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enjamin Contreras works in the
shipping department of a large
publisher. When customers
return damaged books, t age often_is \,
not obvious to the cIerzh:éi pack thew

They sometimes place these books back on

}W% the warehouse shelves. The damaged books

are then shipped out again to the next
customer who orders them. That customer
finds the damage, returns them again, and
usually complains about the inconvenience.

Benjamin thinks the company could
avoid sh/)pm out d ged books by
creating Iabeﬁ»a@nden ify the books as
damaged. The company could send the
new labels to customers who want to

s Streamlmmﬂ Returns

departments because they often ask questions
about it.

Benjamin has read many sets of
lnstructtons and gg’"dﬁé?ﬁl&atﬂm&escnptlon
of a process would be very similar. He thinks
he probably could just give other staff
members a copy of the instructions he writes
for the customers. Benjamin is concerned
about the customers’ reaction to the
instructions. He often talks with them on the
phone and knows they are very busy and tend
to be impatient. They may not read the

instructions; some may be annoye at even

receiving them.

return damaged books. When the
damaged books arrive back at the
warehouse with the new labels, the clerks
would know to give the customer credit
for the return and then destroy the
books.
Benjamin’s sup%séfgkaren Horner,

likes this idea and has the new labels made.
She asks Benjamin to write a letter to
customers, explaining how to use the labels.

Karen decides that he also should write a
complete set of instructions for returning
books. This would prevent customers from

shipping by the wrong method, sending the
books to the wrong address, and so on. She
also asks Benjamin to write a description@
the return process for staff in %ther

& u ¢ s t i o n ¢

1. What questions should Benjamin ask himself before he
begins writing the customer instructions for returning
books?

2. How can Benjamin make these instructions look easy
to follow?

3. Should Benjamin give his new instructions to the other
staff instead of writing a process description for them?
Why or why not?

4. Will Benjamin’s process description have more or less
detail than his instructions? Why?

5. How can Benjamin persuade customers to read and
follow the new instructions for returning books?

6. What benefits of the new return process might
appeal to customers?
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After completing
Section 7.1, you
should be able to:

1 List the components of
effective instructions.

2 Describe how to write
effective steps for
instructions.

is similar to and differ-
ent from instructions.

Explain how a manual

Describe how to make
4 information in a man-
ual easy to locate.

W/kam'u;w/ 18835 K0 v

Writing instructions and
manuals requires a careful
analysis of your intended
readers.

Oéjective

-

ERRANAE i

The Purpose of Instructions
and Manuals ks et la]

WL,

74
Do you always read the instructions before tackling a t\a‘smr do
you find most instructions to be confusing, incomplete, or tedious?i%
Instead of reading the instructions, many people use a trial-and-error
approach ®(ip/trying to install a modem, program a VCR, use jumper
cables to start a car, or complete some other task. Or they may glance
through the instructions, looking for information that might help them
complete the task quickly. As a result, they may complete steps in the
wrong order or%dg 5‘9%% entirely. Only after their other approaches

fail will they resort to “'rfeading the instructions.
4 Instructions tell readers how to do something. Manuals aressets,of
instructions combined with explanations, descriptions,_c_lgfinitioéig,-ﬁ
M@g@. Both instructions and manuals should provide W‘l}
all the guidance readers need in order to carry out the tasks. Your 3

challenge is to write instructions and manuals that are so inviting and
easy to use that people decide to read and follow them. /G‘\l‘yn

Components of Effective Instructions

When people read instructioq‘s, few read them from beginning to end,
even though most instructions « o réalers to do this. To encourage
people to read a whole set of instructions, the steps must be clear, well
organized, and geared to ® the intended receivers. They must include

YA : N e ;
ij,v 7 4«;’%.- the information that receivers need—not too much and not too little.

i l(l._/’?ﬁ

The instructions must be written using terms the receivers understand.
In addition, instructions must look inviting to read.

