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ABSTRACT 

To remain competitive in the fast-paced franchise restaurant industry, it is 

essential that time spent training and referencing information in an operations manual is 

business efficient. To ensure consistency in products and services within a franchise 

system, operational procedures must be clear, concise and easy to follow. An effective 

Operations Training Manual (OTM) format is necessary to help ensure product and 

service consistency, maintain brand loyalty, promote the company mission and achieve 

the three business musts. 

Company S is a growing franchise restaurant corporation. Currently, there are 

over 350 franchise restaurants located in 17 states. An efficient OTM format will help 

meet the needs of the team members and achieve company goals and objectives. 
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The purpose of this study is to determine a more business efficient format for the 

OTM for Company S. Information gathered from a review of literature was used to create 

example pages of two formats, Type B and C which were compared to Type A, the 

current OTM for Company S. A five point Likert scale survey was created by the 

researcher to evaluate learner preferences among the three formats. 

The study response rate was 88.6 percent. An analysis of the results included 

mean, mode and standard deviation. The study indicated the Type B format was preferred 

with an overall mean score of 4.2 with all responses being equal to or greater than four. 

The data collected from the study will be implemented into the future OTM for 

Company S. 
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Chapter 1 : Introduction 

Effective training in fast-paced franchise restaurants continues to be a challenge. 

A business efficient format for an Operations Training Manual (OTM) is an essential aid 

in the competitive restaurant industry. A user-friendly manual that serves as an effective 

quick reference guide can save time, reduce costs, aid in training, improve team 

productivity, address the demands of procedural changes and menu items, help ensure 

consistency in products and service, maintain company brand loyalty and achieve the 

three business musts. 

Company S was founded over twenty two years ago as a family owned business. 

Today it continues to be a privately owned restaurant franchise company. Currently there 

are over 350 restaurants in 17 states with an average annual franchise restaurant growth 

of 45 to 50 units. The average number of team members per restaurant is 60. The 

company culture is based on the core value that guests are treated as family. This value is 

reinforced by fulfilling the company mission. Guest satisfaction continues to be the 

driving force of the business. 

The current Company S OTM has a paragraph format with the exception of menu 

graphics and a few forms. The OTM is written in passive voice, single spaced, with Ariel 

typeface. Drawings are on adjacent pages from the instructions. Text in the paragraph 

format is lengthy and causes difficulty in locating specific information. Over the past 22 

years, several company individuals have created additional sections and made updates 

creating some format inconsistencies throughout the current manual. 



2 

Locating the complete menu item information requires referencing several sections 

throughout the manual. The result is a document that is time consuming to read, interpret 

and locate specific information. This causes a lack of readership in the restaurants due to 

the fast-paced nature of the franchise restaurant industry. This results in 

inconsistency of services and procedures between franchise restaurants which may 

damage the Company S brand. 

With continued growth of the company, it is essential to ensure consistency 

within and between franchise restaurants throughout the 17 states. The OTM must be 

user-friendly, provide easy access to information and encourage an increase in 

readership. It must serve as an effective means for transfer of training to improve 

knowledge and enhance skill on the job. The effective use of time and labor costs are also 

a growing concern. A more effective format will reduce time spent training and 

referencing information in the restaurants. Creating a more user-friendly business 

efficient operations training manual will help ensure success of the franchise restaurant 

operations. 

The following sections of this research paper will include: a problem statement, 

the purpose of this study, assumptions, definitions and limitations related to this study 

and the methodology that will be used. 



Statement of the Problem 

Company S currently has an OTM that has a paragraph format with information 

segregated throughout the manual. The problem is to determine a business efficient 

format that can be used to create a new, more user-friendly, effective OTM for 

Company S. 

Purpose of the Study 

Due to the nature of the fast-paced franchise restaurant, a business efficient 

format is needed for the OTM for Company S that will reduce costs, increase readership, 

maintain the brand and achieve the three business musts. The purpose of this study is to 

determine effective elements of manual formats and incorporate them into a format that 

will be used for the future OTM which will reduce training time, increase retention and 

serve as an effective, user-friendly, quick reference guide for Company S. 

The objectives of this study are to: 

1. Research elements of effective manual formats that may contribute to business 

efficiency. 

2. Analyze elements of the current OTM format (Type A) of Company S and select 

example pages to be used for the comparative study. 

3.  Incorporate the elements from Objective 1 in the designing of two different formats 

(Type B and C) of equally comparative operations information used for Type A. 

A two-column format for Type B and a two-column, mapped version for Type C. 

4. Develop a 5 point Likert scale survey instrument to determine learner preferences 



among the three manual formats, Type A-C. 

5. Analyze and interpret the data to determine learner impact and preferences from these 

three manual formats. 

Assumptions of the Study 

The assumptions of this study are: 

1. Company S will continue to use the OTM as a resource for fianchise restaurants. 

2. Company S has a need for a business efficient format for their OTM. 

3.  Business efficiency in training will continue to be a need. 

4. The researcher utilizes the best method for this particular study. 

5. The participants taking the survey are volunteers. 

6. The survey candidates were from the population of Company S franchise restaurants 

and include: 16-week franchise trainees, franchisees, franchise business partners, 

managers and team members who attend workshop classes at the corporate learning 

facility from mid June to mid September of 2006. 

7. The format elements that are determined to be the most business efficient will be 

implemented into the new Operations Training Manual for Company S. 

Definition of Terms 

Andragogy: an adult learning theory termed by Malcolm Knowles as the art and 

science of teaching adults (Carliner, 2003). 

Cognition: Higher-order mental processes, such as complex representation, 

inference and interpretation, that leads to perception, memory, judgment and then 

understanding (Tannenbaum, 1998). 



Communication: the transfer of information between two entities 

(Tannenbaum, 1998). 

Company S: the anonymous+anchise restaurant company used for this study. 

Font: set of letters, numerals and other characters with a unique design for use in 

display text and other symbols, also called "typeface" (Tannenbaum, 1998). 

Format: to express the general manual appearance including: page form or 

structure, positioning of text, tables and illustrations, type and size of text, style of 

headings, page numbering, etc. (Haydon, 1995). 

Job aid: provides on-the-spot practical guidance: checklists, decision aids, 

algorithms, procedural manuals, work samples, etc. (Kazanas and 

Rothwell, 1998) 

Job instruction training: is a listing of basic tasks from a job, along with key 

points to provide step-by-step training for the employee (Dressler, 2000). 

Information ~ a ~ ~ i n ~ ' :  "Mapping Hypertext" developed by Robert E. Horn 

(Binder, 1991) is an amazing example of "graphic language." It is a method for 

analyzing, organizing and presenting information using a mapped format. 

Leading: refers to the distance between successive rows of text (Haydon, 1995). 

Learning style: the way a person prefers to learn examples include: visual, 

auditory or kinesthetic (Carliner, 2003). 

Likert scale survey instrument: refers to a scale used to conduct research. It 

typically has an odd number of responses that indicate the respondent's level of 

agreement or disagreement (Lee & Nelson, 2006). 



6 

LTO: refers to a "Limited Time Offer" menu item which is available for a specific 

limited amount of time. 

