphs to explain a term, consider including it as a topic in the body of the
manual.

Use appendices to cover material that would otherwise disrupt the flow if included in the
body of the manual. Appendices can be used to keep information such as forms, lists,
tables, maps, diagrams, technical specifications, and so forth. Small items which are
related to a specific module should be attached to the module they relate to (these are
called attachments). If a form is referred to in several modules, place it in an appendix.

The appendices are placed after the last chapter and are treated as a chapter of the manual
(use a divider tab "Appendices"). Label them Appendix A, Appendix B, etc. and treat
each as a module of the manual. Number the pages in the same way you would other
modules. See the appendix in this guidebook.
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Reader Feedback Form

Show readers that you are interested in their comments by providing a reader feedback
form at the back of the manual. Reader suggestions are frequently valuable.
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Chapter 4 Page Desing & Layout

Good page design not only enhances the visual appeal of your manual, but improves its
legibility—readers will be able to locate information on the page faster using skimming
and scanning techniques, and once they start to read, will read the text faster.

Many of the page design and typographic conventions that we still see in use in manuals
today evolved because of the limitations imposed by typewriters (such as putting two
spaces after a period instead of one). Now that we use sophisticated word processors and
laser printers, we need to ‘unlearn’ some of these typewriter conventions and go back to
standard typographic conventions.

This chapter looks at the design and layout of manual pages including:
e Page Layout

* Headers and Footers

* Headings

¢ Typographic Conventions

For page designs that you can use for your modular manual, see Appendix C. There are
three designs to choose from: one for chapter-level modules, one for 2nd-level modules,
and one for 3rd-level modules. In Appendix C there are word processor templates
available to download for each of these page designs. Templates are provided in Word
for the Macintosh, Microsoft Word for Windows and WordPerfect. Each one includes
format codes, headers and footers, and heading styles.



http://techcommunicators.com/dkmanual/app-cnew.html
http://techcommunicators.com/dkmanual/app-cnew.html

Writing Revisable Manuals

Page Layout

When typewriters were used, most manuals used one-inch margins on the left and right
sides of the page. This resulted in a line length of 6.5 inches—too long for comfortable
reading. To reduce the line length, most manual page designs now use less than the full
width of the page for text. Instead, a column of white space is placed on the left side of
the page and is used for headings, illustrations, or sidebar text (such as quotes, key
thoughts, or commentary). This is sometimes called a one thirds, two thirds page design,
because the white space occupies the left third of the page and the text occupies the right
two-thirds of the page.

Single-siding vs. Double-siding

Margins

To reduce bulk and minimize printing costs, most manuals are printed on both sides of
the sheets of paper. This is called double-sided printing. The camera-ready copy of the
manual (the master copy we send to the printer) is still printed single-sided—the double-
siding occurs during the final reproduction of the manual.

Since readers can see two pages at a time, most page designers consider the appearance
of the page spread (a left and right page together) before making their final design
decisions.

Most manuals are printed on 82 by 11 inch paper and use one inch margins on the left
and right (these are the page margins, not the text margins). To provide extra clearance
for 3-hole punching, a binding offset of %4 inch is usually added. Right pages therefore
end up with a 1%4 inch left margin and a % inch right margin. Left pages, on the other
hand, end up with a % inch left margin and a 1% right margin.

Margins at the top and bottom of the page are usually smaller—typically 2 inch. Margins
must be at least 1/3 inch to print on most laser printers.

Preprinted Page Shells

A single colour used throughout a
publication provides continuity,
unity, and character. Consistency
gives the product identity. In a
broader context, it helps to build
corporate identity.

— Jan White

Many manual designers use pre-printed page shells so they can add their organization’s
logo to the page, or use colour on the page without the expense of using spot colour
(colour used in different spots on different pages). The shells are printed in bulk, then the
text is reproduced onto the shell pages.

The shells can only contain constant information (information which is the same for all
modules of the manual), otherwise you would have to print different shells for each
chapter. All variable information, such as module numbers or issue dates, must be part of
the word processor files and is printed onto the shells during reproduction. Since headers
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Spot Colour

and footers often contain a mix of constant and variable information, the variable
elements of your headers and footers must be precisely positioned so they don’t print on
top of lines, for example. To avoid these registration problems, make sure that you have
at least 0.1 inch clearance between items on the shell and items from the text file.

If you use colour in different places on each page, you are using spot colour. While it can
be an effective way of adding visual interest to your manual and distinguishing heading
levels, it increases the cost of reproduction since every page must be printed twice: once
for the text and once for the spot colour elements. Therefore, use spot colour only when
the finished look is important, and the manual won’t be revised frequently.

Headers and Footers

Headers are the information and graphics at the top of the page that are not part of the
text. Footers are the information and graphics at the bottom of the page. Normally there
are two different headers and footers—one for left pages and one for right pages—with
different information or graphics. Except for page numbering, the headers and footers
will be the same throughout a module.

Page Control Information

Headers and footers contain important page control information, which tells readers
where they are in the manual and provides other important information about the module
they are reading. This is particularly important when manual holders are adding new
modules to the manual, or if the manual pages ever get out of order.

The following items and page control information are typically found in headers and
footers:

e organization name and logo

* graphic lines (usually to separate the header/footer from the text)
*  manual title

* chapter title

*  module title

* page number

¢ module issue date

At a minimum, there should be enough information on each sheet (not necessarily each
page) to tell readers which manual it came from, where the sheet belonged, and whether
it is current or not.

The module number and page number normally appears at the edge of the paper so they
can be seen easily when the reader is thumbing the pages. Therefore these numbers
should appear on the right on right-hand pages and on the left on left-hand pages. To
avoid confusing page numbering with module numbering, it’s a good idea to place one in
the header and the other in the footer.
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Incidentally, right-hand pages always have odd page numbers and left-hand pages always
have even page numbers—this is a universal typographic convention.

Logos and Graphics

Many organizations like to use their logo on manual pages. When deciding where to

place it, how big it should be, and whether it should be on all pages or just left or
right pages, consider the page spread. A large logo on the top of every page may disrupt
the graphic balance of the page and distract the reader’s attention.

Logos can be printed in colour if they are part of the pre-printed shell, or in black and
white, either in the shell, or in the text header or footer. One thing to consider is that
electronic graphic files are usually quite large and may significantly reduce printing
speed on your laser printer. Test the printing speed before you decide to have your word
processor print the logo on every page.

Graphic lines or rules are often used to visually separate the headers and footers from the
text.

Headings

Headings are the labels we apply to chunks of text so that readers know what type of
information they contain. Good use of headings is important to help readers quickly find
the information they are looking for. To be effective, there must be enough headings,
they should be short and descriptive, and the reader must be able to easily distinguish the
different levels in the hierarchy by their attributes.

If the section covers a task, use a heading with a gerund (verbs ending in -ing), such as
"Printing Your Document." If the section describes something, use a descriptive heading,
such as "How a Laser Printer Works."

Number of Headings Used

It’s better to have too many headings than too few. Aim for at least two or three headings
on each page. Lots of headings help readers find the information they are looking for
quickly. Too few headings require readers to slow down and read text they may not be
interested in.

Heading Length

Keep headings down to three or four words, if you can. Certainly no heading should run
onto a second line. Think of them as sign posts along the highway—if they are too long,
they won’t be read.

Heading Attributes

When deciding on the attributes of each level of heading in the heading hierarchy, make
sure that the reader will be able to easily distinguish one level from another.

When determining the attributes of your heading levels, make sure:

* the size runs from biggest to smallest as you descend in the hierarchy
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» at least three points of type size separate each level of heading, for example, 18pt,
15pt, and 12pt (otherwise readers may be unsure of what level they’re looking at)

» the typeface runs from boldest to lightest as you descend in the hierarchy

Paragraph Tags — we’ve used another type of heading in this guidebook which we call
paragraph tags (like the one labelling this paragraph). They are not fifth-level headings
because they can be used at any level in the hierarchy.

Typographic Conventions

Typographic conventions are another way we communicate important information to the
reader graphically. For example, in this guidebook we have been using italics for terms
that we are introducing for the first time. This is a standard typographic convention that
most readers are already familiar with.

In this section, we’ll look at:

* typefaces and type sizes

* case (upper vs. lower)

* bolding, italics, underlining, small caps, etc.
* line spacing

* justification

*  page breaks

Typefaces and Type Sizes

Case

Times Roman
Helvetica

There are two main classes of typefaces: serif typefaces and sans serif typefaces. Most
typefaces clearly belong in one class or the other. Serifs are the small extensions at the
ends of letters and are widely believed to make them more legible, and therefore the text
faster to read.

While there are hundreds of typefaces to choose from, most manuals use only two
typefaces: a serif typeface, such as Times Roman, for the text, and a sans serif typeface,
such as Helvetica, for headings. This guidebook uses these typefaces in this way.

The normal type size for text is from 10pt to 12pt. This is the size we are most used to
reading, and therefore we read it the fastest. If you are writing for the visually challenged,
younger readers, or where the text may be read at a distance, you may need to increase
the type size of the text to 13pt or 14pt. Type smaller than 10pt is much harder to read
and noticeably slows down readers.

Some older manuals used all UPPER CASE HEADINGS. This was often necessary when
using typewriters because of the lack of other possible heading attributes. All upper case
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letters, however, slow reading speed because of the loss of characteristic word shapes—
words in mixed case have a shape which aids in their recognition. Avoid using all upper
case in a manual, except for short acronyms.

Bold, Italic, Underlining and Small Caps

Line Spacing

Justification

Use bolding, italics and underlining sparingly—they slow reading speed. Don’t use them
to emphasize parts of the text. If something is very important, give it a separate heading,
or put it in a text box.

Bolding - normally used as paragraph tags to help the introductory keywords stand out
from the text.

Italics - normally used to distinguish:
* new terms introduced for the first time

e document titles, such as names of manuals or forms

Underlining - commonly used when working with typewriters, but virtually never seen in
manuals.

SMALL CAPS - if acronyms and abbreviations are set in full capital letters like this—
SPCA—they are too dominant. Rather, it’s better to put them in small caps like this—
SPCA (usually 2pts smaller than the text).

Couri er Bol d —used in computer end-user manuals to identify words that can be read
from the computer monitor.

<Carets> — one of several possible ways of identifying keys on the keyboard, such as
"Press the <Enter> key."

Leave the line spacing set at 1.0 on your word processor. This is the setting that is
considered to be the most readable. Increasing line spacing, or leading, will give the text
a more spacious or relaxed look, and is often used in magazine and book publishing.
Decreasing the line spacing will make the text more difficult to read.

Use extra line spacing to separate paragraphs. Avoid indenting the first line of a
paragraph—this convention is not commonly used in manuals.

Additional line spacing is often used to set off headings from the text above them.

Justification refers to how the lines of text line up at the left and right margins. All text is
left justified—all lines start at the left margin. But text can also be fully justified—Ilines
can line up at the right margin as well. Magazines and newspapers are almost always
fully justified, but manuals are usually not.

Fully justifying text often results in awkward word spacing, which affects reading speed.
Magazines and newspapers can often avoid some of these problems by hyphenating
words, or by having their sophisticated typesetting equipment automatically kern words
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Page Breaks

Spacing After a

on a line (kerning refers to adjusting the letter spacing of words). Since most word
processors can’t kern in the same way, and hyphenating words slows reading speed,
avoid fully justifying text.

Page break refers to where you end a page of text. The standard rule is never to leave a
single line of text at either the bottom (an orphan) or the top (a widow) of a page. Most
word processors have a widow and orphan protect feature which automatically guards
against single lines. However, with manuals that typically use lots of headings, bullet
lists, and other methods of presentation, this feature doesn’t work well.

