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Christopher R. Friend has taught Freshman English in Seminole 
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completing the Texts & Technology PhD program at UCF, as well 
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leave his house). He expects to earn his degree in 2013 by re-
searching the use of technology to improve student learning 
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Program at Walt Disney World, and he is a proud alumnus of the 
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ABOUT THE INSTITUTE
The John Scott Dailey Florida Institute of 

Government (IOG) at the University of Cen-

tral Florida is one of six university locations 

of the statewide institute. The IOG mission 

is to provide training and technical assis-

tance to local governments, state agencies, 

and non-profit organizations.

Located in Research Park in East Orlando, 

the Institute of Government is administered 

in the UCF College of Health and Public 

Affairs. The UCF IOG has served Central 

Florida government and non-profit agen-

cies since 1982, and has been directed by 

Marilyn Crotty since 1990.

Contact us at by phone at 407–882–3960 

and by email at iog@mail.ucf.edu, or visit 

us online at www.iog.ucf.edu.
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profit agencies include: 

• Training Programs

• Technical Assistance

• Organizational Development

• F.A.C.E.
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• 21 Laws of Leadership 

• Supervisory Skills Series

• Leading Change

• Emotional Intelligence

• Self-Awareness with the Myers-

Briggs Type Indicator

• Conflict Resolution with the Tho-

mas Kilmann Instrument

• Written Communication Series

• Emerging Leader

• Strategic Planning & Visioning

• Business/Office Etiquette



Writing Procedures, Instructions, and Manuals Florida Institute of Government

Today’s Goals 
Understand the importance of clarity in writing. 
Distinguish between policies and procedures by content, pur-
pose, and style. 
Focus on the needs of the reader when writing. 
Learn how ambiguity can help users. 
Be able to measure readability and improve it with concision. 
Know words to avoid in procedure writing. 
Identify key di!erences between online and printed manuals. 
Understand how automation simpli"es document styling. 
List pros and cons of various instruction formats. 
Apply visual design principles to instruction writing. 
Learn prewriting and editing strategies. 

Today’s Agenda 
Introductions 
#e Goals 
#e Wording 
#e Design 
#e Process 
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Part I: The Goals 

Comparing Policies and Procedures:  1

Policy Procedure

Definition • General guideline to regulate organizational 
action and conduct. 

• Philosophy, standard, or criterion that helps 
users exercise good judgment and discretion 
in the management of daily a!airs.

• #e customary method of handling things. 

• Particular way of doing things. 

• Set of steps that must be followed to achieve 
the desired results.

Function Tells who, what, or why. Tells how.

Synonyms • principle 

• philosophy 

• guideline 

• goal

• instruction 

• protocol 

• steps 

• process

Purpose • Regulates, directs, and controls actions or 
conduct. 

• Sets criteria that allow users to regulate their 
own conduct in an appropriate manner.

• Tells users how to implement the require-
ments. 

• Tells users how to achieve the necessary re-
sults.

 Nature 
and Scope

• Ranges from broad philosophies to speci"c 
rules. 

• O$en imprecise and intangible.

• Tangible, precise, exact, speci"c, and factual. 

• Succinct and to the point.

Type of 
Writing

Usually expressed in standard sentence and 
paragraph format.

Best expressed using special formats such as play 
scripts, %owcharts, and lists.

What to 
Include

• What the rule is 

• Why it exists 

• When it applies 

• Whom it covers 

• Enforcement 

• Emergency contacts and references 

• How to get help or interpretation

• Conditions for action 

• Actions and alternatives 

• Warnings and cautions 

• Consequences 

• Help sections 

• Examples, graphics, and forms 

• Responsibilities

 Campbell, 17 1
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Which is Which? 

In the margin beside each sample below, write the word “policy” or “procedure” as appropriate. Be 
prepared to explain why you made your decision. 

1. Our inspection program is intended to ensure a zero-defect rate. 

2. To request vacation time, "ll out Form !"-# and submit it to your supervisor. #is must be done 
at least one month before the desired time o!. 