Open systems: the input-throughout-output mechanisms of organizations 

(Cecil & Wendell, 1999). 

Operations Training Manual: (OTM): refers to the company S Operations 

Training Manual. 

Perception: consciousness or awareness of objects or other data through the 

medium of the senses (Tannenbaum, 1998). 

Random selection: each person in a population has an equal independent chance 

of being chosen (Feldman, Olds & Papalia, 1998). 

Readability: a characteristic of a body of type that makes it comfortable to read 

(Haydon, 1995). 

Roll-out: a new regular menu item added to the Company S menu. 

Sample: a small group within a total population (Feldman, Olds & 

Papalia, 1998). 

Sample: a representative group within the total population (Lee & Nelson, 2006) 

Sans serif type that does not have Serifs ("sans" means "without" in French) 

(Tannenbaum, 1998). 

Serif Type with small stroke (called serifs) at the ends of each letter 

(Tannenbaum, 1998). 
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Tone: In writing, the choice of words, phrases, sentence structure, organization 

and development used that indicate an attitude toward the subject and the 

reader. The combination of these creates an attitude that is generally the distinct 

tone of the work (Anderson, M ,  Lee, L. A., Lee, M & Stephenson, G., 1990). 

The Three Business Musts: interdependent supportive work environment, 

customer delight and profits, essential to business success (Johnson, 2005). 

Training: the process of teaching employees the basic skills they need to know to 

perform their jobs (Dressler, 2000). 

Type A: the current format used for the OTMfor Company S. 

Type B: the two-column format in the development stages for the OTM 

for Company S. 

Type C: an example of a mapped version format. 

Typeface font): the design of letters, numbers and other characters 

(Tannenbaum, 1998). 

Type Style: variations in weight and stroke that lend contrast or emphasis to 

typeface. The four basic types include: bold, italic, bold italic and small caps 

(Tannenbaum, 1998). 

Typography: the art of selecting and arranging forms of typefaces to form a 

harmonious and effective display in a manual layout (Haydon, 1995). 

Usability: a usable document that is safe, dependable and easy to read and 

navigate (Lannon, 2003). 

White space: all the space notJilled by text or images (Lannon, 2003). 



MethodoIogy 

Research information was gathered on effective elements of manual formats. 

This information was used to analyze the current format of the OTM for Company S 

(Type A) and to create three pages of two other additional example formats that were 

used in the study (Type B and C). The researcher created a 5 point Likert scale survey 

instrument to gather data to determine the learner preferences of manual formats. 

The data from this study will be used to create a business efficient format for an 

OTM for Company S. 



Chapter 11: Literature Review 

Organizations are open systems. They are "input-throughput-output" mechanisms 

that take elements and produce outputs into the environment. The inputs from the 

environment are in the form of energy, raw materials, people and information. Through 

conversion or transformation processes, the inputs are changed to outputs and exported to 

the environment. For the system to survive, each of these three system processes must 

work well together (Cecil & Wendell, 1999). 

In Company S, the goal outputs are quality foods, served timely with friendly 

hospitable service, in a clean environment that satisfies guests to ensure their return. The 

goal of the OTM through the standard operating procedures (SOP) is to ensure the input 

information can be interpreted efficiently, adequately and clearly to provide clear 

direction for team members to produce quality outputs that satisfy guests and maintain 

the brand loyalty to achieve the three business musts. 

Operations Manuals 

Operations manuals are used by 98 percent of franchised systems. They serve the 

franchisee by providing the SOP of the franchise business. The manual serves as a 

reference tool for operations and overview for new members. The manual helps ensure 

quality and consistency throughout the franchise system (Koski, 2003 p. 36). 

An operations manual provides a framework for the daily operations. An inclusive 

"bulletproof' manual states the standards, goals and objectives the franchise must achieve 

and provides guidance on how to achieve them. Effective manuals are written clearly and 

are easy to comprehend (Koski, 2003 p. 36). 
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Company procedural manuals are a form of downward communication. They 

provide an integrated system of instructions that are classified, coded, indexed and 

prepared to serve as a reference. Usually manuals are in the form of loose-leaf notebooks 

for ease of updating (Muchinsky, 1990). 

Operations manuals are a "living document." They must be updated regularly to 

maintain the current operations information. Loose leaf binders work well for this 

purpose (Koski, 2003 p. 37). 

Elements of Manual Format 

There are certain elements or component parts of manual formats and areas of 

concern when writing technical manuals. The categories chosen by the researcher for this 

study were included to research elements of manual formats. The categories discussed 

are: Defining your audience, Principles of Adult Learning, Training, Job instruction 

training, Layouts and Format, Two-column, Information ~ a ~ ~ i n ~ @ ~  Tables, Typeface 

Design (font), Type Styles, Alignment, 

Leading and White Space, Action Verbs and Imperative Voice, Tone, Wordiness, 

Usability, Readability and Step-by-step sequencing. 



De$ning Your Audience 

Defining your audience is an essential first step. Prior to planning a manual the 

audience must be known and understood. What are the common characteristics of your 

audience and what will they need to know? One of the primary tasks is to make technical 

material understandable to the least technical readers. Use vocabulary somewhere 

between the fifth to sixth grade levels. Avoid using uncommon abbreviations to confuse 

the reader. The format should be designed to assist the reader to find the necessary 

information (Anderson, M., Lee, L. A., Lee, M. & Stephenson, G., 1990). 

Team members from Company S restaurants are a diverse group. They range 

from teenagers to seniors. They have different levels of formal education and work 

experience. They have various different ethnic backgrounds. The number of Hispanics 

who speak English as second language (ESL) varies based on the geographical location 

of the restaurants. All of these factors must be taken into consideration when designing a 

format for the OTM for Company S. 

The three stages of adulthood are early adulthood (eighteen to thirty), middle 

(thirty to sixty-five) and later (sixty-five and older). In early adulthood, people are 

primarily interested in learning about improving their employment skills, clarifying 

values and coping with the responsibilities of their roles. During middle adulthood, they 

learn advanced job skills and move beyond technical work to supervisory roles. They are 

more interested in self-renewal and dealing with change. In later adulthood, they are 

interested in keeping up to date and retirement (Kazanas and Rothwell, 1998). 
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During the stages of adulthood, individuals progress through stages, examples of 

which include: apprentice, colleague, mentor and sponsor. These stages influence their 

need for instruction and potential. Learners in the apprentice stage want hands-on 

practical instruction that can help them learn the job and advance in their career. In the 

colleague stage, they are interested in maintaining professional competence; the mentor 

stage involves interest in guiding and influencing others, and lastly those in the sponsor 

stage are interested in exerting long-term impact by influencing "up and coming" people 

(Kazanas and Rothwell, 1 998). 

Hispanics are currently the largest minority in the United States at 15 percent of 

the population. In 2004 there were 43.5 million Hispanics living in the United States. By 

the year 2020, one in five residents will be Hispanic. Currently, 16 percent of the 

Hispanic population works in the hospitality industry. (Mc Donald, 2006, July). 

Many Hispanics do not attend college. They have the highest dropout rate among 

all races and ethnicities at 57 percent. Culturally there is no stigma to dropout of high 

school and not attend college, because it is seen as an opportunity to earn income 

(Mc Donald, 2006, July). 