Once the text is finalized, carefully go through the entire manual, starting at the
beginning, and decide where the pages should break. Use your word processor’s
automatic features, such as block protect and conditional end-of-page settings to control
page breaks. If you must introduce a page break manually, use a hard page break.

Follow these guidelines for page breaks:

* Don’t separate headings from the text that follows.

* Avoid leaving major headings close to the bottom of the page.

* Don’t separate introductory sentences or phrases from the lists they introduce.
* Don’t separate figures from their titles.

* Leave at least two lines of a paragraph at the top and bottom of the page.

Period

Use a single space to separate the end of one sentence from the beginning of the next.
When typewriters were used, authors used two spaces to get the required space. Now,
word processors automatically put in the extra space at the end of sentences. Pressing the
space bar twice will result in twice the required spacing.
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Chapter 5 Methods of Presentation

Reading demands concentration
and work; looking at images is _fun.
—Jan White

Different types of information lend themselves to different methods of presentation. By
using the most appropriate method of presentation, you can often make the work of
finding information easier for your readers.

Information is most commonly presented in narrative text form. Although narrative
text—the standard prose of which paragraphs are composed—forms most of what we
read and is a necessary part of manuals, it’s more difficult to scan for information than
some other presentation methods.

Some alternatives to narrative text are:
* Bullet Lists

*  Checklists

¢ Text Boxes

* Sidebar Text

* Fast-track Summaries

* Tables

* Troubleshooting Tables

*  Step-by-step Procedures
* Playscript Procedures

* Flow Diagrams

* Decision Trees

*  Form/Screen Illustrations

e  Technical Illustrations
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*  Warnings, Cautions and Notes
* Photographs
*  QGraphics

e Icons

Manuals often use a variety of these presentation methods. The result, instead of narrative
text, is termed structured text. When we prepare manuals, we should think of ourselves as
communicators, not writers.
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Bullet Lists

Checklists

Text Boxes

Lists help readers find information
quickly and easily because readers
can scan lists more quickly than
they can scan paragraphs. Readers
can also extract information more
easily from lists than paragraphs. —
Saul Carliner

Use bullet lists for three or more items. Follow these simple rules for creating bullet lists:

*  For simple word lists, no punctuation is required. End complete sentences with a
period. If any item on a list is punctuated, punctuate every item.

* Single space simple word lists. Double space lists of sentences.
* Capitalize the first word of a list item only if the item is a complete sentence.

* Do not substitute numbers for bullets unless the sequence of the items is important
(bullets imply random order).

»  Structure all items within a list similarly.

* Introduce each list with a sentence or phrase.

Checklists are simply lists that have fick-boxes in front of each item and are used to help
readers ensure they have all of the proper materials, or have completed all required tasks.
See checklist in Appendix B. Use only if you intend the reader to actually tick off items.
Most checklists are formatted as separate forms and included in an appendix.

Text boxes are simply boxes that contain text. They give special emphasis to the text
placed in them so should be used sparingly. Boxes are often used for warnings, cautions
and notes, as well as examples.

Sidebar Text

Sidebar text is any text which is placed in the margin beside the text. Sidebar text is
typically used for the following types of information:

* commentary on the text

* the key concepts

e definitions of technical terms
e fast-track summaries

* quotations
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Use a different typeface and type size for sidebar text so the reader will know that it is not
part of the text.

Fast-track Summaries

Tables

When writing for novices, you often need to provide complete step-by-step instructions.
While this level of detail may be appropriate for novices, experts will not want to wade
through all the detail. In this situation, you can provide a fast-track summary—a high-
level summary with most of the detail left out—so that experts can quickly get the key
information.

Fast-track summaries must be separated from the text and easy to pick out. They are often
identified with an icon.

Tables can be used to set out large amounts of concise information for easy retrieval.

Table 5-3: Title Goes Here

COLUMN CoLUMN HEADING COLUMN HEADING
HEADING1

Row HEADING
Row HEADING
Row HEADING

Explanatory notes go below the table.

Standard tables can be numbered or left unnumbered, depending on the number of tables
used in the manual. Always title standard tables.

Another common type of table often used in computer user manuals is an If... Then...
table.

IF... THEN...

The information consists of conditions Use an If...Then...table
and actions

The information consists of rows and Use a standard table
columns of tabular data

The information consists of problems Use a troubleshooting table
and solutions
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Troubleshooting Tables

Troubleshooting tables are a special type of table used to help the reader quickly identify
and solve common problems. They are often used in equipment operations manuals, such
as printer manuals. See the troubleshooting table in Chapter 1.

Step-by-step Procedures

Use step-by-step procedures when describing tasks the reader must carry out in a specific
order.

Follow these guidelines when writing step-by-step procedures:

Use the imperative mood, beginning each step with an action verb unless it’s a
conditional step (for example, "If you have expenses, complete the Expense Form
and attach your receipts.")

Order steps in the sequence in which they must be carried out.
Number each step.

Leave a space between each step.

For example:

To make a cup of instant coffee:

1.
2.
3.
4.

Boil a cup of water.
Place a teaspoon of instant coffee in a cup.
Add the water to the cup and stir.

Add sugar and creamer to taste.

Playscript Procedures

Playscript is a simple variation of step-by-step procedures for procedures that involve
multiple staff members. It specifies which person is responsible for each step.

For example:

To obtain a leave of absence:

REQUESTER 1 Complete a Leave of Absence form.

2 Submit the form to your section supervisor.

SUPERVISOR Review the Leave of Absence form and add your

recommendation in the box provided at the bottom of the
form, if appropriate.

4 Forward the form to the District Manager for authorization.
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MANAGER 5 Review the form and authorize the leave, if appropriate, by
placing your signature at the bottom right of the form.

6 Return the form to the section supervisor.

~

SUPERVISOR Notify the requester of the decision that was made.

8 If the leave was granted, notify the Payroll Department of
the leave, including the expected date of return, and the
requester pay status.

Flow Diagrams

Use a flow diagram to provide a graphic overview of how processes work. Don’t try to
illustrate every step in a complex procedure—this is better left to step-by-step or
playscript procedures.

Flow diagrams can be created using the draw capabilities of your word processor, or
using a graphics program and imported or pasted into your manual.

Decision Trees

Decision trees are a form of flow diagram in which readers are routed according to their
responses to questions. Use decision trees to provide a visual representation of
conditional steps in a procedure, or a sequence of procedures. Each branch of the decision
tree can reference a procedure to follow.

Two shapes are normally used: diamonds for questions, and boxes for actions. Always
indicate where the reader should start.

Form/Screen lllustrations

Form illustrations are used to provide instructions on completing paper forms. Screen
illustrations are used to provide instructions on entering data into fields in computer
programs. Both show readers what the form or screen looks like. To provide the most
useful information, form illustrations should be shown properly filled in.

If users of the form may fill it in by hand, show the sample filled in by hand (it helps the
reader distinguish between the form and the information that has been filled in). If you
must reduce the form to fit it on the page, make sure that you don’t reduce it so much that
the type becomes illegible.

Instructions for filling in parts of the form or screen should be keyed to the form using
overlayed numbers. Keying the form allows readers to quickly locate the information
they are looking for.
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Technical lllustrations

...placing graphics close to the
reference is more important than
balancing text and graphics on the
page for esthetic effect

—Robert Waite

Technical illustrations are usually drawn as /ine art and are used to show what a piece of
equipment looks like, how it’s put together or how it operates. Illustrations are better than
photographs for showing details because, as the creator of the illustration, you can
eliminate unimportant detail. Avoid including more detail than the reader needs.

[lustrations can be placed in boxes and should have a figure number and title. If
appropriate, they should also have a caption. Use callouts to label the parts you wish to
draw the reader’s attention to.

Illustrations are usually drawn by professional technical illustrators, either by hand or
with a computer program. Some illustrations are also available as clip-art or click-art.

Warnings, Cautions and Notes

Warnings, cautions and notes are used to identify important information. They are used in
both equipment operations and maintenance manuals, and computer hardware and
software manuals. The meaning of each is a little different depending on the type of
manual.

Warnings and cautions are always placed ahead of the step in the procedure they relate to.
Icons can be used with either the warning or caution notes for special emphasis. Here are
the typical ways they appear in a manual.

WARNING!

In equipment operations and maintenance manuals, warning
notes warn readers of something that could cause them physical
harm. In computer manuals, they warn them of something that
could cause them or the equipment physical harm.
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Caution

In equipment operations and maintenance manuals, caution notes
caution readers against anything that may damage equipment. In
computer manuals, they caution readers against anything that
may result in a loss of data.

Note: In all manuals, notes point out something of special interest or
importance to the reader. Failure to read the note will not result in
physical harm to the reader, equipment or data.

Photographs

Graphics

Technology has made it easier than
ever for you to make bad
photographs. —John Dunker

The best advice for preparing
photographs is simple: Hire a
professional technical
photographer. — William Horton

Photographs are good for showing readers what something looks like, but are not good
for pointing out details (use a technical illustration instead).

Photographs must be screened (converted into a dot pattern) before they can be
reproduced. Photographs do not photocopy well, even when screened. Photographs can
be either manually pasted into the manual, or a graphics file of the photograph can be
incorporated into your word processing file.

As our eye moves from one image to
the next, ... constancy in design
allows viewers to focus on changes
in information rather than changes
in graphical composition. A steady
canvas makes for a clearer picture.
— Edward Tufte

Non-technical graphics can be used to provide visual interest in the manual. Graphics
should relate to and reinforce the theme of the text.

Many kinds of graphics can be obtained from clip-art or click-art sources. When using
existing artwork, try and use graphics created in a similar style.
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Icons

More complex graphics, or graphics on specific subjects, can be custom-developed by
graphic artists either manually or using a graphics computer program.

With icons, beginning users may
make good initial guesses of
command meanings, quickly identify
which command they are seeking,
and better recall command
meanings during subsequent use of
the same system. — Robert Krull

Icons are small graphics, usually placed in the margin, which are used to flag certain
types of information, such as warning or caution notes. The same icon is repeated each
time that type of information is presented. Readers quickly learn to associate the icon
with the type of information presented. Some common and not so common icons, and the

type of information that they might serve to represent, are shown below. These icons
were obtained from click-art sources.

@Checklist of items
@Filing instructions

@Calculation instructions or example calculations

‘Special note

Backup instructions

-
®  Step-by-step procedures

@Hazardous materials

; Warning or caution note

5-9



Writing Revisable Manuals




Chapter 6 Writing Style

In business writing there is always
an easier way, always a clearer
way, always a more accurate way of
saying something. Unfortunately,
they are not the same way. —
William Horton

The most effective way to communicate with your readers is usually the most straight-
forward. Use simple words and sentence constructions and keep the sentences short. For
procedure manuals, address the reader as "you." Be direct and to the point (not too chatty
and not too formal).

Wherever possible:

*  Choose simple, everyday words.
* Avoid jargon and buzzwords.

*  Use the present tense.

e Use active verb forms.

Be consistent in your writing style and tone. It’s especially important that you apply your
writing guidelines consistently when there are several writers working on a project.
Having a manual read as if it were written by several authors can be distracting.

This chapter covers:

*  Word Choice and Use of Acronyms and Abbreviations
* Sentence Length and Syntax

* Verb Choice and Form

* Gender Inclusiveness

* Capitalization

* Common Usage Errors
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For a list of words, idioms, compound prepositions, overly formal phrases, and redundant
expressions to avoid, and their plain language equivalents, see Appendix D.