3. Our goal is to provide the best customer service in the industry. 

4. It is our practice to bill within $% days of delivery. 

5. Locate part A. 
Locate part B. 
Insert part A into part B. 
Turn handle. 
Tighten screw. 

6. All employees are expected to conduct themselves in a civil, courteous manner at all times. 

7. We provide one week’s vacation a$er one year of employment and two weeks’ vacation a$er "ve 
years of employment. 

8. Call the vendor. 
Explain the delay. 
Determine whether any special problems are created by the delay. 
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WIIFT?: Need to Know vs. Want to Know  2

Need to Know 
Eliminate confusion 
Get the job done 
Get the job done faster or better 
Increase understanding or comprehension 
Make the job easier 
Make the job safer 
Reduce errors or waste 
Reduce frustration 

Want to Know 
“Why am I being required to do this?” (Give 
the reasons.) 
“What will this do to me? For me? Will it 
make my life easier or harder?”  
(Describe the e!ects.) 
“Will I get enough training, time, money, 
and sta! to do what’s required?”  
(Identify the resources.) 
“What do I do if I don’t understand or get 
stuck?”  
(Outline the assistance available.) 
“Well I have a chance to voice my concerns? 
Will they listen to me?”  
(Described the feedback mechanism.) 
“What if it doesn’t work?”  
(Designate a correction process.) 
“Will I be blamed if this goes wrong? Will I 
end up holding the bag?”  
(Assignment response ability.) 

 Campbell 11 2
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Ambiguity vs. Subjectivity  

!uality Control Procedure #E-105 
Follow-Up on Equipment Failure 

1. Call the customer within three hours a$er receiving the Failure 
Report from the Warranty Service Department. 

2. Determine the nature of the reported problem by getting details 
of equipment failure. Use the questions on the attached list. 

3. Using this information, along with information from the 
Warranty Service Department, assess whether the equipment 
failure was due to customer negligence or a mechanical defect. 

a. If the problem appears to be due to a mechanical defect, 
referred the case to the Engineering O&cer. 

b. If the problem appears to be due to customer negligence, 
contact the assigned Account Executive. 

c. If the origin of the problem is still unclear, referred the case to 
your supervisor immediately with all the applicable records. 

Ambiguity Subjectivity

Advantages/
Uses

Disadvantages/
Problems
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Subjectivity Checklist  3
Sometimes, procedures must include deliberate ambiguity. As Nancy J. Campbell says, “Ambigu-

ous policies and procedures require users to exercise discretion and sound judgment. #e question is 
whether the organization has provided the support and information necessary to help them do that.” 
#e questions below will help you determine whether your use of ambiguity is appropriate. 

1. Given the nature of this particular topic, does it make sense to leave some ambiguity? 

a. Circle one: [yes/no] 

b. If so, how much? 

2. What would happen if you eliminated the ambiguity? 

3. Have you identi"ed as many objective, tangible factors/steps as possible? [yes/no] 

4. What potential mistakes or problems could result from the ambiguity? (Consider operational, 
"nancial, legal, health, safety, quality, and customer concerns.)  

a. Explain and/or describe these problems. 

b. How potentially serious are those mistakes or problems? 

5. Have you provided ways for the user to get help or answers when needed? 

a. Circle one: [yes/no] 

b. If not, what can you do to help the user? 

6. You are requiring users to exercise discretion and good judgment. Have you provided su&cient 
information, training, and resources for them to do that? 

a. Circle one: [yes/no] 

b. If not, what additional resources are needed? 

7. Have you identi"ed the type of experience, education, or background the user must have under-
stand the issue and exercise sound judgment? 

a. Circle one: [yes/no] 

b. If so, what are they? 

8. Have you identi"ed, as clearly and speci"cally as possible, the bases for the judgments to be made? 
[yes/no] 

9. Have you made it clear that judgments are to be based on professional and business standards, not 
on personal preferences and biases? [yes/no] 

10. Have you set limits or boundaries beyond which users cannot go? [yes/no] 

11. Have you made it clear that the individual will be held accountable for the judgments made and 
the actions taken as a result? [yes/no] 

 Campbell 20–21 3
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Part II: The Wording 

The Readability of Writing 
In '()*, Robert Gunning, an American businessman, developed #e Gunning-Fog Index mea-

sures the readability of a sample of writing. #e index indicates how many years of formal education a 
person needs to easily understand the text on the "rst reading.  If a passage has a fog index of '*, it is 
readable by a high-school senior. Writing with an index above twelve runs a serious risk of not being 
understood or even read. Gear your writing to the reading level of your audience. #e average Ameri-
can reads on the sixth grade level. Only if you are positive that your entire audience can easily under-
stand technical terms and di&cult vocabulary should you choose a higher Fog Index.  