To meet the needs of the Hispanic audience for the OTM, it is important to write 

at a fifth grade level and have the printed materials available in Spanish and English. It is 

very desirable to have both Spanish and English language on job aids to help Hispanics 

learn English (Mc Donald, 2006, July). 



Company manuals are large, technical and complex. This can be 

intimidating for new trainees. New team members should be trained on how to use large 

manuals to prevent them from becoming overwhelmed (Muchinsky, 1990). 

The audience for the Company S OTM consists of new trainees and experienced 

team members. The format must facilitate the transfer of training for Company S trainees 

and serve as an effective quick reference guide for experienced team members. 

Principles of Adult Learning 

Andragogy, termed by Malcolm Knowles, "refers to science of teaching adults." 

Andragogy includes principles of adult learning that instructional designers must address 

when preparing learning materials for adults (Carliner, 2003 p. 5). 

Adult learners approach learning differently than children. There are certain 

principles of adult learning that should be followed when designing training materials for 

adults. Time is a scarcity factor for adult learners. Their busy lives place limits on the 

time available for learning between job, family and other responsibilities. Adults are goal 

oriented and generally participate in learning for a specific purpose. The goal may be 

job-related or for a personal interest. Previous knowledge and experience accompany 

adult learners. Making a connection between new materials and existing knowledge and 

experience generates an influential learning experience. When new material is necessary, 

it is beneficial to design it to avoid unnecessary duplication to save time. Adult learners 

have a limited capacity for learning information. It is important to design the materials 

free of unnecessary details. Once adult learners have mastered the content they become 

less motivated to learn until the need arises. Designers should take this into consideration, 
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identify the level of motivation of the audience as their expertise grows and design new 

content to match the content to that level of motivation (Carliner, 2003). 

Adults have different preferred learning styles. Some learn best visually, some by 

using their auditory skills and others by using the kinesthetic or the "hands on" approach. 

Generally a combination of learning styles is used while some are preferred. Materials 

should be designed to address adult learning styles to enhance the transfer of learning 

(Carliner, 2003). 

Adults learn best when they are personally involved in the planning, assessment 

and implementation in an environment that is not threatening to their self esteem. They 

prefer and need to learn how to learn. They learn best when they are motivated to change 

or acquire specific skills. Learning is a lifelong process. Adult learners need to feel that 

their present and current learning experiences have relevance to their lives in the present 

and future (Crux, 199 1). 

Training 

Training is basically a learning process. As noted in chapter one, trainees 

understand and remember material that is meaningful. Presenting the material in a way 

that provides an overview of the information facilitates learning. Organize the material in 

meaningful units in a logical manner. Use the same terms and concepts throughout the 

material. Maintain an adequate reading level for the audience. Include as many visual 

aids as feasible (Dessler, 2000). 
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Materials should be written in a way that easily facilitates the transfer of training 

to the job site. Similarity between the training and the job situation should be 

maximized. Categorize each step of the process. Adequate training practice must be 

provided at the trainees pace to ease the training process (Dessler, 2000). 

The minimal use of color is affordable and accelerates learning. Color is ideal to 

use as an accent for training manuals. "Market research indicates that color can increase 

learning and retention by up to 78 percent." Color makes a document more attractive and 

contributes to an increase in readership by 40 percent (Kelty, 1999, p. 18). 

Job Instruction Training 

The logical sequence of steps in many jobs are best taught in a step-by-step 

process called job instruction training (JIT). For written procedures list the steps in a 

numerical, sequential order along with their corresponding key points. The steps show 

what is to be done and key points show the how in specific detail. Effective organization 

of steps and essential key points help to relay the necessary SOP (Dressler, 2000). 

Layouts and Format 

Two-column 

Technical manuals are best set in two column formats. More information can fit 

on a page if the text is arranged in two columns. The (gutter) or column spacing should 

be two to three picas (six picas to an inch). The optimum size for body text is 10 or 12 

point. Main and subparagraph headings are set flush on the left margin. Tables and 

figures are usually set either within the column or across the two-column width (Haydon, 

1995). 



Information ~ a p p i n ~ @  

Mapping Hypertext" was developed by Robert E. Horn in 1992. It is an example 

of graphic language. It is a method for analyzing, organizing, writing, sequencing and 

presenting information using a mapped format. The purpose of this method is to provide 

high performance communication of business documents including training manuals. The 

research was initiated in 1965. An early description of this method describes Mapping 

Hypertext as a way of visually presenting and analyzing information to make it easier to 

communicate. The number of words on a page is reduced and tables are used to 

categorize specific information (Horn, 1 992) 

The Information Mapping method has three major components: 1) a technique of 

content analysis, 2) an integrated project life-cycle approach to the document creation 

and maintenance process and 3) efficient, effective solutions to sequencing and 

formatting problems (Horn, 1992). 

The first component of Information Mapping, content analysis, is to ensure 

complete analysis of each topic matter or document. This is designed to capture the 

smallest units of meaning (Horn, 1992). 

Information ~ a ~ ~ i n ~ @  uses a step-by-step sequencing technique. In this method, 

performance objectives are sequenced around each step, around a portion of knowledge 

or particular skill that learners must know to master a task (Horn, 1992). 

Independent studies have shown several benefits of the Information Mapping 

method including a 20-50 percent increase of productivity, a reduction of errors of up to 
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55 percent and a 30 percent decrease in training costs due to the unique mapped format 

design (Horn, 1992). 

Tables 

The use of tables saves time referencing necessary information. 

Some general tips for tables include: 

1. Keep data brief and simple. 

2. Present only one type of data per table. 

3. Give tables a clear label. 

4. Number all tables consecutively throughout the manual. 

5. Specify the proportions used. 

6. Keep terminology consistent. 

7. Position the table as close to the text as possible. 

8. List them in the table of contents as "List of Tables". 

A well-prepared table can present data in a more concise form than text (Haydon, 1995). 

Typeface Design (Font) 

One result of the advances in desktop publishing and word processing software is 

a more widespread awareness of the characteristics, possibilities and appropriate uses of 

various typefaces. The typeface (font) used sends the reader a message about the 

message. It conveys tone, mood and attitude to the reader attempting to comprehend the 

content. When text is manipulated, it may serve to heighten impact, but also sends an 

additional message about the content. The inappropriate use of typeface can detract from 

the intended impact or result of the message (Tannenbaum, 1998). 
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Typeface generally has two broad categories, serif and sans serif. Serif typeface 

has small strokes at the ends of the letters called serifs, which adds visual character and 

interest. These are decorative but also serve a very important purpose. They guide the 

reader's eyes through the words and sentences to ease reading and help the reader 

perceive the message. Use of this typeface will lead your eyes from letter to letter and 

promote quicker, easier reading and aid in interpret meaning. Used for large bodies of 

text, this typeface will not tire the eyes or produce as much eye strain as a sans serif 

typeface used for the same body of text. Examples of this typeface include: Times 

Roman, Bookman and Courier. Sans serif is known as display type and is used for titles, 

headlines, subheads, picture captions, etc "Sans serif is type without serifs ("sans" means 

"without" in French)" (Tannenbaum, 1998, p. 90). 