For an alphabetically organized list of rules covering word usage, punctuation, grammar,
capitalization, typographic conventions, units of measure, and writing style,
see Appendix E.
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Word Choice and Use of Acronyms and Abbreviations

Choose short, everyday words. In general, use the simplest word that conveys your
meaning (for example, "get" can work just as well as "obtain.") Avoid using a phrase
where a single word will do.

Technical Terms

Acronyms

Abbreviations

Avoid using jargon and buzzwords. If you need to introduce a technical term, italicize it
and provide a brief explanation when you first use it. For all modular manuals, repeat the
explanation the first time the word is used in each module. All technical terms that need
an explanation should also be in the glossary.

Minimize the use of acronyms as much as possible. They confuse novices, and even
experts sometimes forget what they mean. When you do use them, spell them out the first
time in each module with the acronym in parentheses [for example, "what-you-see-is-
what-you-get (wysiwyg)"]. Don’t capitalize the spelled-out term unless the term would
normally be capitalized.

Avoid abbreviations except where the abbreviated form is more commonly used than the
full term (for example, "am" and "pm") For common abbreviations such as "e.g.," "i.e.,"
and "etc.," the English equivalent is preferred. Don’t mix the two.

ABBREVIATION ENGLISH EQUIVALENT
e.g. (exempli gratia) for example

i.e. (id est) that is

etc. (et cetera) and so on, and so forth

If you choose to use these abbreviations, use lower case and separate the abbreviation
from the following text by a comma (e.g., like this).

Sentence Length and Syntax

Structure your sentences using a simple subject-verb-object sentence order.
Example

Cats hate dogs.
(subject-verb-object)

Dogs are hated by cats.
(object-verb-subject)
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By sticking to a subject-verb-object sentence order, you avoid using the passive voice,
use fewer words, and your sentence is easier to understand.

Keep your sentences short. The longer your sentence is, the more difficult it is to grasp its
meaning. If your sentence is longer than 30 words, consider rewriting it.

Verb Choice and Form

Voice

Tense

Strong Verbs

Use the active voice, the present tense, and strong verbs wherever you can.

Use the active voice wherever possible. Using the active voice helps maintain the
preferred subject-verb-object sentence order. You also avoid introducing an auxiliary
verb required by passive verb forms.

Example

The form was completed by the applicant.
(passive voice)

The applicant completed the form.
(active voice)

Try to use the present tense. The present tense is more direct as it does not qualify the
verb with an auxiliary verb.

Example

The applicant will complete the form.
(future tense)

The applicant completes the form.
(present tense)

Use direct, active verbs. Avoid combining weak, vague verbs such as "be" and "do" with
the noun form of a verb.

Example

Our research could be of help to you in making a decision.
(weak)

Our research could help you make a decision.
(strong)

We did a calculation of the total.
(weak)
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We calculated the total.
(strong)

Gender Inclusiveness

Avoid specifying gender where possible. If you’re specifying gender, you’re not speaking
to your readers directly (that is, you’re addressing them in the third person rather than the
second).

Here are some general guidelines as they relate to manuals:

* Use generic nouns when referring to specific groups. For example, use "managers" to
include both male and female managers.

*  Avoid phrases that make assumptions about gender. For example, "Delegates and
their wives are invited to attend the breakfast meeting." implies that all delegates are
male.

»  Use gender-neutral titles when referring to people.

*  Avoid gender-specific personal pronouns (for example, "his," "her," "he/she"). Use
position titles (for example, "manager") or address them directly ("you").

Capitalization

Capitalize proper nouns only. Proper nouns are the formal names or titles we give to
people and things, such as positions, organizations, committees, companies, forms, and
documents. Do not capitalize descriptive nouns, such as "department" or "federal," unless
they are part of a name, such as "Department of Energy" or "Federal Reserve Bank."

Capitalize the following when they are followed by a number:

e Chapter
* Figure

e Section
e Step

* Table

Common Usage Errors

This section provides usage rules for commonly misused words.

Among and Between

Use "between" to describe the direct relationship or comparison of two or more items.
Use "among" when the relationship is less direct. Another way to say that is, use
"between" when the relationship of the items is individual; use "among" when the
relationship is collective.
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Can and May

Comprise

Example
You can choose between steak, chicken, and fish.

John was among the candidates chosen.

Use "can" to describe actions or conditions that are possible. Use "may" only to describe
situations where permission is being given. If either "can," "could," or "may" apply, use
"can" because it’s less tentative. Use "may" as a conditional only when you need to be
tentative.

Example

You can submit the form upon completion.
(You are able to submit the form.)

You may submit the form upon completion.
(You have permission to submit the form.)

"Comprise" means to include or maintain. The whole comprises the parts rather than the
reverse. Never use "comprised of."

Example

The Branch comprises several workgroups.
(Correct)

Several workgroups comprise the Branch.
(Incorrect)

The Branch is comprised of several workgroups.
(Incorrect)

Desire, Wish, Need, and Want

Different

Use "need" instead of "desire" and "wish" in manuals. Use "want" when the reader’s
actions are optional (that is, they may not "need" something but may still "want"
something).

Example
If you need to confirm receipt of your application, call the Branch Office.

Select the books you want and sign them out in the register.

Use "different from" rather than "different than" when the next part of the sentence is a
noun or pronoun (that is, two things are being compared).
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Example

Form 123 is different from Form 124.

Ensure and Insure

"Ensure" means to guarantee. "Insure" refers to insurance.
Example
Ensure that the applicant has completed the necessary forms before continuing.

You can insure your house up to its market value.

Presently

Avoid using "presently"” as it’s often taken to mean "now" rather than its actual meaning
"soon."

Then and Than

"Then" refers to a time in the past or the next step in a sequence. "Than" is used for
comparisons.

That and Which

"That" introduces a restrictive clause—a clause that must be there for the sentence to
make sense. A restrictive clause often defines the noun or phrase preceding it.

Example
The form that is used for the final submission should be completed in ink.

"Which" introduces a nonrestrictive, parenthetical clause—a clause that could be omitted
without affecting the meaning of the sentence.

Example
The green form, which is used for the final submission, should be completed in ink.

Use "who" or "whom," rather than "that" or "which," when referring to a person.

Their and There

"Their" is the possessive form of "they."

Example

It’s their responsibility to keep the minutes for the meeting.

"There" is an adverb used to indicate a place or position other than "here."

Example
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Your book is over there.

Your and You’re

"Your" is the possessive form of you.
Example

This is your coat.

"You’re" is the contraction of "you are."

Example

You’re in charge today.




Chapter 7 Word Processing

Most organizations use word processing software, rather than desktop publishing
software, to prepare their manuals. The two most commonly used programs for personal
computers are WordPerfect and Microsoft Word. These programs offer all the features
required to produce most manuals.

This section provides tips on the best ways to use your word processor to prepare
manuals, including:

e File Maintenance
e Tables of Contents, Indexes, and Cross-references

*  Formatting Tips

For more detailed information, refer to your word processor manual.
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File Maintenance

It’s important that you store the files for the manual so that you can easily maintain the
manual, while still preventing unauthorized access, duplication of files, and data loss. If
you’re on a network, the best way to do this is to limit access to where you keep the files.

Regardless of whether you’re on a network or not, you’ll still need to:
* setup a directory structure for where you keep your files

* setup a file naming convention so that file names are meaningful
» save each module as a separate file

* limit access to the files

*  back your files up regularly

Directory Structure

Maintain your files in a directory hierarchy that lets you separate each manual that you’re
working on into its own directory. For example, you might set up a directory from the
root named MANUALS with a subdirectory named POLICY. Having all the files in the
same directory makes it easier to keep track of them.

Naming Conventions

File Size

Access to Files

File Backup

Use a naming convention that tells you something about what a file contains. For
WordPerfect files, use the extension .WP. For Word files, use the extension .DOC. For
example, the file for module 1.3 of a manual named Financial Management Policies
might be named FMP1-3.WP.

There should be a one-to-one correspondence between files and modules. Each file
should contain exactly one module. This helps to reinforce the modular structure and
makes specific modules easier to find and work on.

If there are several writers working on a project, make sure that there is control over who
has what file. No more than one person should be working on a file at any time. When
files are updated, the master file should be replaced and any working copies deleted.

If you’re on a network, you’ll want to restrict access to the directories. If you’re not on a
network, maintain the files on a single system, signing the files in and out as people
update them.

To prevent data loss, save your working files as you’re working on them. Be sure to
archive the master files by doing a complete backup regularly. How often you back up
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your files should depend on how much activity there is. If you’re on a network, ask your
system administrator when backups are being done. The archived copies should be stored
off site.

Tables of Contents, Indexes, and Cross-references

Use your word processor’s cross-referencing and indexing tools to mark and generate
tables of contents, indexes, and cross-references.

Creating a Master Document

To create a main table of contents and index, you’ll need to create a master document
containing all the manual’s modules. Use your word processor to build a master
document that references the module files—you don’t have to include the actual modules.

Tables of Contents

Indexes

Before generating the table of contents, define it as a 2 or 3-level table of contents where
you want it to appear. If you’re using WordPerfect, you’ll need to tag each heading
you’re including in the table of contents. (The easiest way to do this is to include the
Mark Text/Table of Contents marker as part of your heading style.) Generate the table of
contents once all headings and page breaks have been finalized.

Include an index in manuals of 50 pages or more. Add your index entries to the module
files as you write them, or go back later and add them.

When you’re ready, create a master document and generate the index. In most word
processing programs there is a way to combine the module number with each page
reference. See your word processor manual.

Edit the index for duplications, omissions, and errors, going back into the module files to
make your changes. Regenerate the index and check the page references. If you find
errors in the page references, correct them by hand in the generated index.

Cross-references

Cross-references in modular manuals often reference module numbers and names rather
than actual page numbers. If you want to reference a specific page, use your word
processor’s cross-referencing tool to automate the reference, or keep a log of cross-
references (for more information on cross-referencing, see Chapter 2).



http://techcommunicators.com/dkmanual/chap2007.html

Writing Revisable Manuals

Formatting Tips

Here are some things to watch for when you’re formatting a manual:

* Ifyou are not a skilled word processor, you should probably not be doing the final
formatting. If you are only preparing unformatted drafts, use as little formatting as
possible.

* Use styles to format all standard text elements such as headings. Using styles not
only promotes consistency in your formatting, it also lets you change tagged elements
globally. Once elements have been tagged, you can change them simply by changing
their style definitions.

*  Use the header/footer feature of your word processor—don’t create your own
headers/footers at the top/bottom of each text page. If you have to add or subtract text
later, they will move with the text and you’ll have to reposition them.

* Don’t use hard spaces (the space produced when you press the space bar) to centre or
position text. It just doesn’t work.

* For hanging indents (indents where each subsequent line uses the same indent as the
first line), use indents rather than tabs. This bulleted list, for example, uses a single
indent after the bullet to ‘hang’ the remaining lines.

* Don’t use hard returns to create page breaks. If you use hard returns, they’ll affect the
spacing if the page break moves.

» Don’t finalize your page breaks, table of contents, and index until you’ve finalized
the rest of the manual.




Chapter 8 Printing & Binding

Manuals must be printed and bound so they are easy to use, durable, easy to update, and
attractive. Give as much thought to the production (printing, binding, cover art, and
divider tabs) as you do to the contents.

Be sure to plan for production early in the manual’s development. Having binders made
up, for instance, can take as long as eight weeks.

This chapter covers:
*  Methods of Printing
* Binding
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Methods of Printing

Photocopying

Offset Printing

Virtually all manuals are printed in one of three ways:
* photocopying
» offset printing

* direct-from-disk printing

Photocopying is the cheapest method of reproducing small numbers of manuals. Turn-
around time is also very short. And if the photocopier is new and well maintained, print
quality will probably be excellent.