Two versions of a memo appear below.  #e "rst version has a Fog Index of between '+ and ',, 
which suggests that it’s designed for an audience of college graduates.  #e second version has a Fog 
Index of between , and -.  What if the audience of the memo consists of high-school graduates?  Is 
there any reason for the higher level of complexity? 

Index of 16/17 

Since general safety conditions are one of the responsibilities you have within your department, we 
would appreciate your disseminating the following information. 

In a recent inspection of all areas the most obvious hazard detected was the manner in which o&ce 
equipment is placed or used in relation to personal movement or tra&c. 

All personnel in your area should be made aware of possible Safety Hazards and take precautionary 
measures at all times so that a high “Safety Level” may be maintained. 

Electrical cords on equipment such as typewriters, adding machines, etc., should not be per-
mitted to lie loose on the %oor where the possibility of someone tripping over them exists. 
When not in immediate use, desk and "les drawers should be kept closed at all times. 

Index of 7/8 

Safety in your department is your responsibility.  Please see that your people are made aware of haz-
ards and that they take measures to prevent them. 

A recent inspection revealed a chief hazard to be o&ce equipment placed in the way of people moving 
about. 

Electrical cords of typewriters, adding machines, etc., should not lie loose on the %oor. Some-
one may trip over them. 
Keep desk and "les drawers closed when not in use. 
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Finding the Reading Level 
When editing writing, the reading level of the words should be kept to a level appropriate for the au-
dience. We’ve talked about simplifying our writing, and this is a good way to put a number on an idea. 
If your writing is intended for the public, this is especially important, as the average reading level is 
o$en far lower than we normally expect. Here’s how to "nd the reading level of something you’re 
writing: 

In MS Word: 
First, look in preferences for “Show readability 
statistics” and be sure it’s checked. Also check 
“Check grammar with spelling.” Determining 
readability is part of Word’s grammar check. 
Run a full grammar check of your document. 
When "nished, you’ll see this sort of report: 

Manually: 
#e Gunning-Fog Index 

Choose a sample of '.. words or more. 
Count the number of words in the sample.  
#en, count the number of independent clauses. Divide the number of words by the 
number of clauses. #is determines the number of words per sentence. 
Count the number of words of three or more syllables. Don’t count capitalized words, 
easy combination words like bookkeeper or manpower, or verbs made into three syl-
lables by adding -es, -ed, or -ing. Divide the number of these big words by the total 
number of words. #is determines the percentage of big words. 
Add the number of words per sentence and the percentage of big words. 
Multiply that total by ../ to "nd the Gunning-Fog Index. 

#e Flesch-Kincaid Grade Level (what MS Word uses) 
Count the number of words in the sample, then count the number of sentences. Di-
vide the number of words by the number of sentences. #is determines the average 
sentence length (ASL). 
Count the number of syllables in the sample. Divide the number of syllables by the 
number of words. #is determines the average syllables per word (ASW). 
Grab a calculator. (.39 0 ASL) + (11.8 0 ASW) - 15.59 = Grade Level.  
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Many empty words clutter business writing. You can delete them with no loss of meaning. 

Amount Please forward your check for the amount of 12.23. 
Area He is a specialist in the area ("eld of ) mechanization. 
Basis Our department issues the report on a monthly basis. 
Character #e program is long range in character. 
City of #e meeting will be in October in the City of Maitland. 

Contents Please review the contents of this report. 
Copy Attached is a copy of our booklet about the pension plan. 
Cost You may purchase the pamphlets for a cost of 4 cents each. 
Date #e research department will make its observations at a later date. 
Form #e instructions are arranged in the form of sections. 