Sans serif adds elegance and impact to a visual message. They are not 

recommended for use with large blocks of text because they do not guide the reader's eye 

along as serif typeface does and actually hinders quick letter identification. It tires the 

reader's eyes more quickly and slows the reader more than serif typeface. It will take 

longer to read than serif when used with large blocks of text. This typeface works well 

when used with plenty of white space. Examples of sans serif include: Ariel, Comic Sans 

and Century Gothic. For most technical manuals usually Courier and Times Roman 

(serif) typefaces are used for text and Helvetica (sans serif) for subheadings and captions 

typefaces (Haydon, 1995). 



Type Styles 

Use type styles to add contrast and emphasis to type. Using boldface for subheads 

breaks up long bodies of text. However, too much boldfacing will darken the appearance 

and make the text look heavy. Boldface isolating key words in the text draws attention to 

them. Too much attention creates a "checkerboard" appearance. Underlining interferes 

with the reader's ability to recognize shapes of words. The use of all uppercase slows 

reading. Shadowed or outlined seriously hinders legibility (Bove'e and Thill, 1998). 

The use of certain type styles sends a specific message to the reader. Boldface 

type is used to indicate an authoritative voice or add emphasis such as shouting or alarm. 

This should be used with restraint because it makes the page look dense and is harder to 

read. Italics are used for emphasis: new ideas, concepts or terms. Small caps are used for 

abbreviations and used to indicate time of day or night. Shadow outline and underline are 

also type styles. Bold italic type styles have more stress than the regular version. These 

type styles should be used sparingly because they tire the reader's eye and are harder to 

read than regular typeface (Tannenbaum, 1998). 

Alignment 

An important factor in the appearance of text is the method used for its alignment. 

The most commonly used alignment style is flush lefthagged right sometimes called "left 

justified." This style is found to be the best for ease of reading in readability studies. The 

left edge of all the lines is aligned and the lines are unequal length. The ragged right 

margin provides white space that gives the appearance of an open look on the document 

(Tannenbaum, 1998). 



Leading and White Space 

Consistency, balance restraint and detail should be followed regarding the use of 

leading and white space. Adequate and consistent leading eases reading. White space 

provides contrast and serves as a readers resting point in the document. Avoid reducing 

font size to increase white space or increasing font size to reduce space. 

Following these guidelines will ensure uniformity and create a pleasant design (Bove'e 

and Thill, 1998). 

Action Verbs and Imperative Voice 

Use verbs in the imperative mood for writing instructions to promote direct 

sentences with informal tone. Verbs in the imperative mood express commands, 

suggestions or requests. The subject of the imperative verb is always the implied you, as 

in the following: "Place the hamburger puck on the left side of the grill." The sentence 

means you place the hamburger puck on the grill, but the subject is not expressed 

(Anderson et. a1.1990). 

The instructions for each set of steps must be clearly worded. Keep these rules in mind 

when writing instructions: 

1. Include only one step in any one entry in your instructions. Using more than one may 

confuse your audience with too many details. 

2. Do not change the name of the item or object to provide variety. Use the same name 

of the object from the beginning to the end of the instructions. 

3. Only use pronouns in referring to objects and ideas when the reference is entirely 

clear. 



4. Number each step if a sequential order is needed for the procedure. 

5. Label tables and graphics clearly and make reference to them in the instructions. 

6. Use figures to clarify material, not to replace text. 

7. Write with your audience in mind. Tell them what they need to know (Anderson et. al. 

1990, p. 381-382). 

Tone 

In writing the choice of words, phrases, sentence structure, organization and 

development, indicate your attitude toward the subject and the reader. The combination 

of these creates an attitude that is generally the distinct tone of the work. In technical 

writing, tone is generally classified as formal or informal. Formal tone is in the third 

person and is impersonal. Informal tone can be in the first, second or third person and is 

generally more friendly. It has short, simpler sentences and is generally used for 

instructional writing. For clarity, when giving instructions use the second person, the 

implied you. Using this form will increase simplicity and reduce unnecessary words. 

(Anderson et a1.1990). 

Adjust the tone to the technical level of the reader. Team members without 

specialized training in the field should be given the necessary background and 

explanations needed to understand the subject. Avoid long complex sentences. Keep the 

tone serious, objective and factual. The comprehension level of the audience and the 

difficulty of the material must be aligned. This is determined by the choice of: words, 

phrases, sentence structure, organization and development of the sentence. (Anderson et 

a1.1990). 



Wordiness 

Wordiness in manuals increases time spent reading, interpreting and referencing 

necessary information. Introductory clauses, unnecessary repetition and wordy phrases 

should be avoided when writing instructions. Edit and remove unnecessary words. Turn 

clauses into phrases, when possible. Choose words that are precise (Anderson et al. 

1990). 

Usability 

A usable document enables readers to locate information easily, understand the 

information immediately and use it successfully. To attain usability, the designer must 

answer these questions: What tasks will need to be accomplished for users to achieve 

their goals? Do we know the users' abilities and limitations? What setting will the 

document be read or used (Lannon, 2003). 

The design is determined by the needs of the user and should include: 

1. When used only as a reference guide, use plenty of headings. 

2. When a sequence of steps is followed, show the sequence in a numbered list. 

3. If users evaluate something, include a checklist of criteria. 

4. When a warning is needed, highlight the warning. 

5. If users need complex information or difficult steps, widen the margins, increase white 

space and shorten the paragraphs (Lannon, 2003, p. 362). 

To ensure usability, several characteristics must be considered including: content, 

organization, style, design and ethical, legal and cultural considerations. 



Content 

Is all the material relevant to the user for the task? 

Has the material been checked for accuracy? 

Is the level technically appropriate for the audience? 

Are cautions and warnings inserted where needed? 

Are claims, conclusions, and recommendations supported by evidence? 

Is the material free of gaps or needless details? 

Organization 

Is the structure of the document visible at a glance? 

Is there a clear line of reasoning that emphasizes what is important? 

Is the material organized in the sequence users are expected to follow? 

Is everything easy to locate? 

Is the material "chunked" into easily digestible parts? 

Style 

Is each sentence understandable the first time it is read? 

Is rich information expressed in the fewest words possible? 

Are sentences put together with enough variety? 

Are words chosen for exactness? 

Design 

Is page design inviting, accessible and appropriate for the user's needs? 

Are there adequate aids to navigation (heads, lists, typestyles)? 

Are adequate visuals used to clarify, emphasize or summarize? 



Do supplements accommodate the needs of the diverse audience? 

Ethical, Legal and Cultural Considerations 

Does the document indicate sound ethical judgment? 

Does the document respect copyright law and other legal standards? 

Does the document respect users' cultural diversity (Lannon, 2003 p.791). 

The use of charts, detailed drawings, visual images and graphics in an operations 

manual emphasizes key information, improves comprehension of standards and maintains 

the reader's interest (Kelty, 1999, pg 18). 

