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Seminar Overview

Definitions and background
Basics of good procedures
Advanced features
Common pitfalls
Usability testing 
Q&A
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What are procedures?
Procedures are:

Instructions that users read 
and follow to perform a 
specific task
(restoring backed-up data)
A set of step-by-step 
directions to reach a goal
(directions to a party)
A flowchart mapping 
situations or decisions with 
actions 
(troubleshooting a noisy car) 

Procedures are not:
Theory 
(how the carbon filter works in a 
water purification system)
Overviews 
(scope or conventions of a book)
Expository text 
(a list of key features of a product)
Descriptive or narrative text 
(a history of the company)
Information designed to 
teach, explain, or describe
(textbook or tutorial information)

Background
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Why are procedures so important?

Read-to-do documentation, rather than read-to-learn, 
meets the needs of users.
Procedures provide the right information, at the right 
time, in the right sequence. 
Procedures are the most effective way of problem-
solving and troubleshooting.
Procedures are the quickest way a user reaches a goal 
because they match the user’s mental model for docs.

Background

UserProduct

Traditional TC: bring user closer to product

User-centric TC: bring product closer to user
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Features vs. Tasks
Personality Menus
With Personality you can personalize the 
menus by choosing which features you want 
readily available.  The features that are less 
frequently used can be stored out of sight.

The menu diagrams in this manual show the 
condition of the menu settings when you first 
receive your phone.  Some features are in the 
Short Menu and are shown in bold type. 
Other features are in the Extended Menu and 
appear in italics.

You can change which features appear in the 
Short and Extended Menus, and therefore 
personalize the menus to suit your 
requirements.

Customizing Menus
The Personality feature lets you design your 
own Short menu, putting the options you 
most commonly use right at your fingertips.

To add an option to the Short menu:

1.  Press Menu to open the Extended menu.

2.  Locate and select the specific menu, then
scroll until you find the desired option.
(A full list of factory setting Extended
menu options is found on p. 43.)

3.  Hold down the OK key until the prompt
menu appears:

Add the current feature
Leave the current feature

4.  Use the arrow keys to scroll to the choice
and select it by pressing the Go key.

Background
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Getting Started
1. Perform audience analysis.

Who are your users?
What do they know?
What is their technical background?
Where will they be using the product?

2. Perform needs analysis.
What do they need to do with the product?
What is the user’s mental model of the product?

3. Perform task analysis.
What are the tasks in the users’ terms?
What organization of tasks makes the most sense?

The Basics
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Getting Started, cont.
Product:
Moo-Manage, an automated dairy 
management system which tracks feed 
consumption, milk output, illnesses, fertility 
cycles, and manages a herd database.

Users: 
Herdsmen, veterinarians, breeders, and dairy 
cooperative representatives.

User Profile:
Wide range of educational backgrounds, but 
mostly limited mechanical knowledge and 
computer experience (other than vets).  
Expert-level knowledge of dairy 
management.

Product Usage:
In milking sheds and barns, with computers 
usually located in offices.

The Basics

User Needs w/Product:
Monitor all milking-related activities, analyze 
data for breeding purposes, detect and treat 
cows flagged with infections, etc.

Users’ Mental Model:
Used to automation in the dairy, but not data 
collection.

User Tasks:
Attaching the sensors, entering a cow’s info 
into the database, detecting mastitis, 
identifying breeding cycles, convincing cows 
that the sensors don’t make them look fat, 
finding out which cows are top producers, etc.

Organization:
Chapters based on functional groupings, such 
as sensors, milking, working with the database, 
breeding, etc.
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The Title

Use the gerund form.
(Setting the Date vs. How to Set the 
Date)

Use meaningful verbs.
(Avoid using) 

Think in terms of the user’s 
mental model, not interface 
or feature names.
(Retouching Photos vs. Using the Blend 
Eraser Tool)

The Basics

How to Create Files……….…… 7
How to Delete Files……………. 7
How to Modify Files ………….. 8
How to Select Files  ……………  9
How to Combine Files …………  9
How to Merge File Elements …..10 

Attaching the Sensor to a Cow

concordance makes eye scan 
difficult and reduces meaning
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The Introduction

Limit the intro to two sentences.
Explain when or why a user would do this procedure.
(Why would you want to use dithering in a GIF?) 