Function His work is supervisory in function. 
Hours #is o&ce will be open from the hours of 5 a.m. to 4 p.m. 
Hereto/with Attached hereto (enclosed herewith) are Mr. Jones’s comments.  
Interval Allow an interval of about two weeks for delivery. 
Level In May, earnings climbed to a level of 4.67.  

Located #e new building is located (is situated) on Seventh Avenue. 
Matter We will contact you shortly about the matter of new equipment. 
Month Our participation for the month of August was excellent. 
Nature #ese decisions are only temporary in nature. 
Practice It is the practice of most banks to charge for cashing checks. 

Process Personnel records are now in the process of being reviewed. 
Purpose Keep this manual for reference purposes. 
Rate Interest will be charged at the rate of 2.87. 
Size #eir ad was much larger in size than ours. 
State Our employee makes frequent trips to the state of Nevada. 

Subject #e report includes material on the subject of safety. 
Time Keep the form until such time as we send you further instructions. 
Total In the "rst eleven months, our o&ce received a total of 938,52: letters. 
Type #e equipment is automatic in type and easy to service. 
Year Attached are averages of equipment costs for the years of 9;49-9;;9. 

Phrases that can be removed: 
• For your information 
• Please be advised that… 
• #is is to advise you that… 
• We wish to advise that… 
• Our records indicate that… 
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Redundant Writing - By Yvonne Lewis Day in “The Toastmaster” 
#e following is a list of redundancies compiled from business and technical writing falling victim 

to the editor’s red ink. #e word or words in parentheses can be deleted because they are redundant. 
(a bolt of ) lightning 
(a distance of ) ten yards 
(a) myriad 
(of ) sources 
(absolute) guarantee 
(absolutely) essential 
(absolutely) sure 
(actual) experience 
add (an additional) 
(advance) planning 
(advance) reservations 
(advanced) warning 
all meet (together) 
alongside (of ) 
(already) existing 
aluminum (metal) 
(and) moreover 
(as) for example 
ask (a question) 
(as to) whether 
(as) yet 
(at a) later (date) 
(at) about 
at (the) present (time) 
at (12) noon 
at (12) midnight 
at some time (to come) 
(awkward) predicament 
(baby) boy was born 
bald (headed) 
(basic) fundamentals 
blend (together) 
bouquet (of &owers) 
(brief ) moment 
burn (down) 
burn (up) 
(but) however 
(but) nevertheless 
came (at a time) when 
cancel (out) 
(chief ) protagonist 
climb (up) 
(close) proximity 
(close) scrutiny 
(cold) facts 
collaborate (together) 
combine (together) 
commute (back and forth) 
(complete) monopoly 
(completely) destroyed 
(completely) 'lled 
consensus (of opinion) 
continue (on) 
(continue to) remain 

(current) fad 
(current) trend 
(currently) being 
dates (back) 
(de'nite) decision 
descend (down) 
(di(erent) kinds 
(di)cult) dilemma 
(direct) confrontation 
do (over) (again) 
drop (down) 
during (the course of ) 
dwindled (down) 
each (and every) 
earlier (in time) 
either (and/or both) 
(empty) space 
(end) result 
enter (in) 
equal (to one another) 
eradicate (completely) 
(established) fact 
estimated at (about) 
estimated (roughly) at 
(every) now and then 
(exact) opposites 
face (up to) 
(false) pretenses 
(fellow) classmates 
few (in number) 
'lled (to capacity) 
('nally) ended 
('rst) began 
'rst (of all) 
follow (a*er) 
for (a period of ) days 
(foreign) imports 
forever (and ever) 
(free) gi* 
(free) pass 
(future) plans 
gather (together) 
(general) conclusion 
(general) custom 
(general) public 
(glowing) ember 
golden (wedding) anniversary 
(grand) total 
(guest) speaker 
had done (previously) 
(hard) facts 
heat (up) 
(hostile) antagonist 
(hot) water heater 