Unfortunately, most photocopiers do not reproduce photographs or other dot screens
well, so if you are going to use a lot of them, it’s best to use either offset printing or
direct-from-disk printing. Photographs can be used successfully if you use a relatively
small number of lines per inch for the dot screen. We recommend that dot screens be
between 55 and 75 lines per inch to reproduce well on a photocopier.

When you get the printed manuals, check one copy thoroughly for any printing errors,
such as pages out of order. If one copy is correct, chances are they all are. However,
because each copy is printed separately, there may be isolated printing errors, such as
pages printed crooked. Unfortunately, to eliminate this possibility, you must check every
page of every manual—a tedious and time consuming chore.

Offset printing is a high-quality, inexpensive method of printing large numbers of copies.
For printing forms, for example, it can be dramatically cheaper than photocopying. It’s
cheap because an offset duplicator can print up to 9,000 impressions (pages) per hour—
way faster than photocopying. It can also be used to reproduce manuals if you need a
large number of copies (roughly 500 or more). For numbers less than that, however, it
tends not to be cost-effective.

To print each page, a plate must be made using a photographic process, and the plate
installed in the printer. These plates can be made of plastic (lower quality, lower cost) or
metal (higher quality, higher cost). This results in considerable setup costs, which
increase as the number of original pages increases.

The other problem is that all copies of each page are printed at the same time. So once the
printing is finished, the pages must be collated together to form the finished manuals.
This results in additional costs, which also increase as the number of original pages
increases. Most printers will collate the pages together with the divider tabs and insert
them into your binder so you get manuals that are ready to distribute. Or you can save
money and do the collating yourself.

Offset duplicators print photographs and other dot screens well. For best results, make
sure your screens are 85 -100 lines per inch if you’re using plastic plates, or 100 - 175
lines if you’re using metal plates.
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Direct-from-disk Printing

Direct-from-disk printing is an inexpensive, high-quality alternative to offset printing. It
costs about the same as photocopying, but provides higher resolution output, and fast
turn-around.

Just copy your manual files to a diskette using the print-fo-disk feature and take the disk
to any printer offering direct-from-disk printing. Every copy of the manual is printed
directly from the disk at 600 dpi—twice the print resolution of a normal 300 dpi laser
printer (the newer laser printers now print at 600 dpi). This method is often described as
demand printing because set up time and charges are low, so you can print only the
number of copies you need right away.

Ask for a proof copy before the final printing begins, then check it thoroughly. If you’ve
saved it to the disk properly, there should be no font substitutions (all lines and pages will
break exactly as they do on your laser print out). Also, check the screens on the proof—
screens printed at 600 dpi usually appear lighter than when printed at 300 dpi.

Direct-from-disk printing requires that you have the complete manual in electronic form
without any paste-ups. All your illustrations, graphics and photographs must either come
from electronic sources, or be converted into electronic form and integrated with your
word processing file. If you have a small number of illustrations or photographs that
haven’t been converted, your printer can usually scan them for you and incorporate them
into your manual.

The added benefit of creating all-electronic manuals is that they can be converted into
online manuals easily.

Preparing the Camera-ready Copy

If you’re going to photocopy or offset print your manuals, you must prepare a camera-
ready copy of the manual to give to the printer. This will be the master copy from which
all copies will be reproduced.

Print the camera-ready copy of the manual onto laser paper for best results. Laser paper
is impregnated with clay and polished to an extremely flat finish. While it’s more
expensive than regular paper, the increase in print quality is noticeable.

If print quality is very important, you can have your camera-ready pages printed out from
a Linotronic typesetter. This machine will print out your pages at approximately 1,200
dpi (most laser printers print at 300 dpi). However, since there is usually a $10 - $15
charge per page, this can be a significant expense for large manuals. Just copy your
manual files to a diskette using the print-to-disk feature and take them to a service bureau
offering Linotronic service.

Preparing the Printing Specifications

Most organizations that use external printing services will get a minimum of three written
quotations from printers before proceeding. Printing large numbers of manuals can be
expensive, and there can be a significant difference in the amounts charged by printers.
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Going to Print

Binding

Before you can get printing quotes, you’ll need to prepare your printing specifications—a
detailed set of instructions that tells the printers exactly how you want the manual
printed. When establishing printing specifications, consider the following:

Number of Copies — If you’re having the manuals offset printed, make sure you print
more copies than you’ll actually need. It’s a lot cheaper to print a few extra now, than
have to go back later for a couple more.

Paper Size — 8'%" by 11" paper is the standard size and the best choice for modular
manuals. If you choose a smaller page size, you won’t be able to photocopy it in-house,
so it will probably take longer to get revisions to the manual holders.

Paper Colour — Black print on white paper is considered the most legible, so avoid using
coloured papers.

Paper Weight — This manual is printed on 60 Ib paper. The paper is stronger than regular
photocopy paper, so it won’t tear out of the binder or ‘dog-ear’ as fast. It’s also more
opaque so readers will notice less show-through from the other side of the sheet.

The half-title page should be printed on 10pt to 12pt cardstock so that it won’t tear out of
the manual. The first page in a manual must always be printed, not photocopied—if it’s
photocopied, the toner will transfer onto the inside cover of the binder.

Finish — Avoid textured paper. While it may look nice, the print quality will suffer.
You’ll get the best results on paper with a smooth, flat finish.

3-hole Punch — Don’t forget to specify 3-hole paper. Rather than printing onto stock that
has been pre-punched, most printers will drill the holes after the manuals are printed.

Shell Pages — If you’re using pre-printed shell pages, you can have them printed at the
same time by the same printer. Make sure the printer knows that the manuals are being
printed onto shell pages and is aware of the registration tolerance required.

Make sure the person who will do the reproduction knows to start each module on a
right-hand page—better still, insert blank pages at the ends of modules which have an
odd number of pages to ensure that the pages are printed correctly. While all professional
printers know that odd page numbers are always printed on right-hand pages, some
photocopier operators are not aware of it.

If you’re having the manuals photocopied and you have paste-ups (such as illustrations
pasted onto pages), point them out. The person photocopying may want to make copies of
those pages, white out any shadow lines (lines visible around the edge of paste-ups), then
use the new copies in the master.

Make sure the printer knows what the finished manuals should look like. If there’s any
doubt, mock-up a copy to show the placement of pages.

There are a variety of binding methods that are suitable for manuals, such as perfect
binding, metal spiral, and plastic cerlux. However, for modular manuals, where manual
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holders must be able to remove old modules and add new ones, the best type of binding is
a 3-ring binder.

Custom Ordering Binders

Binders can be bought off-the-shelf at you local office supply retailer, or custom made by
a local bindery. In most cases, it’s cheaper to order directly from the bindery. Ask what
options you have before ordering. Most binderies can make them up to any specification,
including printing full-colour graphics on the cover.

The chances of someone using a
manual are inversely proportional
to its size. — William Horton

In most cases, you’ll need to determine the binder size before you can finalize the
artwork for the cover and spine. Before you can determine the binder size, you’ll need to
know how many pages will be in the manual. Once you have a rough page count, look up
the binder size using the binder capacity table in Appendix F. Don’t overstuff the
binders—aim for about 75% of the rated capacity.

Try to get at least three price quotations from different binderies. Provide them with the
specifications for the binders and ask them to provide you with a quote based on the
number of manuals you’ll be producing. Make sure you order some spares—it’s a lot
cheaper to order a few extra now, than go back later and have them reprinted.

C-ring D-ring Slant D-ring
With Lifter: the Wwithout Litter: the
pagezda not Jam. pages Jam.

Your specification should include:

e the number, size and colour of 3-ring binders needed (D-ring if the ring is over one
inch in diameter)

*  whether the artwork will be printed on the binder or onto trap sheets
* asheet lifter for the front of D-ring binders
* 13 to 15 gauge swade vinyl

e 120 1b board for binders one inch and above
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Table: Pros and Cons of Methods of Printing Binders

METHOD ADVANTAGES DISADVANTAGES

Trap Sheets less expensive to print not as professional looking

extra binders can be bought it takes a lot of work to insert
when necessary the printing trap sheets

print quality high

binders can be re-used if
necessary

fewer design constraints

Printing on to looks professional more expensive

Binder (silk . . ,

screening) less effort to prepare binders musdt buy all the binders you'll
nee

if the organization name or
logo changes, the binders
must be replaced

design limitations imposed by
vinyl finish

Cover Design

Have the artwork for the cover and spine designed by a professional graphic artist. If you
don’t have access to one in-house, use an outside agency. A reader’s first impression of a
manual comes from the artwork on the cover. Don’t discourage readers from using the
manual by making a poor first impression.

Start the process early. Don’t leave the cover till last. Good ideas often take time to
develop. It’s best to start by brainstorming ideas, then take the best three and have the
graphic artist develop them into artistic comps (detailed sketches of what the covers
would look like). Choose the best one and have the camera-ready artwork prepared based
on that comp.

If you’re using binders with trap sheets (clear plastic pockets on the front covers and
spines), you’ll need to size the inserts very carefully. If you’re using an outside agency,
provide a sample binder. The agency will provide the printers with the artwork and
printing specifications.

If you’re printing the cover artwork directly onto the binder, the camera-ready artwork
must go to the bindery. If you’re printing onto trap sheets, it may have to be printed
elsewhere. Talk to your bindery.

Divider Tabs

Divider tabs are used to make it easier for the reader to find the chapters faster, or to go
directly to the chapter without referring to the table of contents. For 2-level and 3-level
modular manuals, don’t use a tab for every module—you would end up with a forest of
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overlapping tabs, and every time you added a new module or changed a title or number,
you would have to print a new tab.

Tabs come in banks, each bank consisting of a row of tabs.

Tabs should be printed on cardstock (usually 10pt to 12pt cardstock) in a colour matching
the colour scheme of the binder and cover art. The tabs should be laminated with the
chapter number and title shown on both sides. Divider tabs are usually prepared by the
bindery.

8-7



Writing Revisable Manuals




Chapter 9 Distribution & Maintenance

Once your manual is written and produced, it’s time to distribute it and start to think
about how it’s going to be maintained. Too many organizations stop thinking about a
manual once it has been produced and allow the manual to go out of date. The result is a
manual that quickly becomes unreliable, and one that staff don’t trust. Think of manuals
as going through two phases: the planning and development phase, and the maintenance
phase.

Increasingly, organizations are also using electronic, or online methods of distributing
and accessing their manuals. Staff members can then obtain access to a manual using
their computer. Online manuals can dramatically cut the amount of time it takes to get
information into the hands of the people who need it, as well as significantly reducing
printing costs.

In this chapter, we’ll cover:
* Distribution
* Maintenance

¢ Online Manuals
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Distribution

If your manual is going to be of any use, copies of it must get into the hands of those
people who need the information. Decide who should get copies of the manual, then
prepare your distribution list.

Who Should Get a Manual?

Ideally, everyone who might potentially use the manual should get a copy of it. That way,
it will be close at hand when it’s needed. However, that may result in the expense and
effort of printing and maintaining a large number of manuals, many of which may be
used infrequently.

Most organizations try to make sure that manuals are available to the people who need
them, but don't necessarily place one on every shelf. Often, copies of manuals are
distributed to managers and supervisors who are then responsible for providing their staff
with access to the manuals. Also make sure copies go to local area libraries within your
organization.

Preparing a Distribution List

It’s important to maintain a distribution list of manual holders so that future revisions can
be issued and obsolete manuals can be recalled. Number manuals to help keep track of
them (the easiest way is to get a sheet of dry transfer numbers, such as Letraset).