Differentiate between similarly-named procedures.
(Deleting a User vs. Removing a User)

Cross-reference when necessary.

The Basics

Attaching the Sensor to a Cow

A cow must wear a sensor at all times to be recognized by the 
system and to ensure that all her data is collected.  If a cow’s
sensor was temporarily removed for veterinary treatment or other
reason, refer to Replacing an Existing Sensor, p. 39.
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The Prerequisites

Label appropriately.
(What You Need, Before Starting, Ingredients, Supplies, etc.)

List everything needed before the user starts.
Consider everything.
(Equipment, software, tools, workspace, special clothing, time, etc.)

Don’t list the obvious.
(Computer, power source, cow, etc.)

Don’t repeat something handled in another procedure.
(Minimum system requirements, which would appear in Installation.)

The Basics
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The Prerequisites, cont.
The Basics

Attaching the Sensor to a Cow
A cow must wear a sensor at all times to be recognized by the 
system and to ensure that all her data is collected.  If a cow’s
sensor was temporarily removed for veterinary treatment or other
reason, refer to Replacing an Existing Sensor, p. 39.

Required Equipment
Before starting, make sure you have:

a new sensor, still in the original wrap
cleaning facilities (hose and sudsing agent)
Bag Balm or other inert lubricant

no cow here, folks!
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The Hazards
Distinguish between global hazards and step-specific hazards.
Position hazards so that hierarchy and relationships are clear.

The Basics

Dehydrating Chili Peppers
Chili peppers, when properly dried in the Zenco food dryer, can retain their zesty 
spiciness for years. When substituting dried for fresh chili peppers, you can 
reconstitute them first (see Cooking with Dried Herbs and Spices, p. 117).

Caution! Do not allow the oil of the chili peppers to come into contact with your
eyes or broken skin.  

1. Wash and dry peppers.

2. Using a sharp knife, slice each pepper lengthwise, allowing the pepper 
to be opened flat in a single piece.
Note: Do not remove the stem!

3. Remove all seeds.

global

step-specific
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Dehydrating Chili Peppers
Chili peppers, when properly dried in the Zenco food dryer, can retain their zesty 
spiciness for years. When substituting dried for fresh chili peppers, you can 
reconstitute them first (see Cooking with Dried Herbs and Spices, p. 117).

Caution! Do not allow the oil of the chili peppers to come into contact with your
eyes or broken skin.  

1. Wash and dry peppers.

2. Cut the peppers as follows:
Note: Do not remove the stem!

Using a sharp knife, slice each pepper lengthwise, allowing the pepper 
to be opened flat in a single piece.

3. Remove all seeds.

The Hazards, cont.
Place hazards before the potentially problematic action.
Position hazards so that hierarchy and relationships are clear.

The Basics

incomplete step label

note plumb 
lines
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Dehydrating Chili Peppers
Chili peppers, when properly dried in the Zenco food dryer, can retain their zesty 
spiciness for years. When substituting dried for fresh chili peppers, you can 
reconstitute them first (see Cooking with Dried Herbs and Spices, p. 117).

Caution! Do not allow the oil of the chili peppers to come into contact with your
eyes or broken skin.  Chili oil is extremely caustic and can cause contact
burns.  If contact is made with the eyes, flush immediately with cool
water for five minutes, followed by sterile saline if available. Contact
a doctor as soon as possible.  

1. Wash and dry peppers.

The Hazards, cont.
Enhance hazards by including ramifications and explanation 
after clear command.

The Basics

enhanced hazard for 
better user compliance
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The Steps

Use clear, present tense imperatives.
(Set the starting time. vs. Users should select a starting time.)

Keep sentences short. 
Chunk steps based on complexity.
(Use the “chew and swallow” rule.)

Ignore the “7± rule” (but be sensible).
Make sure that you can perform each step.

The Basics
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The Basics (review)

Choose meaningful titles that match user expectations.
Write introductions that go beyond stating the obvious.
Consider all prerequisites without being silly or 
recursive.
Search your procedures for hidden hazards, then 
highlight them appropriately through placement, labels, 
and enhanced information.
Go through each step to make sure that it is clear, brief, 
and correct.

The Basics



© 2003 Leah Guren 17

Layered Information
Layered information is a technique to support mixed audiences 
in a single document, using consistent visual cues and layout.