Training manuals serve as information for trainees and reference tools for 

experienced team members. Usability should be considered in the organizational design 

to integrate convenience of locating information. The method used for organization and 

indexing should be user-friendly and save time locating specific information. A general 

table of contents in the beginning of the manual and a more detailed table of contents at 

each tab speeds the retrieval of information. Include the subcategories and any tables or 

charts along with the corresponding page numbers to save time locating specific 

information (Kelty, 1999, pg 18). 

Readability 

The readability of a page layout is the characteristic that makes it comfortable to 

read. The readability of a page is affected by several factors including: typeface style and 

size, leading, length of lines of text, page layout which includes: column widths and 

numbers, margins, figures and table locations, the contrast of type and paper including 
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color, the texture of the paper and the typographic relationships, which includes headers 

and page numbers (Haydon, 1995). 

Some of these factors are more important than others. The most frequent 

destroyer of readability is line length. The optimum number of characters per line for 

unjustified text is about 45 and justified text is between 55 and 60 (Haydon, 1995). 

Tests have shown have shown several disadvantages to long lines. The eye must 

blink at intervals during reading. Optical adjustment and a refocus occur. The longer the 

line the more frequent blinks occur within, rather than at the end of the line. Time and 

visual effort is lost traveling back to the beginning of the next line. When lines are too 

wide, there is momentary difficulty in determining which one is next (and sometimes the 

wrong one is selected). Each of these interruptions including: blink, trip back and 

searching for the correct line causes loss of reading efficiency or poor readability. When 

a perfect balance is attained the result is a truly readable page (Haydon, 1995). 

Keep line length reasonable. The longer the line, the more difficult it is for the 

reader to return to the beginning of next line. Long lines tire the eyes, while lines that are 

too short disrupt the rhythm of reading (Lannon, 2003). 

An audience's first impression tends to be a purely visual judgment. Does it look 

like something the reader wants to read or a lot of work? Several elements of a manual 

format can be used to enhance readability. Lists can be used for easy reading with 

procedures, steps or events in a sequence. Lists can be phrased in parallel form in 

sequence. If there is no sequence, use the order of importance. Avoid using more than 
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two typeface fonts for the text except for headings, captions and visuals. Well designed 

pages invite and guide the user and help them understand and remember the information. 

If the material is presented in a way that the information is easy to access people will use 

them more (Lannon, 2003). 

Step- by-step Sequencing 

There are two methods used in step-by-step sequencing to introduce learners to a 

task or work duty. The first method is based on the steps of the task or duty. The 

instruction is written in sequence around each step in the task or work duty. The second 

method is based on the knowledge the learner must already know or have mastered the 

skills to do the procedure (Kazanas, 1998). 

On occasion, it is not necessary for training to be written as a step-by-step 

learning to occur. A Job aid could be used as a tool to administer the training. This could 

be a checklist or a step-by-step description tool such as a diagram or a flow chart 

(Kazanas, 1998). 

Professional manuals create an upscale image for the training department and earn 

respect of internal and external customers (Kelty, 1999). 

Training is the solution to improved performance where there is a lack of 

knowledge, skills and abilities. Effectively trained team members' help create an 

interdependent supportive work environment which leads to customer delight and profits 

for the company. One way this can be accomplished is to have effective tools such as an 

efficient OTM to assist to help achieve the three business musts (Johnson, 2005). 



Chapter 111: Methodology 

A business efficient OTM format can reduce costs, maintain a competitive 

advantage and brand loyalty for Company S. The purpose of this study is to determine a 

business efficient OTM format that can serve as an effective user-friendly training 

resource and quick reference guide for Company S. 

This needs assessment and analysis descriptive quantitative study can assist to 

help to determine OTM format preferences among Company S volunteer 16-week 

franchise trainees, franchisees, franchise business partners, managers and team members. 

This chapter will include the following: subject selection and description, 

instrumentation, data collection procedures, data analysis and limitations. 

Subject Selection and Description 

The descriptive design was used to gather information and compare three specific 

Company S formats for the OTM in an effort to determine format preferences from 

Company S colleagues. Type A is the current OTM format. Type B and C were 

developed from the review of literature. Six example pages of two different formats were 

developed for the study. Type B and C are two-column formats. In addition, Type C was 

a mapped version. 

The population used for this study included Company S 16-week franchise 

trainees, franchisees, franchise business partners, managers and team members who 

attended workshop classroom training at the corporate learning facility on designated 

days from mid June to mid September of 2006. The population from this study came 
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from the following states: Wisconsin, Minnesota, Illinois, Indiana, Missouri, South 

Dakota and Wyoming. The total population for the study was 133 people. The sample for 

this study was collected from adult volunteers who attended these workshops. The total 

sample used for the study was 102 or 88.6 percent of the population. 

A pilot test was conducted during a secondary-level management workshop. The 

sample for the test was collected from 12 volunteers out of the total population of 16, or a 

75 percent response rate. There were no changes necessary as a result of the pilot test. 

The majority of the individuals in this population were employed with the 

Company S franchises restaurants for a minimum of six months. Their management roles 

responsibilities and experience varied somewhat in proportion to their level of formal 

education however; most were in leadership roles within their represented restaurants. . 

Instrumentation 

A 12 question Likert scale survey was created by the researcher and used to 

determine the learner preferences from one of three OTM format examples, Type A, B 

and C. 

The 12 question survey was designed to answer four objectives. Three questions 

were written to address each of the following objectives: 

Objective 1: Determine which of the three example manual formats is preferred as a 

user-friendly training resource. 



Questions 

1, The material is free of unnecessary details. 

2. Procedures written using a numerical, sequential list assists the reader. 

3. The visual is conveniently located to clarify the written procedures. 

Objective 2: Determine which of the three example manual formats is preferred as an 

effective quick reference guide. 

Questions 

4. Headings help to locate information quickly. 

5. Tables serve as effective quick reference guides. 

6. Excessive words increase time referencing necessary information. 

Objective 3: Determine which of the three example manual formats is preferred as an 

effective training tool. 

Questions 

7. The procedures include adequate detail to follow correctly. 

8. The procedures are easy to understand. 

9. The use of verbs in written procedures provides clear directions. 

Objective 4: Determine which of the three example manual formats is preferred for 

readability. 

Questions 

10. The sentence length ensures quick and easy reading. 

1 1. The page design invites and guides the reader through the procedures. 

12. The font (typeface) promotes quicker, easier reading. 
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The survey was designed in a blocked format to be clear, concise, and easy to 

follow and look less intimidating. The format was designed to guide the reader from the 

question to the 5 point Likert scale responses quickly and easily in an attempt to increase 

the probability that volunteers would complete the questionnaire. 

The responses used for the survey were: strongly disagree (SD), disagree (D), 

partially agree (PA), agree (A) and strongly agree (SA). The partially agree response was 

changed from somewhat agree (SA) after feedback fiom the cofounder and co-president 

of Company S. This helped to distinguish the "PA" and "SA" abbreviations on the survey 

and improve clarity. 

This survey instrument was designed so volunteer responses were anonymous. 

No names or demographical information were requested., The directions indicated that the 

volunteers circle their designated response. 

A coded footer was included on the surveys for the researcher to identify the 

manual format used by the volunteers to complete the study. Type A was represented by 

the date and year the survey was given. The code for Type B was the date followed by a 

dash and a lower case letter "s". Type C was identified with the date followed by a dash 

and the lower case letters "st". 