If there’s a small number of manual holders in one office, the easiest method is to record
the individual holders of manuals. If there’s a large number of holders spread over
different locations, it’s better to assign all copies of the manual to one office manuals
coordinator at each location. The coordinator is then responsible for all manuals at that
location, including distributing revisions and requesting additional copies.

You can create the distribution list using either a database program, or your word
processor. When setting it up, make sure you can merge your distribution list with
covering letters, and keep the information in different data fields.

Your distribution list should contain the following information:
* name of manual holder

*  position title

* mailing address

* number of copies assigned

Some organizations like to assign manuals to positions rather than individuals. That way,
the manual stays with the position when a staff member leaves or changes positions.

Every year or two, it’s a good idea to check your distribution list to make sure it’s still
current.
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Distributing the Manual

Some organizations distribute new manuals through their internal mail system, or have
someone go around with a cart and deliver them to holders. While this gets them out
quickly, many holders will simply put their copy up on the shelf without examining it
thoroughly. This is not a good start for a manual.

A better way to distribute manuals is to request that intended manual holders attend a
brief orientation session. Keep the groups small so holders can ask questions. One hour is
usually enough time.

Give holders their copies of the manual, then cover the following:

* purpose, objectives and audience of the manual

* its general contents, chapter by chapter

* its structure and module numbering system

» the different ways to find information (such as table of contents and index)
* how they can request changes to the manual

* updating procedure

¢ the name of the manual coordinator, and how the coordinator can be reached

Maintenance

Manuals need to be updated regularly to reflect new legislation, accommodate program
changes, or correct content errors. Out-of-date modules are simply replaced by new ones.

Responsibility for Initiating Revisions

Too often no one is assigned responsibility for ensuring the manual is kept current. The
result is usually a manual that ceases to be a reliable source of information. Make sure
that someone is assigned responsibility for periodically reviewing the manual and
initiating changes. This person is sometimes called the manual administrator and is often
the person responsible for the functions documented in the manual. Depending on what
the manual covers, different people may be delegated responsibility for different
chapters. All comments on the manual and suggestions for changes should go to this
person who makes the final decision to revise the manual.

The manual administrator will need help with the following:
* writing and editing

* word processing

* coordinating reviews of new or revised drafts

*  printing copies of modules

* maintaining the distribution list

» distributing revisions to holders

* providing copies of the manual to new staff
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» answering holders’ questions

* periodically auditing manuals in the field

The person who provides these editing and production services is often called a
documentation specialist.

Frequency of Revisions

Revisions can be issued on an on-going basis, or they can be batched together and issued
periodically. Updating on an on-going basis gets revisions out faster, but it’s more work.

Many organizations update their manuals quarterly, every six months, or yearly to save
time. However, sometimes they have to issue bulletins or memos to inform staff of the
changes before the manual is changed. The efficiency of batching updates is then lost
because of the additional effort in issuing bulletins or memos.

Making Revisions

Covering Letter

Don’t try to revise single pages of modules—if any part of a module needs to be revised,
revise and re-issue the entire module. While it may result in re-printing a few more pages,
the manual will be easier to revise, and more importantly, easier for holders to maintain.

Make any necessary changes to the module, then indicate where changes have been made
by placing a change bar in the right margin. Change bars are created differently in
different word processing programs. Holders of the manual can then see where changes
have been made, and if necessary, compare the new module to the old one.

Also change the issue date of each module so the new module can be distinguished from
the old one. For policy manuals, this date is usually considered to be the date the policy
comes into effect.

Revised modules should be reviewed and approved using the same process you would
use for issuing new modules of the manual. Stamp review drafts with DRAFT so that no
one confuses them with the approved module.

The table of contents should also be changed to show any new or deleted modules, title
changes, or new issue dates. For new modules, or where information has been added,
mark any new index entries, then regenerate the index.

When you send out revisions, always include a covering letter addressing the following:
» list of items attached, such as revised modules, table of contents and index
» general description of revisions made

* instructions for updating the manual (or refer the holder to the set of instructions
already in the manual)

* your name and how you can be contacted

Revisions should be numbered and the number clearly shown on the covering letter.
Instruct holders to keep the covering letters at the front of their manuals as a record of
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having received the update package. That way, they’ll notice if they don’t receive an
update package.

Some organizations like to include a receipt response card, which the holder then sends
back to the manual coordinator confirming that the package was received and the manual
updated. However, many people forget to return the card, so to find out who actually
didn’t receive the package, you have to do a lot of following up.

Issuing Updates

Your update package should include:
* covering letter

» revised table of contents

* revised index

e revised modules

If two-thirds or more of the modules have changed, consider replacing the entire manual
(not including the binder and tab dividers).

Online Manuals

The term online manual is used to describe any manual which can be accessed and
browsed via a computer. Another term commonly used is Aypertext. The most commonly
used online manuals are the help systems that are part of many computer applications.
Increasingly, however, organizations are making their internal manuals available on their
Web sites.

Advantages of Online Manuals

Here are some of the advantages of online manuals over paper manuals:

* manuals can be updated rapidly, usually by changing a single file, so readers always
get up-to-date information

* the online software provides Kot linking (the ability to jump from one place to
another), keyword search, or character-string search to help readers find information
quickly

* many documents can be linked together to create an infobase, so that clicking on a
cross-reference in one manual takes the reader directly into another manual

*  printing costs can be dramatically reduced

Is Your Organization Ready for Online Manuals?

While the technology for providing online manuals has been available for more than a
decade, online organization manuals have not been widely used because of problems
such as:

* hardware incompatibility




Writing Revisable Manuals

* software incompatibility

* lack of networking

For most organizations, the question is not whether a paper manual or an online manual
should be produced, but whether a paper manual and an online manual should be
produced. Paper manuals will probably always be needed for the following reasons:

* some staff (often senior management) are not comfortable with computers, however
user friendly

* you can take paper manuals home, read them on the bus, or send copies to other
organizations

* it’s easier to read large amounts of text on paper

* some kinds of information are more appropriately provided in paper form

As a result, online manuals are usually provided in addition to paper manuals. This means
that instead of maintaining one manual, you’ll be maintaining two.

Information That Belongs Online

Not all information belongs online. Some information is better off in paper form. Here
are some of the types of information which work well online:

» application end-user manuals, preferably context sensitive (when the help button is
pushed, the help information is related to the function currently being performed on
the computer)

* reference manuals, including policies and procedures manuals
* self-paced tutorials

e directories

Here are some of the types of information that don’t work well online:
* large amounts of text that must be read
* software installation instructions

* procedural information that will be used away from the desk (such as anything in a
field guide)

Publishing on the World Wide Web

With the rapid growth of the World Wide Web and HTML (hypertext markup language),
manuals for the public can be published on the internet. Corporate intranets have also
made HTML publishing possible for manuals for internal use—manuals that were once
distributed by mail can now be accessed on the corporate Web site.

HTML is a universal "language" that can be "read" by all computers, whether they’re
Maclntosh, IBM-compatible, or Unix. The internet eliminates problems of hardware and
software incompatibility. It also allows use of multimedia and instant access to
downloadable files, programs, or graphics.
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Tools are available from software retailers to help you convert your word processor files
to HTML. You’ll need to work with your Internet Service Provider to create and maintain
your Web site.

Online Manual Software

Online software is used to interface between the reader and the electronic text. The
software provides the search tools (such as keyword search and hot linking) required to
let readers quickly locate information. Otherwise, using online manuals would be no
different than simply giving your readers a copy of the word processor files and letting
them browse through the manual.

Some online software can only be used with a certain type of computer system (such as
PCs), so your options will be largely determined by the type of computer system your
organization has. Ask your software retailer for a list of products which will work with
your system.

Many online manual software programs have two parts to the program: one part for
creating the online manuals, and the other part for viewing them. Organizations need to
purchase site licences for each computer on which the viewer is installed. Viewers
provide read-only access to the manual—readers can browse through the manual, even
print sections off, but they can’t change the manual in any way.

Page Formatting vs. Screen Formatting

In designing your online manual, remember that the page and the monitor screen are
different and require different design decisions. Keep these things in mind as you plan
your online manual:

* the screen, rather than the page, is the natural unit of the manual

* for optimum legibility, your screen layout may be different than your page layout
* typesizes may be different

* colour can be used as a heading level attribute

* colour is used to designate a jump (an electronic link between two different locations)
or pop-up (when you click on a pop-up, a piece of text, such as a definition pops up)

* not all the same page control information will be needed

One of the big complaints about some online manuals is the tendency of getting lost, or
losing track of where you are. Most systems now have a back button which allows
readers to retrace their steps. Some authors of online manuals are using a heading
numbering system to help readers remain oriented.

Getting Ready for Online Manuals

Even if your organization is not currently using online manuals, there are a number of
things you should be doing to prepare. That way, when your paper manuals are
eventually converted to online form, the process will run smoothly and your online
manuals will be consistent.

Here are the things you should be doing now to prepare for online manuals:
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» establish and use standard guidelines for the organization, writing and formatting of
your manuals

* use the same word processing software for all manuals
* ensure your documents have a consistent and logical structure

* use styles—don’t hard code every heading (specifying the typeface and size of each
heading each time a heading is used)

* use the automated utilities of your word processing software, such as the automated
table of contents, index and cross-referencing, since these electronic links will be
used in the online manual
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Appendix A Bibliography on Writing
Manuals

Policy, Procedure, and Operations Manuals

If you're looking for information on policy, procedure, and operations manuals, you may
find the following books useful.

Employment Policies That Work
Joan A. Bolland and Ellen E. Mole. Carswell Thomson Professional Publishing. ISBN 0-
459-56258-4.

The Handbook Handbook:
The Complete How-To Guide to Publishing Policies & Procedures
A.B. Travis. (1984). R.R. Bowker Company. ISBN 0-8352-1869-4.

Policies and Procedures: Producing Manuals That Work
Paula Cryderman. (1994). CHA Press. ISBN 0-919100-98-8.

Procedure Writing Principles and Practices
Douglas Wieringa, Christopher Moore, and Valerie Barnes. (1993). Battelle Press. ISBN
0-935470-68-9.

Writing a Human Resources Manual: A Reference Guide for Managers
Susan Brock and Sally Cabbell. (1989). Crisp Publications. ISBN 0-931961-70-X.

Writing Revisable Manuals
Duncan Kent. (1998). Carswell Thomson Professional Publishing. ISBN 0-459-56346-7.



mailto:shute@techcommunicators.com

Writing Revisable Manuals




Appendix B Checklist of Manual
Development Process

Planning

determine type of manual needed

define objectives

identify and profile audience

determine contents and organization
prepare outline

design page layout

establish writing style guidelines

prepare sample section

define project tasks

estimate time required to complete manual
prepare schedule

prepare document plan and circulate for review

get approval to proceed

Writing

gather information
decide on methods of presentation

write and format module-by-module
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circulate modules for review by subject experts and revise
identify illustrations required

create or obtain illustrations and integrate

test parts of manual which can be tested

prepare introduction, table of contents and glossary

have manual edited

circulate manual for general review and revise

prepare index

have manual approved for printing

Production

determine method of printing

prepare camera-ready copy of manual, or prepare diskette
prepare printing specifications and obtain printing quotes
have manuals printed

design covers and have artwork prepared

determine tabs required

prepare binding specifications and obtain printing quotes

have binders and tabs printed, and manual collated

Distribution and Maintenance

prepare distribution list

hold orientation sessions to introduce and distribute manuals
determine responsibility for initiating revisions

provide administrative resources to maintain manual

prepare online version of manual

B-2



Appendix C Manual Templates

The manual templates can no longer be downloaded for free. If you’d like a copy of the
templates, you can purchase Duncan Kent’s book, Writing Revisable Manuals: Print &
Online, for $150 from Carswell Thomson Professional Publishing. You can order the
book and template diskettes by phone, fax, or email:

Order # 9563467-181

Telephone: 1-800-387-5164
In Toronto: (416) 609-3800
Fax: (416) 298-5082

Email: orders@carswell.com
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Appendix D Plain Language Alternatives

Here are some examples of unnecessarily difficult words and phrases and plain language
alternatives that you can use to replace them. Use the alphabetical map to look at
particular sections of the table.