Advanced Features

Collecting and Pasting Multiple Items

1. Select the first item you want to copy.

2. On the Clipboard toolbar, click the Copy tool. 
To display the Clipboard toolbar, select Toolbars from the View menu, and then 
select Clipboard.

3. If the next item you want to copy is in another program, switch to 
that program.

4. Select the next item you want to copy.

support info for users 
who may need it
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Getting to In Other WORDS
WORDS is located near the Akko College off the old Akko-Nahariya road.  

From points south and east:
1. Head towards Akko on route 85.

This is the major road that connects Akko and S’fat.  You can reach 
it from various points; major junctions are from 70, 65 (via the Golani
junction), or from the coastal road 4.

2.  Stay on this road past the turnoff to Nahariya (the new road).
You cross over the train tracks.

3.  At the Straus intersection, turn right.
This is a traffic circle; a building with an ice cream mural is on the 
opposite corner.

Layered Information, cont.
Advanced Features

The consistent layout allows users to skip information if they 
don’t need it and go directly to the next step, or to seek it out if 
they do need extra help.   Also, it answers the myth of the 
homogeneous “advanced” or “beginner” user.
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Advanced Information
Think of critical factoids: 
• file names or file extensions
• accepted value types or ranges
• default locations
• substitutions or work-arounds 

Consider tips for more elegant usage.
• shortcuts for advanced users
• time-savers, macros, customizations

Break advanced info out of the procedure steps.

Advanced Features

Tip To view the first 50 characters of text in an item on the Office Clipboard,
rest the mouse pointer on the item button. If the item is a drawing object,
picture, or an item with no text to view, the text “Picture n” or “Item x”
appears, where n is a number indicating the location of the picture in the
copy order of drawing objects and pictures only, and x is a number
indicating the location of the item in the copy order of all items.

Break out tips visually so 
they can be found or 
skipped, label clearly, and 
select useful info.
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Examples As Clarification
Users love examples.
Examples provide the “a-ha” factor of recognition, 
understanding, and clarity.
Examples can apply to an entire procedure or to just one step.

Advanced Features

To add color to the sample:
1.   Set the background color on the page using the BGCOLOR attribute in the <BODY> tag.
2.   Set the default text color with using the TEXT attribute in the same <BODY> tag.

Note: For most consistent results, use Hex color values.  See the color table on p. 209.
Example:

<HTML>
<HEAD>
<TITLE>The Nadine Fan Club</TITLE>
</HEAD>
<BODY BGCOLOR=“#669999” TEXT=“#FFFFCC”>
<H1>Welcome to the official online fan club for Miss Nadine!</H1>

In this example, bold is 
used to focus the user’s 
attention
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Links and Cross-references

Add cross-references to related topics (procedures).
Add cross-references to related information (when too 
large to be layered).
Create links in online documents for cross-references 
and related topics.
When using DHTML for layering information online, 
always provide a Print Version button.

Advanced Features
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Verbal Signposting

Add cues when a procedure rolls onto the next page.
(Continued on next page and Continued from previous page)

For long procedures, add a cue at the conclusion.
(Stop or End or a clear icon or graphic)

Show expected results for confirmation at end.
(illustration of assembled bookcase, system confirmation, etc.)

Direct user to next logical procedure.

Advanced Features
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Visual Flows

Use visual flows to simplify the complex.
• complex procedures (many steps or long process)
• branching procedures (different actions depending on situation, model, 

decision)
• daisy-chained procedures (sequence of one procedure after another to 

create one long process)

Create visual flows with flowcharts or high-level 
procedures (where each step is expanded into its own 
procedure). 
Consider the users’ natural work flow as well as the 
product’s.

Advanced Features
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Visual Flows, cont.
Advanced Features

The process of setting up the system takes 
about ten hours.  The tasks are:
1.  Install ProTeam on the server (p. 36).
2.  Configure the ProTeam database (p. 47).
3.  Add users and set their privileges (p. 52).
4.  Install the client software on all user

workstations (p. 60).
5.  Test the system (p. 62).
6.  Train users (p. 80).