Consideration was taken when the identifiers were chosen for the surveys. The 

letters A, B and C and numbers 1 ,2  and 3 were avoided because volunteers completing 

the survey may have noticed the footer and had assumptions that could have contributed 

to rating or grading bias, which may have altered the results of the survey. 



Data Collection Procedures 

The 12 question Likert survey was administered on six manager workshop class 

days and one franchise trainee class day at the Company S learning facility. In addition, a 

pilot test was performed. 

On the classroom workshop day designated for the study, the researcher shared 

the purpose and provided an overview of the study. The participants received a copy of 

the cover letter which was read by the researcher. Adults (1 8 years of age or older) were 

asked if they would like to participate as a volunteer in the study. Those who did not 

choose to participate choose to either remain in the classroom during the study or left and 

returned after the study was completed. The volunteers were given a copy of the consent 

form which was reviewed by the researcher. Any additional questions by the volunteers 

were answered at that time. 

One of the three-page example formats from either Type A, B or C and the 

corresponding survey were placed in a large brown clasped envelope. 

Equal numbers of each study packet from Type A, B and C was counted to exceed 

the number of volunteers who wanted to participate in the study. The study packets were 

shuffled by the researcher in view of the volunteers. The researcher held the study 

packets in a fanned arrangement similar to a large deck of cards and wandered around the 

classroom while volunteers randomly selected a study packet. 
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The volunteers were asked to complete the 12 question survey based on their 

example format pages, return the example format pages and their completed survey in the 

brown envelope, close the clasp and place it in a designated survey collection box on the 

table in the classroom. 

The volunteers were informed when the study would be completed and were 

asked to contact the researcher if they were interested in receiving a copy of the results of 

the study. 

The researcher asked the volunteers not to share information from the study with 

other restaurant team members who may attend future workshops during the remainder of 

the year. This request was made in an attempt to avoid possible bias of others who may 

participate in the study at a later date. 

The pilot test was given to individuals during a secondary-level management 

workshop. The distribution procedure for the pilot test was the same as the study. No 

changes were made as the result of the pilot test. 

Data Analysis 

Several statistical analyses were performed in the study including the mean, mode 

and standard deviation. The Type A, B and C formats were compared. The data analysis 

information was compiled and summarized to determine the format preferences from the 

four objectives. 
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The information on format preferences will be used to create the new format for the 

Company S OTM. 

Limitations 

The limitations of this study were: 

1. The study only involved Company S participants who attended workshops at the 

corporate learning facility for a limited time from June through September of 2006. 

2. Survey participants may have had variable levels of exposure to the current Company 

S OTM due to different levels of work expertise in the franchise restaurants. 

3. The learning preferences of the diverse background of survey participants may have 

altered the effectiveness of the transfer of training for the study. 

4. The objectivity of the participants who complete the survey. 

5. The content of the survey only covered three example format pages of 

Company S manual pages for each of the Type A, B and C study packets. 

6. The workshop participants may have felt obligated to participate in the study. 

7. Volunteers who participated in the study may have shared information with others 

fiom their restaurant who attended later workshops and were also asked to 

participate in the study at a later date. 

8. A few of the volunteers may have had English as their second language (ESL) and 

may have had difficulty interpreting the study packet. 
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9. Volunteers who participated in the study may have shared information with other 

study volunteers while completing the survey which may have resulted in biased 

results. 

10. Bias for the current OTM may exist for volunteers participating in the study. 



Chapter IV: Results 

This study attempted to determine a business efficient OTM format that could 

serve as an effective user-friendly training resource and quick reference guide for the new 

Company S OTM. 

A random survey was given to Company S volunteers who attended manager 

workshops on seven designated days from mid June through mid September of 2006 to 

determine OTM preferences among Company S individuals. The response rate for the 

surveys was 88.6 percent. 

Of the workshop classes who participated in the study, one class was a franchise 

trainee class, one a train-the-trainer workshop, three represented entry-level manager 

workshops and two represented a secondary-level manager workshops. 

A total of 102 surveys were randomly distributed to volunteers who participated 

in the study. They ranked each of the 12 questions using a Likert scale from 1 to 5, with 5 

being the most important. Each participant received one of three different study packets 

which contained three example OTM pages of Type A, B or C format and a 

corresponding survey. 

The results of the study showed that Type B was preferred as indicated by the 

highest overall mean score. All of the survey responses were equal to or greater than four. 



Item Analysis 

Manual Design Preferences Survey 

For the purpose of this study: 

A 1-5 point value scale was used to determine the mean and standard deviation. 

Survey Code: 

SD: Strongly Disagree /value 1 point 

D: Disagree / value 2 points 

PA: Partially Agree / value 3 points 

A: Agree / value 4 points 

SA: Strongly Agree / value 5 points 

Response Code 

The responses in (parentheses) represent the Type A format 

The responses in bold represent the Type B format 

The responses listed in italic represent the Type C format 

Abbreviations Code 

M: represents mean 

SD: represents standard deviation 

Mde: represents mode 

P: represents percentage, percentile 



Objective 1 : Determine which of the three example manual formats is preferred as a 

user-friendly training resource. 

Question 1: The material is free of unnecessary details 

Table 4.1 

Mean, Standard Deviation and Mode Scores of Material Free of Unnecessary Details 

M SD Mde 

(3.56) (1.11) (4) 

4.03 .93 4 

3.84 1.14 4 

Type B: highest mean score 

Question 2: Procedures written using a numerical, sequential list assists the reader. 

Table 4.2 

Mean, Standard Deviation and Mode Scores of Numerical, Sequential Lists 

M SD Mde 

Type B: highest mean score 



Question 3: The visual is conveniently located to clarib the written procedures. 

Table 4.3 

Mean, Standard Deviation and Mode Scores of Conveniently Located Visuals 

M SD Mde 

(4.21) (1.05) (5) 

Type B: highest mean score 

Objective 2: Determine which of the three example manual formats is preferred as an 

effective quick reference guide. 

Questions 4: Headings help to locate information quickly. 

Table 4.4 

Mean, Standard Deviation and Mode Scores of Heading Locations 

M SD Mde 

Type B: highest mean score 



Question 5: Tables serve as effective quick reference guides. 

Table 4.5 

Mean Standard Deviation and Mode Scores of Tables as Effective Quick Reference 
Guides. 

M SD Mde 

Type B: highest mean score 

Question 6: Excessive words increase time referencing necessary information. 

Table 4.6 

Mean, Standard Deviation and Mode Scores in Favor of Eliminating Excessive Words 

M SD Mde 

(3.51) (1.38) (5) 

3.31 1.02 5 

3.48 1.14 3 

Type B: highest mean score 



Objective 3 Determine which of the three example manual formats is preferred as an 

effective training tool. 

Question 7: The procedures include adequate detail. 

Table 4.7 

Mean, Standard Deviation and Mode Scores of Procedures Include Adequate Detail. 

M SD Mde 

Type B: highest mean 

Question 8: The procedures are easy to understand. 

Table 4.8 

Mean, Standard Deviation and Mode Scores of Procedures are Easy to Understand. 