DIFFICULT ALTERNATIVE
A

accorded given
accordingly SO
accumulate gather
acquaint tell
acquire get
activate begin
additional added
adequate number of enough
administer manage
admit of allow
advert refer
afforded given
aggregate total

all of the all the
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allocate give, divide
along the lines of like
ameliorate improve
anticipate foresee
apparent clear
apprise inform
approximately about
assist, assistance help

at the present time now

at this point in time

at the time that when

attains the age of

become ... years old

attempt (as a verb) try

s

by means of by

by reason of because of
by virtue of by, under
e

calculate compute
category kind, class, group
cause it to be done have it done
cease stop
cognizance knowledge
commence begin, start
commitment promise

communicate

write, tell, talk, telephone

compensation

pay

complete (verb)

finish
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conceal

hide

concerning the matter of

concerning, about

consequence result
consequently SO

constitute make up
construct build
consummate bring about, complete
contiguous to next to

continue keep up
contribute give

@

deem consider
demonstrate show

desire wish

discontinue stop

does not operate to does not

donate give

due to the fact that because

during such time as during, while
during the time that

in the course of

during the course of during

during the period from from

e

edifice building
effectuate bring about, carry out
eliminate remove, strike out
elucidate explain
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employment work
encounter meet
encourage urge
endeavour (verb) try
ensure follow
enter (on a form) write

enter into a contract with

contract with

equivalent equal
evince show
excessive number of too many

expedite hasten, hurry, speed up
expend spend
expiration end
explicit plain

-

facilitate make easy
feasible possible
for a period of for

for the duration of during

for the purpose of for, to

for the purpose of holding |to hold

for the reason that

since, because

forthwith immediately
frequently often

from the point of view of to

9.

hence SO




Plain Language Alternatives

hereafter after this...take effect

herein here

heretofore before this...takes effect,
until now

9

implement carry out

in accordance with by, under, on

in back of behind

in case if

in connection with

with, about, concerning

in favour of for

in lieu of instead of, in place of
in order to to

in relation to about, concerning
in terms of in, of

in the amount of for

in the course of during, while

in the event that if, when

in the interests of for

in the nature of like

in the neighbourhood of about

in this case here

inasmuch as since, because
indicate show

inform tell

initial first

initiate begin, start
inquire ask
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institute begin, start
interrogate question

is able to can

is authorized may

is binding upon binds

is empowered may

issue give

it is probable that probably

it would appear that apparently
Q.

locality, location place
locate find

O

maintenance upkeep
majority of most

make application to apply
make contact with see, meet
manner way
materialize appear
maximum most, largest, greatest
minimum least, smallest
modification change
modify change
moreover how, next
- 8

necessitate require
negotiate make
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nevertheless

but, however

no later than June 30

before July 1

&o

objective aim, goal
obligate bind
obligation debt
obtain get
occasion (as a verb) cause

of a technical nature technical

on a (daily, weekly) basis

daily, every day

on and after July 1

after June 30

on behalf of

for

on his own application

at his request

on or before June 30

before July 1

on the basis of

by, from, because of

on the part of by
optimum best

or, in the alternative or

-

participate take part

per annum, per day, per
foot

a year, a day, a foot

per centum percent
period of time period, time
personnel people, staff
peruse read

portion part
possess have
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preserve keep

prior earlier

prior to before

proceed go, go head, start
procure buy, obtain, get
promulgate make, issue

prosecute its business

carry on its business

provided that if

provision of law law
purchase (as a verb) buy
pursuant to under
9:

regarding about
reimburse repay
remainder rest
remuneration pay, wages, salary, fee
render make, give
represents is

require need
reside live
respecting about
retain keep

s

said, same, such

the, this, that

sections 20 to 94 inclusive

sections 20-94

solely

only

specified

named
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State of Kansas Kansas
submit send
subsequent next
subsequent to after, later
subsequent(ly) later
sufficient enough
sufficient number of enough
summon send for, call
S

terminate end

the manner in which how

the question as to whether

whether, the question

there is no doubt but that

doubtless, no doubt

this is a (subject) that

this subject

this is a (topic) that this topic
this is an (instance, case, [this is (omit)
situation) which

thus SO

to be sure of course

to the extent that if, when
transmit send

9

under circumstances in
which

for the reason that

due to the fact that

in view of the fact that
despite the fact that
notwithstanding the fact
that

although, even though

under the provisions of

under




Writing Revisable Manuals

until such time as until

utilization use

utilize, employ use

- ¥

verbose wordy

visualize imagine
voluminous bulky

O

with a view to to

with reference to about, concerning
with regard to for, about, concerning
with respect to for, on, about

Redundant Phrases

The following phrases are redundant and should be avoided:

acknowledge and confess
act and deed

aid and abet

aid and comfort

all and every

alter or change

annul and set aside

any and all

approve and accept
assume and agree
authorize and direct
authorize and empower
authorize and require
bind and obligate

by and between

by and under

cease and come to an end
cease and desist
chargeable or accountable
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conjecture and surmise
convey, embrace and include
covenant and agree

deem and consider

desire and require

due and owing due and payable
each and all

each and every

entirely and completely
final and conclusive
finish and complete

fit and proper

fit and suitable

for and during

for and in behalf of

for and in consideration of
force and effect

fraud and deceit

free and clear

free and unfettered

from and after

full and complete

full faith and credit
furnish and supply

give and grant

give, devise and bequeath
good and sufficient
goods and chattels

had and received

have and hold

have and obtain

heed and care

hold and keep

if and when

in my stead and place
intents and purposes

in truth and in fact

just and reasonable

keep and maintain

kept and performed

kind and character

kind and nature

known and described as
last will and testament

let or hindrance

lot, tract or parcel

made and entered into
made and provided
maintenance and upkeep
may have access to and examine
means and included
mentioned and referred to




Writing Revisable Manuals

meet and just

mind and memory
modified and changed

null and void

of and concerning

order and direct

ordered, adjudged and decreed
over, above and in addition to
pardon and forgive

part and parcel

peace and quit

perform and discharge
perform and observe
power and authority

quiet and peaceable
ratifying and consenting
relieve and discharge
remise, release and quitclaim
request and demand

rest, residue and remainder
save and except

seized and possessed

shall and will

shun and avoid

shall have and exercise
sort and kind

sole and exclusive

suffer or permit

supersede and displace
then and in that event

true and correct

truth and veracity

type and kind

under and subject to
understood and agree
unless and until

void and of no effect
various and sundry

ways and means

when and as




Appendix E Quick Reference

Abbreviations — avoid abbreviations except where the abbreviated form is more
commonly used than the full term (for example, "am" and "pm") For common
abbreviations such as "e.g." "i.e." and "etc." the English equivalent is preferred.

ABBREVIATION ENGLISH EQUIVALENT
e.g. (exempli gratia) for example

i.e. (id est) that is

etc. (et cetera) and so on, and so forth

If you choose to use these abbreviations, use lower case and separate the abbreviation
from the following text by a comma (e.g., like this).

Acronyms — spell out the term and follow it with the acronym in parentheses (for
example, "what you see is what you get" (wysiwig)). Don’t capitalize the spelled-out
term unless the term would normally be capitalized. Repeat the explanation in each
module the term is used in. Use small caps to format acronyms.

Apostrophe — use an apostrophe to form the possessive case of singular and plural nouns
(see Possessive Case). Also use an apostrophe for contractions (such as can’t, isn’t, and
it’s) to replace the omitted letters.

Bullet Lists — use bullet lists for three or more items. For simple word lists, no
punctuation is needed. If each item on the list is a complete sentence, end the
introductory line with a colon and end each item with a period. If any item in a bullet list
is punctuated, punctuate every item.

Be sure to:

* Single space simple word lists. Double space lists of sentences.

» Capitalize the first word of a list item only if the item is a complete sentence.

* Don’t substitute numbers for bullets unless the sequence of the items is important.

»  Structure all items within a list similarly.
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* Introduce each list with a sentence or phrase.

Can and May — see Conditionals.

Capitalization — capitalize proper nouns only, including:
e position titles

*  book, document, and form titles

*  organization names

* acts and regulations

nn

In headings and titles, use initial capitals except for articles ("a," "an," "the") coordinate
conjunctions ("and," "for," "or") and prepositions (unless part of a verb phrase) less than
four characters in length. Always capitalize the first and last word in a heading or title.

Colon — use a colon at the end of a phrase introducing a bullet or numbered list.

Comma — use commas to set off introductory phrases, parenthetic phrases, serial lists,
and independent clauses preceded by a conjunction.

Conditionals — use "can" to describe actions or conditions that are possible. Use "may"
only to describe situations where permission is being given. If either "can," "could," or
"may" apply, use "can" because it’s less tentative.

Example

You can submit the form upon completion.
(Correct.)

You may submit the form upon completion.
(Implies that you have permission to submit the report.)

Use "may" as a conditional only when you really need to be tentative.
Example
If you submit the form within two weeks, you may receive approval faster.

Contractions — using contractions sets a more conversational tone. Be sure to be
consistent in using them substituting an apostrophe for deleted letters.

Cross-references — cross-reference other modules in the manual by using the module
number (for example, "see 2.1"). It’s preferable to reference the page number as well.
Use your word processor’s automated cross-referencing feature.

Dashes — use typographic marks rather than hyphens for dashes. For information on
usage, see Em Dash and En Dash.

Ellipsis — use ellipsis (...) to indicate an omission from text or a quotation.

Em Dash — use an em dash (—) to set off abrupt changes in thought, parenthetic remarks,
an expansion of a phrase in the main clause of the sentence, or where a sentence is
introduced by a subject list.

Example
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To further develop these ideas—this may be our last chance—we decided to meet at the
beginning of next month.

Article 111.2, article 111.3, and article 119—all have a bearing on this decision.

En Dash — use an en dash (-) to indicate continuing or inclusive numbers, such as dates,
times, or reference numbers.

Example

June—July, 1922
10:00 AM-5:00 PM
pages 19-24

Headings — headings should be kept short (four or five words or less) and indicate the
contents of the section that follows.

Hyphenation — do not hyphenate in the manual.

Italics — use italics for emphasis (don’t use bold) when referring to document titles
(including legislation) and section references, and when introducing new terms.

Italicize the following:
e new terms used for the first time
¢ names of manuals and other documents

* names of acts and regulations

Legislation — when referencing legislation, use the following format: Title of the Act,
section number

Italicize the title of the act. The title of the act can also be abbreviated as an acronym (for
example, YOA for Young Offenders Act). Abbreviate "section” as "s." and "sections" as
"SS. "

Here are some examples:

s. 16.1section sixteen point one. The ".1" occurs when a new section must be inserted
between two existing sections, in this case, between ss. 16 and 17. Don’t confuse ".1"
with "(1)" which refers to the subsection.

s. 16 (1)section sixteen, subsection one.
s. 16.2 (4)section sixteen point two, subsection four.
ss. 16 — 19sections sixteen to nineteen inclusive.

Lists — introduce lists with a sentence or phrase ending with a colon. Use a bullet list for
a series of items, points, or options where there is no particular order to the entries (see
Bullet Lists for more information). Use a numbered list for step-by-step procedures that
must be done in a specific order (see Numbered Lists for more information).