Prepare site for installation 
(Site Eval manual)

Unpack and assemble 
(Installation manual)

Calibrate (Testing and 
Troubleshooting manual)

Prepare site for installation 
(Site Eval manual)

X407: Create 
template 

(X407 Startup 
Guide)

X507: Submit 
runtime plan 
(User Guide) 
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Effective Graphics

Use essential graphics.
• referring to a graphical interface element
• describing a physical action (aligning a part, connecting a cable)
• orienting users in a complex interface (location of switch, option in a 

busy dialog box)

Avoid unnecessary or confusing graphics.
• screen-grabs of message boxes or simple dialog boxes
• photos, blurry illustrations, incorrect illustrations
• similar graphics with no explanatory call-outs

Place graphics appropriately for the step or procedure.

Advanced Features
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Effective Graphics, cont.
Advanced Features

Attaching Sensors to a Cow
A cow must wear a sensor at all times to be recognized 
by the system and to ensure that all her data is collected.  
If a cow’s sensor was temporarily removed for 
veterinary treatment or other reason, refer to Replacing 
an Existing Sensor, p. 39.

Required Equipment
Before starting, make sure you have:

a new sensor, still in the original wrap
cleaning facilities (hose and sudsing agent)

1.    Using a hose and sudsing agent, clean both
hind legs on the cow.

2.    Allow the cow to dry; if you do not have air
blowers, wait at least ten minutes.

3.    Attach the sensor tag to the left hind leg; if ID tags
are used, make sure they are always on the right
right hind leg.

To prevent chafing, make sure the fastener tabs are
facing out.

24 Moo Industries

4.    Adjust the sensor tag so that you can insert two 
fingers between the tag and the cow’s leg.

Sensors are waterproof and shock-resistant and should 
last several years without needing replacement.  If you 
need to remove a sensor, refer to Removing a Sensor, 
p. 41.

Cow Preparation 25

sensor sits above 
hoof extrusion 

Placement and callouts are good, 
but the photo itself reproduces 
poorly.  A simplified illustration 
would be better.
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Effective Graphics, cont.
Advanced Features

Simple graphics with directional 
arrows are used to provide action 
cues for users
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“Show Me” and Other Animation

Be wary of using animation for demonstrating 
procedures.
• advanced users rate animated procedures very poorly
• depending on the tool, novice users can outgrow them quickly
• they are expensive, time-consuming, and labor-intensive
• they don’t fit into any single sourcing plan

Bottom line: perform careful audience analysis before 
investing the time and money on animation!

Advanced Features
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Advanced Features (review)
Layer information with consistent visual cues to support the needs of 
different users.
Add advanced information, tips, and “critical factoids” as part of that layered 
information.
Use examples to clarify complex procedures or difficult steps, and to provide 
confirmation.
Cross-reference related procedures and reference material in print; use 
hypertext to link with online material.  Consider DHTML for layered info.
Consider cues for start, continued, stop, and next procedure.
Use flowcharts or other graphic techniques to create a visual high-level 
overview of long or complex procedures.
Select appropriate and necessary graphics and place them correctly.
Use animated procedures with caution.

Advanced Features
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Missing, Embedded, 
or Misnamed Procedures

Don’t refer to a procedure by the wrong name (or to 
one that doesn’t exist at all).

Common Pitfalls

FOAM EAR TIPS

Due to the fact that ear canals vary in 
size and shape, some may prefer the 
foam ear tips.  While both provide 
excellent noise reduction and accurate 
sound delivery, the user can determine 
which is most comfortable and 
effective.  Follow the instructions for 
exchanging ear tips.  Unless necessary, 
filters do not need to be removed or 
changed when replacing the tips.

The problem?  Headings in this 
small folded insert were:

Insert & Seal Process
Important Safety Information
Warranty Information
Custom Ear Molds
In-ear Speaker Filters
Filter Removal
Removing in-ear Speakers
Cleaning the Ear Tips
Proper Care
Filter Replacement
Shirt Clip
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Omitted Details

Don’t slur over the most 
important part of a step.
(Attach the connector carefully.)

Provide critical 
information: how, what, 
where, when, why.
Let the user know what to 
expect: system response, 
noises, lights, time delay.

Common Pitfalls

3.    When all fields are completed, click Submit.
A Confirm? message appears, listing
the values you selected.  This gives you
a chance to check all fields again.