M SD Mde 

Type B: highest mean score 



Question 9: The use of verbs in written procedures provides clear directions. 

Table 4.9 

Mean Standard Deviation and Mode Scores of Verb Usage Provides Clear Directions. 

M SD Mde 

Type B: highest mean 

Objective 4: Determine which of the three example manual formats is preferred for 
readability. 

Question 10: The sentence length ensures quick and easy reading. 

Table 4.1 0 

Mean Standard Deviation and Mode Scores of Sentence Length for Quick and Easy 
Reading. 

M SD Mde 

Type .B: highest mean 



Question I I: The page design invites and guides the reader through the procedures. 

Table 4.1 1 

Mean Standard Deviation and Mode Scores of Page Design Invites and Guides the 
Reader Through the Procedures. 

M SD Mde 

Type B: highest mean 

Question 12: The font (iypeface) promotes quicker, easier reading. 

Table 4.12 

Mean, Standard Deviation and Mode Scores of Choice of Font Promotes Quicker, 
Easier Reading. 

M SD Mde 

(3.89) (1.14) (3) 

4.09 .89 4 

3.78 1.13 4 

Type B: highest mean 



Table 4.1 3 
Cumulative Mean and Standard Deviation Scores from Type A, B and C 

Type B: highest overall mean score 
Type B: all volunteers responses 2 4 

Table 4.14 
Study Population and Sample Percentiles 

Survey 1 2 3 4 5 6 7 



Table 4.1 5 

Volunteer Samples 

Type A B C 

N= 133 
Response rate = 88.6% 



Chapter V: Discussion 

Introduction 

An efficient, user-friendly, business format for an OTM can reduce time training 

and referencing information, increase retention and serve as a more effective quick 

reference guide. It will encourage readership which will improve consistency. Guests will 

have consistent quality products and service which will improve sales and maintain the 

brand. This allows Company S to be more competitive by increasing the number of 

Limited Time Offers (LTO) and new menu items that can be introduced to help Company 

S respond to guest trends and preferences. 

The purpose of this study was to determine efficient elements of manual formats 

and incorporate them into a format that will be used for the new OTM. This will reduce 

training time, increase retention and serve as an effective, user-friendly, quick reference 

guide for Company S to maintain the brand and achieve the three business musts. 

A review of literature on efficient elements of technical manuals was completed. 

Several elements were analyzed in the selection and development process to accomplish 

the objectives of determining an effective format that will contribute to business 

efficiency. The current OTM was analyzed based on the review of literature. Three 

example pages were chosen to be used as Format A, the control group. Three pages of 

Formats B and C were designed based on the review of literature to use for the study. 

Type B was a two column version; Type C a two-column mapped version. 

A five point Likert scale survey was developed by the researcher based on the 

elements of efficient manual formats. Three questions were developed for each of the 



four objectives. The first set of questions gathered information on study volunteers' 

preferences as a user-friendly training resource. The next several questions gathered 

information on preferences of ease of locating information and the ability to be effective 

as a training tool and quick reference guide using the three example formats. The final 

series of questions gathered information about readability of the current manual and two 

example formats. 

A random survey of three manual formats, Type A, B and C was as given to 

Company S volunteer 16-week franchise trainees, franchisees, franchise business 

partners, managers and team members who attended designated manager workshops at 

the Company S Training Center to determine OTM preferences. A pilot study was 

performed on June 14,2006. There were no changes as a result of the pilot test. 

The surveys were distributed seven days including: June 20 and 27, July 1 l ,20  and 25, 

August 2 and September 12 of 2006. 

A total of 102 surveys were randomly distributed to volunteers who participated 

in the study. They ranked each of the 12 questions using a Likert scale from 1 to 5, with 5 

being the most important. The cover letter and consent form was distributed and read to 

the volunteers. Each volunteer randomly received one of three different study packets 

which contained three example OTM pages of Type A, B or C and a corresponding 

survey. They were asked to return the completed survey in the envelope after it was 

completed. 



Limitations 

The limitations of this study were: 

1. The study only involved Company S participants who attended workshops at the 

corporate learning facility for a limited time from June through September of 2006. 

2. Survey participants may have had variable levels of exposure to the current Company 

S OTM due to different levels of work expertise in the franchise restaurants. 

3. The learning preferences of the diverse background of survey participants may have 

altered the effectiveness of the transfer of training for the study. 

4. The objectivity of the participants who complete the survey. 

5. The content of the survey only covered three example format pages of 

Company S manual pages for each of the Type A, B and C study packets. 

6. The workshop participants may have felt obligated to participate in the study. 

7. Volunteers who participated in the study may have shared information with others 

from their restaurant who attended later workshops and were also asked to 

participate in the study at a later date. 

8. A few of the volunteers may have had English as their second language (ESL) and 

may have had difficulty interpreting the study packet. 

9. Volunteers who participated in the study may have shared information with other 

study volunteers while completing the survey which may have resulted in biased 

results. 

10. Bias for the current OTM may exist for volunteers participating in the study. 



Conclusions 

The response rate from this study was 88.6 percent which represents a significant 

sample for this study. The results of the study indicated that Type B was preferred by the 

highest overall mean score of 4.2. All of the survey responses in Type B were greater 

than or equal to four. The comparative results showed that Type B was preferred as a 

business efficient format for the OTM for Company S. 

The information portion of the feedback loop is necessary to protect the system 

from reverse entropy. "The law of entropy states that all systems run down and 

disintegrate unless they reverse the entropic process by importing more energy than they 

use." and prevent losses to the system. Feedback from the environment is important. 

Systems require both the positive and the negative feedback to survive. (Cecil & 

Wendell, 1999, p.83). 

Recommendations 

To remain competitive in the fast-paced restaurant industry it is essential that 

training tools are efficient to save time and help ensure quality and consistency, maintain 

the company brand and achieve the three business musts. Based on the results of the 

study, the recommendation is that the Type B format be used for the new OTM for 

Company S. 

After the manual is implemented, a surnmative evaluation should occur. 

Additional changes should be made based on the user-feedback and results of the 

evaluation. 
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Appendix A: Model 





Appendix B: Objectives and Survey Questions 



Developing a Business 
Efficient Format For An Operations Training Manual 

Objectives and Survey Questions 

12. The visual is conveniently located to clarify the 
procedures. 

Objective 
12. Determine which of the three 

example 
manual formats is preferred as a user- 
friendly training resource. 

Questions 
1. The material is free of unnecessary details. 

2. Procedures written using a numerical, sequential 
list assists the reader. 

manual formats is preferred as an 
effective training tool. 

Objective 
2. Determine which of the three example 

manual formats is preferred as an 
effective quick reference guide. 

Ouestions 

Questions 
4. Headings help to locate information quickly. 

5. Tables serve as effective quick reference guides. 

6. Excessive words increase time referencing necessary 
information. 

7. The procedures include adequate detail to follow I 
correctly. 

8. The procedures are easy to understand. 

9. The use of verbs in written procedures provides clear 
directions. 

Objective 
4. Determine which of the three example 

manual formats is preferred for 
readability. 

Questions 
10. The sentence length ensures quick and easy reading. 

1 1. The page design invites and guides the reader 
through the procedures. 