Measurements — follow these conventions for describing measurements:

e Use numerals for all measurements—even if the number is under 10.
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* Repeat the unit of measure for each measurement unit (for example, 82" by 11").

*  When the measurement is used as an adjective, use a hyphen to connect the number
to the measurement (for example, "2-inch binder").

Names — be consistent when naming organizations, position titles, forms, and so forth.
Capitalize names and use consistently throughout. Position titles should be as shown in
the internal telephone directory.

Numbered Lists — use a numbered list for step-by-step procedures to indicate in which
order the steps are to be carried out.

Be sure to:
* Leave a space between each step.

* Introduce each list with a sentence or phrase.

Numbers — follow these conventions when using numbers and numerals:

* Use numerals for all measurements, even if the number is under 10 (see
Measurements for more information).

*  Spell out numbers nine or less when used in a sentence except when describing a
range (for example, "9 — 5") or expressing a ratio (for example, "3 to 2").

e Use numerals for numbers 10 or more.

* If one number in a sentence is 10 or greater, use numerals for all numbers in that
sentence except for the number "one," which is always spelled out.

* Never begin a sentence with a number in figures.

*  When two numbers must be used together, spell one of them out (for example, "five
12-foot ladders").

*  Spell out ordinal numbers (numbers that indicate a place in a sequence like "first" or
"twenty-second").

Page Breaks — page breaks should be handled through the pagination settings of your
word processing package wherever possible. In WordPerfect, use the Widow/Orphan,
Block Protect, and Conditional End of Page settings to control page breaks. If you must
introduce a page break manually, use a hard page break: Don’t use hard returns to move
text to the next page.

Follow these guidelines for page breaks:

* Don’t separate headings from the text that follows.

* Avoid leaving major headings close to the bottom of a page.

* Don’t separate introductory sentences or phrases from the lists they introduce.
* Don’t separate figures from their titles.

* Leave at least two lines of a paragraph at the top and bottom of a page.

Parenthesis — use parenthesis to set off remarks that explain or comment but are separate
constructions from the main body of the sentence.

Example
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This policy is governed by s. 43 (which was recently amended).

Person — in general, refer to the reader in the second person. That is, speak fo the reader
rather than about the reader. Using the second person involves the reader more, and it’s
easier to avoid the passive voice.

If a reference applies only to a specific group of readers, refer to them by job title or
similar description.

Example
Applicants complete the form in pencil first.

Policy — policies are the rules and principles that govern the organization and should be
written as mandatory statements of fact. The following types of information are therefore
not included:

* procedures, checklists, forms, and tables
* delegation of specific responsibilities for implementing the policy
* instructions on using computer systems

* detailed technical standards and specifications

Possessive Case — form the possessive case of singular nouns by adding an apostrophe

n n

and an "s—even" if the word ends in an "s.

Example

the Ministry’s responsibility

Burns’s poetry

For plural nouns ending in "s," form the possessive case by adding an apostrophe.
Example

supervisors’ meeting

For plural nouns not ending in "s," form the possessive case by adding an apostrophe and

an's.
Example
children’s stories

Prepositions — in a procedure, tell the reader where the action should occur before
describing the action itself. This prevents the reader from carrying out the action in the
wrong place.

Example
In the area marked "Applicant Address," enter your street address and postal code.

Although dangling prepositions should be avoided, sometimes they help avoid awkward
sentence constructions.

Example
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Where are you going to?
To where are you going?
Procedures — see Step-by-step Procedures

Punctuation — see Apostrophe, Colon, Comma, Ellipsis, Em Dash, Parenthesis, and
Semi-colon

Semi-colon — avoid the use of semi-colons as they promote compound and complex
sentences.

Small Caps — use small caps for acronyms and upper case words or phrases. For
example, use remp rather than RCMP. Small caps are less obtrusive than upper case and
less likely to distract the reader.

Spacing — use the standard line spacing for text. Control the amount of spacing above
headings by adding space to the heading style tag. Do not use hard returns to position
elements on the page or to create page breaks.

Spelling and Usage — use The Canadian Press (CP) Stylebook — A Guide for Writers and
Editors for usage rules, and Caps and Spelling for spelling.

Step-by-step Procedures — use a numbered list to present procedures. If there is only
one step, simply describe it narratively. Introduce the steps with an introductory phrase,
ending the phrase with a colon. Leave a space between each step.

Start each step with an imperative verb form (such as file, copy, or send) unless it’s a
conditional step or you’re introducing the step with a prepositional phrase.

Example

To complete the form:
1. Enter the applicant information in Box 1. (normal)

2. Ifyou’re completing the form on behalf of someone else, enter your name or the
name of your company in Box 2. (conditional)

3. In the top half of Box 3, enter your filing number. (introduced by a prepositional
phrase)

Tense — use the simple present tense. Use past and future tenses only when describing
past or future events.

Technical Terms — provide a brief explanation when you first use a technical term. For
modular manuals, repeat the explanation for each module in which the term appears.

That and Which — "that" introduces a restrictive clause—a clause that must be there for
the sentence to make sense. A restrictive clause often defines the noun or phrase
preceding it.

Example
The form that is used for the final submission should be completed in ink.

"Which" introduces a non-restrictive, parenthetical clause—a clause that could be omitted
without affecting the meaning of the sentence.
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Example
The green form, which is used for the final submission, should be completed in ink.
Use "who" or "whom," rather than "that" or "which," when referring to a person.

Tone — the tone should be direct and to the point—friendly but not too chatty or too
formal. Assume that the reader is an intelligent professional.

Voice — in general, use the active voice. Avoid the passive voice except where it prevents
an awkward sentence structure.

Example

The accounting clerk entered the invoice.
(active voice)

The invoice was entered by the accounting clerk.
(passive voice)

Who and Whom — use the pronoun "who" as a subject.

Example

Who owns this?

Use the pronoun "whom" as a direct object, indirect object, or the object of a preposition.
Example

To whom does this belong?
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D-Ring Specification Table

Appendix F Binders and Tabs

NAME 3/4" 1" 11/4" 11/2" 2"
BINDER SPINE 11/8 1% 17/8 21/8 27/8
WIDTH

BINDER PANEL |11 72x97/8 |11 %2 x 10 11 % x10 117%x10% |11 /2x 11
DIMENSION 1/16 1/8 3/16
SHEET CAPACITY |3/4 1 13/8 19/16 2

20 LB. BOND 185 250 340 390 500

24 LB. BOND 150 200 275 310 400

60 LB. OFFSET | 165 220 300 435 440

70 LB. OFrseT  |150 200 275 310 400
O-Ring Specification Tables

NAME 1/2" 5/8" 3/4" 1" 11/4"
BINDER SPINE | 3/4 15/16 15/16 15/16 15/8
WIDTH

BINDER PaNeL |11 7%2x95/8 (1172x99/16|1172x97/8 (1172x101/8|112x10
DIMENSION 5/16
SHEET CAPACITY |3/8 7/16 5/8 25/32 11/32
20 LB. BOND 90 105 155 195 255
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24 LB. BOND 75 87 125 155 205
60 LB. OFrseT |80 85 135 170 225
70 LB. OFFSET |/° 87 125 155 205
NAME 11/2" 2" 21/2" 3"
BINDER SPINE 17/8 2 5/8 25/8 311/16
WIDTH

BINDER PANEL 11 %x10 % 11%x113/16 |11 ¥%2x1111/16 |11 2x 11 3/16
DIMENSION

SHEET CaPaciTy |1 1/16 1.3/4 2 2 3/4
20 LB. BOND 265 345 500 680

24 LB. BOND 210 350 400 550

60 LB. OFFSET 236 385 440 610

70 LB. OFrser 210 350 400 550




Glossary

2-level manual — a revisable manual that has been divided into a series of chapters, and
each chapter divided into a series of modules.

3-level manual — a revisable manual that has been divided into a series of chapters, each
chapter divided into a series of sections, and each section divided into a series of
modules.

Acronym — a word, such as SCUBA, which has been created by taking the first letter of
each word in a compound name or description.

Active verb — form of verb used when the subject of a sentence is placed before the verb.

Advance organizer - any information, such as an introduction, that tells readers what
they’re about to read.

Appendix — location at the back of a manual for reference material that is important to
the reader, but would interrupt the flow of the text, usually because of its size. May also
contain forms that relate to more than one module.

Attachment — something that is attached to a module, such as a form.

Banks — the number of rows of divider tabs. For example, a set of tabs might consist of
three banks of five tabs.

Binding offset — the extra clearance (usually %4 inch) provided along the binding edge of
pages. Increases the right margin on left pages, and the left margin on right pages.

Bottom up — a method of organization in which details are presented first, and general
conclusions presented last. Typical of scientific reports.

Buzzword — a technical term, consisting of a word or phrase, that has special meaning to
a small group of people.

Callouts — labels with arrows naming the parts of a technical illustration.

Camera-ready copy — the reproducible copy of a manual provided to the printer from
which all copies will be made. Required for photocopying or offset printing, but not for
direct-from-disk printing.
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Case — either upper case or lower case. Upper case consists of capital letters. Lower case
consists of small letters.

Cataloguing in Publication (CIP) — international program of co-operation between
librarians and publishers to catalogue publications before they are printed. CIP
information is always placed on the back of the title page. Not required for internal
manuals unless they will be released to the public.

Caution note — special note used in manuals cautioning readers about something that
may harm their equipment or data.

Cerlox binding — a proprietary name for a binding system which uses a plastic comb
inserted into holes punched along the edge of all pages to hold the document together.

Change bar — a vertical line placed in the left or right margin used to indicate where
changes have been made to the text.

Chapter table of contents — detailed table of contents placed at the front of chapters
used in addition to the main table of contents. Usually references two or three levels of
headings.

Character-string search — a search through an electronic file for a defined series of
characters and/or spaces.

Click-art — stock artwork available in electronic form that can be integrated with word
processor files and used in documents.

Clip-art- stock artwork that can be clipped out and used in documents.

Collating — sorting printed text pages and divider tabs into the order in which they will
appear in the manual.

Comps — detailed sketches prepared by a graphic artist to show what the finished artwork
would look like.

Content edit — evaluating a manual for problems of organization, structure, misplaced
emphasis, and accuracy.

Context-sensitive help — a computer help system which provides information related to
the function currently being performed on the computer without requiring the user to use
a table of contents, index, or keyword search.

Critical path — the sequence of activities that limit how quickly a project can be
completed.

Cross-architecture — a term used to describe a situation in which multiple computer
hardware and software systems are used within an organization making communications
between them difficult or impossible.

Cross-reference — reference to another place in the manual, or another document, that
the reader may be interested in.

Cross-reference table — a table listing, for each module, other modules which have been
referred to, and other modules in which the module has been referred.
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Decision tree — form of flow diagram in which readers are routed according to their
response to questions, usually consisting of graphic rectangles and diamonds connected
with lines and arrows.

Departmental organization — a method of organization in which each chapter of the
manual corresponds to a specific department or group.

Direct-from-disk printing — reproduction method in which every copy of a manual is
produced directly from electronic data. Usually printed at 600 dots per inch. Sometimes
called demand printing.

Divider tabs — cardboard sheets with laminated tabs, usually printed with chapter
number and name, used to help readers locate the beginning of chapters.

Document development methodology — the standard step-by-set process for developing
manuals used by professional technical

writers across North America.

Document hierarchy — the ranking of documents within an organization. Documents at
the top of the hierarchy set parameters the lower-level documents must comply with.

Document plan — a detailed plan for preparing a document usually consisting of a needs
analysis, document specification and work plan.