4.    Click OK to accept the fields and start the 
processing cycle.

Processing takes from 30 seconds to 15 
minutes depending on your system load,
size of user database, and platform.  
When done, a Successful Processing
message appears.  If any errors occur,
check the error number against the
troubleshooting table on p. 208.
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Assumed Knowledge

Don’t fall into the trap of thinking that “everyone 
knows that.”
• variation exists even within a homogenous audience
• years of experience, depth of experience, range of experience
• experience with this or similar product

Distinguish between internal (proprietary) info and 
“we- don’t-want-them-to-mess-things-up” info.
Add a glossary of industry terms.
Provide value-added links or resources.

Common Pitfalls
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Red Flag Phrases

It’s never that simple:
you just…
simply…
carefully…
easy-to-use
installs automatically

If they can break it…
push, snap, insert
connect, attach
twist, rotate, turn
poke, pull, shove

Common Pitfalls
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Common Pitfalls (review)

Never refer to a non-existent or misnamed procedure 
(edit carefully). 
Remember to describe the most important pieces.
Don’t assume knowledge.
Watch for “red flag” phrases.

Common Pitfalls
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Usability Testing on a Budget
Target problem procedures.
• procedures which seem very complex
• procedures which were very difficult to write
• procedures which were problematic in the previous release
• procedures that seem suspicious

Tap in-house resources to find the right testers. 
• people who match the user population
• people with English as a second language

Follow the basic rules.
• test the docs, not the tester
• test with the product
• observe silently without hovering
• get testers to “think out-loud” when stuck
• test several times separately

Usability Testing
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Conclusion

Do your prep work (audience, needs, and task 
analysis).
Be scrupulous with clean basics.
Don’t stop at minimalist information; add advanced 
features by layering, adding detail, and finding 
effective examples.
Use layout and graphics to clarify and direct.
Perform simple usability testing.
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References and Resources

References
All references to the dairy management system 
(slides 7–9, 11, and 26) are fictitious, but based on 
set of real products produced by Afimilk 
(www.afimilk.com/english.html).
The examples on slide 5 are based on the 
Motorola V.50™ dual band mobile telephone 
Quick Reference Guide.
The example on slide 27 is from the Intel®
Pocket™ Concert Audio Player (an MP3 player) 
Quick Start Guide.
Examples on slides 17 and 19 are from 
Microsoft® PowerPoint® 2000 online Help.
The example on slide 30 is from the Studiophonic 
Hearos™ Gold 20 series in-ear speakers folded 
insert (www.studiophonic.com).
The directions on slide 18 are real; feel free to 
drop in and visit us, but call first so we can fire up 
the espresso machine.
The examples on slides 12–14, 20, 24, and 31 are 
fictitious.

Resources
Trying to find that right word?  Try this visual, 
animated thesaurus 
(www.visualthesaurus.com/online/index.html).
Have a grammar question?  The Grammar Lady 
can help (www.grammarlady.com).  Make sure 
to bookmark the Chicago Manual of Style FAQ 
site, too (www.press.uchicago.edu/Misc/
Chicago/cmosfaq/cmosfaq.html). 
Looking for some data about the bottom-line cost 
of bad documentation?  This research by IDT 
(Information Development and Training) is 
limited in scope, but the data can be extrapolated 
(www.idt.mb.ca/PLReport.PDF).
Two William Horton classics, Illustrating 
Computer Documentation and Secrets of User-
Seductive Documentation, are available as free 
PDF downloads from his site (www.horton.com).
Many excellent online manuals can be found on 
the LiveManuals site (www.livemanuals.com).  
This is also a great site for seeing some good 
examples of procedure animation.
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Meet the Trainer
Leah Guren has over 23 years of experience in the field of 
technical communication.  She has been a writer, editor, Tech 
Pubs manager, trainer, and consultant.  As Director of Training 
at In Other WORDS, one of Israel’s leading technical 
communication firms, Leah now focuses exclusively on training 
and consulting.  Her clients include major high tech companies 
in Israel, Europe, and the United States. 

Leah has been active in her STC chapter, serving as events 
manager, vice president, president, and newsletter editor.  She is 
a regular speaker at STC and other international technical 
communication conferences. 

Leah lives in Karmiel (a small city in the north of Israel) with
her husband, Gill.  Reach her at leah@words.israel.net.

In Other WORDS provides a full range of technical 
communication services, including writing, editing, website 
development, translation, placements, training, and publishing. 
See their website at www.wordsisrael.com. 