Effective instructions include the following components: (1) a
clear and limiting title, (2) an introduction and a list of needed tools
or materials, (3) numbered steps in sequential order®, and (4) a %b
conclusion. Figure 7-1 shows a set of instructions with the

components labeled. ) w % v
TV oppni B N6 1o

2 CHAPTER 7 » TECHNICAL COMMUNICATION
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UUSLE I - - - - How to Install the DEBUG Anti-virus Detector on Your Computer,
4 vﬂ ' . M' az\
The DEBUG Anti-virus Detector was designed for use on personal computers. You. fae-.
can install the detector/whether or not your computer already has a virus. This ,
software will identify¥ny files with a known virus and repair those files, keeping |
your computer virus-free.

title

Introduction and list

Materials needed: DEBUGCD- —~~~ ~~~~~ -~~~ ——~~ =~~~ =~ — =~ of materials
DEBUG Disks 1 and 2

CAUTION: Make backup copies of your AUTOEXEC BAT files before
installing this virus detector.

~ — — — First, install the DEBUG Anti-virus Detector:

; 1. Choose and carry out one of the following;:

: a. To install from a CD, insert the DEBUG CD into the CD-ROM drive.
| The detector setup program will start automatically.
' b. To install from a floppy disk,

: 1. Insert the DEBUG Disk 1 into Drivé A.

| 2. Click Start on the Windows taskbar.

5% 3. Click Run.

Numbered 4. Key A:SETUP in the text box.

steps in 5. Click OK.

L ELUUE 2 Follow the instructions on the screen. ,

order

If the program detects an active virus during installation, follow these steps to
' remove it:

: 1. Turn off your computer.

[ 2. Insert DEBUG Disk 2 into Drive A. o 1

: 3. Turn on your computer. l{fé Y 'QW Kﬁ %ﬂ?

: The screen will show this message: Emergency Virus Remouval.

1 4. Press Enter to load the program.

L — - - The program will scan for any active viruses and remove them.

After your detector is ins 11alled it will automatically scan your files on a regular
basis and detect and remove any viruses it finds.

CAUTION: Be sure to update your detector periodically. w_{are
constantly being created and spread.

FIGURE 7-1 Components of effective instructions

SECTION 7.1 « WRITING TO INSTRUCT 3



What kinds of problems could
occur in a business or
manufacturing setting if
people do not read written
instructions?

KEY POINT,

Writers tend to skimp on
introductions because they are
impatient to get started.
However, readers need to
know when and why they
should follow the instructions.

« e
O R
e ~ ™
9 I W Y
As you write instructions, you
assume some responsibility for
the safety of your readers.

Make sure you alert them to
hazards.

KEY POINT,

Considering what readers

need and want to know is
the first step in all effective
writing.

BASIC SKILLS:
INTERPRETS AND
COMMUNICATES

Provide enough information so
readers understand what to do
and enough examples or
illustrations so they can visualize
the procedure.

Clear and Limiting Title

The title for a set of instructions should do more than name the topic. It
also should explain what the reader will do with the topic. In addition,
the title should be limiting: specific enough for readers to know what it
does and does not cover. Compare these titles.

Unclear and too broad: The ABC Modem
Clear and limiting: How to Install the ABC Modem
How to Use and Troubleshoot the ABC Modem

Introduction and List of Needed Tools
or Materials
Readers need a brief orientation—two or three sentences—before they
begin following a set of instructions. The introduction should explain
what the instructions should accomplish (if that is not obvious), who
should follow the instructions, and perhaps when and why to follow
them. For example, let's say the instructions tell how to reorder parts.
The introduction should explain who is responsible for reordering the
parts and when the parts should be reordered.

 Next, list any needed tools, equipment, or materials so readers can
gather them before beginning the steps. Then include any of the
following sections that are relevant:

1. Special Skills or Knowledge Required. For example, if you expect
readers to be familiar with certain software or company procedures,
point that out. Otherwise, readers may attempt to follow the
instructions without the necessary background knowledge. Refer
readers to an appropriate source for any additional information
they may need.

2. Time frame. Tell readers how long the entire task or individual steps
should take, if that information would be helpful.

3. Cautions. Warn readers about possible injury or other hazards. If
necessary, repeat the warnings in the steps.

4. Definitions. Define any terms that might not be familiar to readers,
such as initialize or airway. Try to avoid using unfamiliar terms. They
may discourage people from reading the instructions.

Numbered Steps in Sequential Order

To begin, think carefully about what your intended readers need to know
in order to accomplish this task. What do they already know about
this procedure? Have they completed similar tasks? How is this one
different?

Your goal in writing these steps is to provide everything readers
need, without overwhelming them with details or unneeded information.
One way to streamline your instructions is to avoid including obvious
steps, such as “Seat yourself in front of the computer.”

4 CHAPTER 7  TECHNICAL COMMUNICATION