Documentation specialist — a person who specializes in writing, producing and
maintaining manuals. Often called a technical writer.

Double-siding — printing manual pages on both sides of the paper.

dpi — dots per inch. Measure of the number of dots or pixels per linear inch making up
printed text or graphics.

Fast-track summary — method of presenting key information to expert readers. Usually
placed in a text box in the white space column and often associated with an icon.

Field guide — document designed to be used away from a desk, often outdoors.

Figure numbering — a system for numbering illustrations, tables or diagrams within a
manual.

Flow diagram — graphic means of presenting an overview of how processes work,
usually consisting of graphic boxes and other shapes, and lines and arrows.

Footer — information and graphics at the bottom of the page that are not part of the text.
Normally there are two different footers, one for left pages and one for right pages.
Footers are usually the same throughout a module, except for page numbering.

Format edit — check to see that the page layout and use of typographic conventions meet
the style guidelines.

Full justification — lines of text ending precisely at the right margin as well as the left.

Functional organization — a method of organization in which chapters and sections of a
manual correspond to business functions, not specific departments or work groups.

Gerund — verb ending in -ing, such as "printing."
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Glossary — an alphabetical list of terms the reader may not be familiar with. May include
acronyms. Usually placed at the front of a modular manual behind the introduction.

Graphic rule — a line.

Guidebook — document which contains guidelines for dealing with different situations.
Often integrated with policies.

Half-title page — first page of a manual, usually showing the title, and organization name
and logo. Also called the title page.

Hanging indent— indents in which each subsequent line uses the same indent as the first
line.

Hard code — an electronic code inserted into an word processor file that controls the
appearance or positioning of text, such as the code for type size.

Header — information and graphics at the top of the page that are not part of the text.
Normally there are two different headers, one for left pages and one for right pages.
Headers are usually the same throughout a module, except for page numbering.

Heading attributes — the identifiable characteristics of heading levels, such as typeface,
type size, positioning and use of related graphical devices, such as rules.

Heading hierarchy — the ranking of headings within the text used to indicate the logical
hierarchy of the text. Each level of heading is usually given a set of attributes that
distinguishes it visually from other headings.

Heading numbering system — a system of numbering headings within a manual, usually
with a heading hierarchy.

Hot linking — providing the ability within an online manual to jump from place to place
by clicking on table of contents and index entries, cross-references, or icons.

Hypertext — a form of online manual in which the reader can jump from place to place
by clicking on table of contents and index entries, cross-references, or icons.

Icons — small graphics, usually placed in the white space column beside the text, which
are used to flag certain types of information, such as warning or caution notes.

If...Then...table — special type of table used to present information consisting of
conditions and actions.

Index — an alphabetical list of topics, keywords and synonyms used in the manual with
page references.

Infobase — electronic database or library of related online manuals and documents which
have been linked together with hypertext jumps.

Integrity edit — check to see that figures, illustrations and other parts of a manual are
correctly referenced in the table of contents and index.

Justification — alignment of lines of text at the left and right margins.
Kerning — the spacing between letters of words.

Keyed organization — a method of organization in which the sequence of text is
determined by the sequence of something else, such as a form.
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Language edit — check for grammatical faults, misspellings, awkward usage, ambiguity,
redundancy, and other writing problems.

Leading — separation between lines of type, usually called /ine spacing. Normal leading,
and usually the most legible, is 1.0 on word processors.

Left justification — lines of text starting precisely at the left margin, but not ending
precisely at the right margin.

Line art — illustrations or graphics consisting of graphic lines without shading or toning.

Line spacing — separation between lines of type, sometimes called /eading. Normal
spacing, and usually the most legible, is 1.0 on word processors.

Linotronic typesetter — a low-end typesetting machine, which can print out pages at
approximately 1,200 dpi. Usually reserved for documents where print quality is
important.

List of figures — list of illustrations, tables and diagrams used in a manual. Optional
depending on number of figures used.

Manual administrator — a typical term for a person who is responsible for periodically
reviewing a manual and initiating changes when needed. Often the person responsible for
the functions documented in the manual.

Manual specification — a description of a planned manual usually consisting of a
detailed outline, writing style guidelines and sample section.

Master document — a feature of word processors in which a file is created consisting of a
series of other files. Used to generate the table of contents and index for a manual in
which each chapter or module is in a separate electronic file.

Menu hierarchy — the levels of menus in a menu-driven software program.

Milestone — an interim stage in the development of a manual, such as completion of the
first draft.

Modular manual — a manual composed of a series of independent sections or modules,
each page numbered sequentially.

Module — an independent section of a manual, usually with its own title, module number,
issue date, and page numbering.

Module numbering system — a system of numbering modules within a manual.

Naming conventions — the rules created to govern the naming of things, such as word
processor file names.

Narrative text — text consisting of sentences and paragraphs, instead of tables and
diagrams and other methods of presentation.

Needs analysis — a part of a document plan concerned with analyzing the need for the
document, usually consisting of determining the purpose, objectives and audience.

Office manuals coordinator — a typical term for the person who is responsible for all
copies of a manual at a single location.
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Offset printer — a machine, often called a duplicator, for printing pages employing a
plate made using a photographic process. Can print large numbers of pages quickly, but
the pages must be collated to form a manual.

One thirds, two thirds page design — page layout in which a column of white space is
placed on the left one-third (approximate) of the page and is used for headings,
illustrations, or sidebar text.

Online manual — a manual which can be accessed and browsed using a computer. Often
called hypertext.

Orphan — the first line of a paragraph at the bottom of a page.
Page — a single side of a sheet of paper.
Page break — the place in the text where one page ends and the next one begins.

Page control information — information, usually placed in the headers and footers,
which tells readers where they are in the manual and provides other important
information about the module.

Page margins — the white space left on the left, right, top, and bottom of a page.

Page shells — pre-printed sheets of paper onto which the manual pages will be printed.
Usually consisting of the organization name and logo, manual title, and graphic linework
printed in colour.

Page spread — a left and right page viewed together.

Paragraph numbering — a system of numbering individual paragraphs within a manual,
usually alphanumeric.

Paragraph outline — an outline of planned paragraphs, usually with one or two words to
indicate the subject of each. Used to guide the writer.

Paragraph tag — heading used to label paragraphs, usually by bolding the first few
words. Can be used at any level in the heading hierarchy.

Passive verb — form of verb used when the subject of a sentence is placed after the verb
or is assumed.

Paste-up — the integration of graphics with text, either electronic or manual.

Plate — photosensitive plastic or metal material that is used in offset printing to transfer
the image of a page to the offset duplicator.

Playscript procedure — a form of step-by-step procedure that identifies the person
performing the action in the white space column beside the steps.

Point size — vertical height of an upper case letter as measured using the point scale. On
the point scale, one inch is approximately equal to 72 points.

Policy — rule by which an organization manages its operations.

Policy edit — ensuring that a document meets an organization’s publication policies, such
as inclusion of disclaimer notice.
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Pop-up — feature of online manual systems in which information, such as a definition,
appears when a graphic or word is clicked on.

Printing specifications — the detailed set of instructions telling the printer exactly how
the manual is to be reproduced, including number of copies, paper, colour, etc.

Problem organization — a method of organization in which information is provided for
identified problems.

Procedure — a defined process, often step-by-step, for doing something, such as
processing an invoice.

Production — preparation of the physical manual, including word processing, graphics,
reproduction and binding.

Proofreading — verifying that text has been entered correctly, as well as looking for
spelling and punctuation errors.

Proper nouns — formal names or titles given to people and things, such as positions,
organizations, committees, companies, forms, and documents.

Reading level — the grade school reading level required to read a document easily. Often
determined using the Fog index.

Reference manual — a document, often organized alphabetically, designed as a quick
reference for experienced users.

Registration — the positioning of page elements printed at different times, such as the
printing of manual pages onto page shells.

Revisable manual — a manual that has been designed to be updated easily, usually by
dividing into a series of modules.

Right justification — lines of text ending precisely at the right margin, but not starting
precisely at the left margin.

Rule-of-thumb measure — the basis for making a quick estimate, such as the average
number of hours to write a page of text.

Sans serif typeface — typeface, such as Helvetica, characterized by absence of serifs.
Believed to be less legible than serif typefaces, but often used for headings.

Scanning — converting text or graphics into a digital file, usually with a scanner. May be
graphic scanning, which converts the image into a bitmap, or optical character reading
(OCR), which converts printed text into a word processor file.

Screen — a dot pattern used in the reproduction of photographs or shading.
Sectional manual — a manual in which each chapter or main section is a module.

Serif typeface — typeface, such as Times Roman, characterized by small extensions at the
ends of letters. Believed to be more legible than sans serif typefaces.

Shadow lines — visible lines created when photocopying pages which have paste-ups.

Sheet — a piece of paper with two sides (not to be confused with a page, which is a single
side of a sheet of paper).
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Show-through — the ability to see print from the opposite side of a sheet of paper.
Indicates lack of opaqueness.

Sidebar text — any text other than headings placed in the white space column beside the
text.

Site licence — the right granted by the owner for a fee to use a software program on a
computer system.

Skimming and scanning — reading technique used by many readers to locate information
quickly. Characterized by reading headings only, or reading a few words in each section
or paragraph.

Small caps — typographic convention employing all upper case letters at a smaller point
size than the text. For example, in 12pt text, small caps might be 10pt (SMALL CAPS).

Spot colour — colour used in different places on each page.

Standards manual — a document that sets out how frequently, how fast, or how
accurately things will be done. Often integrated with policies and procedures.

Structured text — a term used to describe text that employs a variety of methods of
presentation, such as tables and diagrams, instead of sentences and paragraphs.

Style guide — a document that sets out rules for preparing manuals, usually covering
writing, formatting and production.

Subject expert review — review of draft by subject matter expert for technical accuracy
and completeness.

Syntax — the pattern or order of words in a sentence or phrase.

System organization — a method of organization in which information is grouped
according to complete business systems, such as the system for acquiring furniture and
equipment.

Table of contents — table listing two or three levels of headings in the order in which
they occur in the manual. Always placed at the front of manuals, often ahead of the
introduction.

Task organization — a method of organization in which information is grouped
according to the work tasks that readers must complete.

Technical review — review for technical accuracy, completeness and expression.
Text box — a box, usually drawn with graphic lines, used to enclose text.

Text margins — the boundaries of the text column on the page. Not to be confused with
the page margins.

Top down — a method of organization in which a general statement is presented first, and
details presented last. Typical of essays.

Topical organization — a method of organization in which information is grouped
according to logical topics that the author establishes.

Training manual — a document designed to teach the reader how to do something, such
as use software, without having to refer back to a manual or rely on someone else.
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Seldom try to teach everything, but just provide a foundation upon which readers can
build.

Trap sheets — printed cards inserted into clear plastic pockets on the front cover and
spine of binders. Sometimes called billboard binders.

Typographic convention — traditional typesetting rule that governs page design or use of
type, such as the use of italics.

User manual — a document for novice users that explains how to use or operate
something, such as a software program. Usually organized topically or by task.

Warning note — special note used in manuals warning readers about something that may
harm them or their equipment.

White space — areas of the page with nothing on them. Appropriate use of white space
can enhance the appearance of the page layout and make information easier to find.

Widow — the last line of a paragraph at the top of a page of text.

Widow/orphan protect — a common feature of word processors that prevents the
occurrence of widows or orphans.

Word processor template — an electronic file containing various codes which establish
the design and layout of the manual, often including format codes, styles, headers and
footers, and stock text.

Work plan — a plan for preparing a manual, usually defining project tasks, participants,
time estimates and schedule.

Writers’ block — an inability to write effectively, often due to poor planning.
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