1 12. The font (typeface) promotes quicker, easier reading I 



Appendix C: Cover Letter 



June 20,2006 

Dear workshop participant: 
You have been selected to participate in a study to determine design preferences for the 
Operations Training Manual. This study is approved by UW-Stout Institutional Review 
Board. Your operational knowledge and experience will provide valuable feedback to 
enhance the effectiveness of the current Operations Manual Format. 

The goal of this study is to determine preferences and efficient elements of manual 
format in an effort to improve efficiency regarding training and locating information. The 
information collected from this study will be shared in an effort to improve the format of 
our current Operations Training Manual. 

Voluntary participates will receive one of three randomly selected study packets 
containing example manual pages. Participation will consist of referring to the example 
manual pages to complete a brief 12-question survey regarding your manual format 
preferences. 

Please take a few minutes to complete the survey. Responses will be kept confidential. 
Simply complete the survey and place it into the designated collection box. 

Thank you for taking the time to complete this survey. As a volunteer in this study your 
comments will contribute to enhancing the format of our current Operations Manual. 

If you have any questions, or would like to receive a copy of the study results, please 
contact me. 

Sincerely, 

Renee Zirnmerman 
Training Coordinator 
Company S, Inc 
305 Lincoln Street 
Somewhere, WI 55555 
Phone: xxx-xxx-xxxx 
Fax: xxx-xxx-xxxx 
xyz~,companys.com 

Enclosures: Survey, consent form and study packet 
cc: ,xxxxxx CEO and Founder 

xxxxxx, President and COO 
xxxxxx, Director of Training 
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Appendix D: Consent to Participate In UW-Stout Approved Research 



Consent to Participate In UW-Stout Approved Research 

Title: Developing a Business Efficient Format for an Operations Training Manual for 
Company S 

Investigator: 
Renee Zirnrnerman 
608-356-0252 
zimmermanr~,uwstout.edu - 

Research Sponsor: 
Dr. David A. Johnson 
715-232-2143 
johnsondav@,uwstout.edu 

Description: 
This goal of this study is to determine preferences and efficient elements of manual 
format in an effort to improve efficiency regarding training and locating information. 
The information collected from this study will be shared in an effort to improve the 
format of our current Operations Training Manual. 

Voluntary participants will be referring to example manual pages to complete a 
12-question survey. 

Risks and Benefits: 
There are no known risks to you as a volunteer participant in this study. 

I will explain the study and ask for adult volunteers who would like to participate. You 
are under no obligation to volunteer for this study. 

As a volunteer, you will receive a cover letter, an implied consent form and a randomly 
distributed study packet. You may return the completed survey in the provided envelope 
and place it in the designated collection box. 

The information collected from this study will be summarized and shared with Company 
representatives in an effort to enhance the Operations Training Manual format. The 
benefit will be a more efficient Operations Training Manual. 

Time Commitment: 
The brief survey will only take a few minutes to complete. 
The research study will be completed in December of 2006. 

Confidentiality: 
Your name will not be included in any documents. We do not believe that you can be 
identified from any of this information. 



Right to Withdraw: 
Participation in this study is entirely voluntary. You may choose not to participate 
without any adverse consequences to you. Should you choose to participate and later 
wish to withdraw from the study; you may discontinue your participation at this time 
without incurring adverse consequences. 

IRB Approval: 
This study has been reviewed and approved by The University of Wisconsin-Stout's 
Institutional Review Board (IRB). The IRB has determined that this study meets the 
ethical obligations required by federal law and University policies. If you have questions 
or concerns regarding this study please contact the Investigator or Advisor. If you have 
any questions, concerns or reports regarding your rights as a research subject, please 
contact the IRB Administrator. 

Investigator: Renee M. Zimrnerman ' IRB Administrator 
(608) 356-0252 Sue Fox well, Director, Research Studies 
zimmermanr@uwstout.edu 1 52 Vocational Rehabilitation Bldg. 

UW-Stout 
Menomonie, WI 5475 1 

Advisor: Dr. David A. Johnson (7 15) 232-2477 
7 15-232-2 143 foxwell@,uwstout.edu 
j ohnsondav~,uwstout.edu 
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Appendix E: Manual Design Preferences Survey 



Manual Design Preferences Survey 

Directions: Please read the survey and refer to the study packet example manual pages 
to answer the questions. Refer to the code below for the abbreviations for this survey. 
Circle the response number that best describes your answer to the following questions. 

Response Key: 1 = SD = Strongly Disagree 
2 = D = Disagree 
3 = PA = Partially Agree 

4 = A = Agree 
5 = SA = Strongly Agree 

I 1. The material is free of unnecessarv details. 1 1  2  3  4 5 1  

2. Procedures written using a numerical, sequential list assists the reader. 

3. The visual is conveniently located to clarify the written procedures. 

4. Headings helx, to locate information auicklv. 

1 2 3  4 5  

1 2 3  4 5  

1 2 3  4 5 

5. Tables serve as effective quick reference guides. 1 2 3  4 5  

6. Excessive words increase time referencing necessary information. 

1 8. The nrocedures are easv to understand. 1 1  2  3  4 5 1  

1 2 3  4 5  

7. The procedures include adequate detail to follow correctly. 1 2 3  4 5  

9. The use of verbs in written procedures provides clear directions. 

10. The sentence length ensures auick and easv reading. 

1 2 3  4 5  

1 2 3  4 5  

11. The page design invites and guides the reader through the procedures. 

12. The font (typeface) promotes quicker, easier reading. 

1  2  3  4 5  

1 2 3  4 5  



Appendix F: Analysis of Objectives 



Analysis of Objectives 

Objective I :  Determine which of the three example manual formats is preferred as a 

user-friendly training resource. 

M SD Mde 
1. The material is free of unnecessary details. 

the reader. 

3. The visual is conveniently located to clarify the written 

. 

2. Procedures written using a numerical, sequential list assists 

procedures. 

(4.13) (1.25) 



Analysis of Objectives 

Objective 2: Determine which of the three example manual formats is preferred as an 

effective quick reference guide. 

M SD Mde 
4. Headings help to locate information quickly. 

5. Tables serve as effective quick reference guides. 

6. Excessive words increase time referencing necessary 

information. 



Analysis of Objectives 

Objective 3 Determine which of the three example manual formats is preferred as an 

effective training tool. 

8. The procedures are easy to understand. 

M SD Mde 
7. The procedures include adequate detail. 

9. The use of verbs in written procedures provides clear 

directions. 

4.10 

4.37 

4.02 

4.28 

3.96 

.93 (4) 

.79 

.77 

1.07 

(4) 

5 

5 



Analysis of Objectives 

Objective 4: Determine which of the three example manual formats is preferred for 
readability. 

M SD Mde 
10. The sentence length ensures quick and easy reading. 

the procedures. 

1 1. The page design invites and guides the reader through 

(3.64) 

4.09 

(3.54) 

12. The font (typeface) promotes quicker, easier reading. 

3.78 5 

(1.15) 

.81 

(4) 

4 

I 

(1.16) 

3.57 

(3.89) 

(3) 

1.22 

(1.14) 

4 

(5) 