I (myself personally) 
indicted (on a charge) 
(integral) part 
introduced (a new) 
introduced (for the 'rst time) 
(invited) guests 
irregardless (regardless) 
is (now) pending 
join (together) 
(just) exactly 
(just) recently 
kneel (down) 
last (of all) 
li* (up) 
(local) residents 
look back (in retrospect) 
lose (out) 
(major) breakthrough 
(mass) media 
(may) possibly 
mean it (sincerely) 
(mental) telepathy 
merged (together) 
meshed (together) 
(midway) between 
might (possibly) 
mix (together) 
(mutual) cooperation 
my (personal)opinion 
(native) habitat 
(natural) instinct 
never (at any time) 
never (before) 
(new) beginning 
(new) bride 
(new) construction 
(new) record 
(new) recruit 
no trespassing (allowed) 
none (at all) 
(null and) void 
o( (of ) 
(o)cial) business 
o)ciated (at the ceremony) 
(old) adage 
(old) cliché 
(old) pioneer 
(old) proverb 
(one and the) same 
(originally) created 
over (and done with) 
(over) exaggerate 
(over) with 
(pair of ) twins  

(partially) damaged 
(partially) destroyed 
(passing) fad 
(past) experience 
(past) history 
(past) memories 
(past) records 
permeate (throughout) 
penetrate (into) 
(perfect) ideal 
period (of time) 
(personal) charm 
(personal) friendship 
(personal) opinion 
(pitch) black 
pizza (pie) 
plan (ahead) 
(possibly) might 
postponed (until later) 
(pre-)plan 
(pre-)recorded 
(present) incumbent 
(private) industry 
probed (into) 
proceed (ahead) 
protest (against) 
protrude (out) 
(rate of ) speed 
recur (again) 
refer (back) 
re&ect (back) 
repeat (again) 
reply (back) 
revert (back) 
rose (to his feet) 
(rough) rule of thumb 
(same) identical 
(separate) entities 
share (together) 
start (out) 
(still) persists 
(still) remains 
(suddenly) collapsed 
(suddenly) exploded 
(sum) total 
summer (season) 
swoop (down) 
(sworn) a)davits 
thorough (investigation) 
(true) facts 
(unintentional) mistake 
(usual) custom 
(young) lad 
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Practice: Removing Wordiness 

#e cause of wordy writing is using more words than needed to express ideas. Practice avoiding 
wordiness by crossing out unneeded words in the list below. 
during the course of 

at a distance of "ve feet 

engaged in making a survey 

this type of mistake 

during the year of 1982 

nine in number 

at the hour of 4:00 PM 

let me repeat again 

in the State of Florida 

at a later date 

remember the fact that 

I wish to take this opportuni-
ty to thank you for… 

Substitute one word or a shorter phrase for the longer one provided. 
we are in receipt of ________________________________ 
held a meeting ________________________________ 
due to the fact that ________________________________ 
made the announcement ________________________________ 
each and every ________________________________ 
a building located on Orange Avenue ________________________________ 
refer back ________________________________ 
with the exception of ________________________________ 
arrived at a decision ________________________________ 
at that point in time ________________________________ 
he was there in person ________________________________ 
forty acres of land ________________________________ 
very unique ________________________________ 
enclosed please "nd ________________________________ 
I am taking the liberty of sending you ________________________________ 
As per our conversation ________________________________ 
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Rules of Thumb 
1. You are writing for your _______________, not your _______________. 

2. _______________ writing is not necessarily _______________ writing. 

3. However, never sacri"ce _______________ for _______________. 

4. #e main quality of good writing is _______________. 

5. When giving instructions, remember to _______________ _______________. 

6. #e simplest, clearest sentence structure is: 
 
A____________ ➔ A____________ ➔ O____________ 

7. Sample speech: #e _______________ _______________ 

a. ____ words 

b. ____ one syllable long 

c. ____ <3 syllables 

d. ____ sentences 

8. A powerful tool for simplicity is the _______________. 

The Procedure-Writer’s Oath 
 I do solemnly swear to avoid excess verbiage, fancy phrasing, and long words and sentences. I will 

resist the temptation to display my grammatical mastery and linguistic skill. I will devote myself to the 
pursuit of short, clear messages. I will dazzle with speed and clarity. 

Keeping Sentences Short 
Bad: I worked with new law enforcement o&cers who were just entering the force and needed 
to learn techniques for identifying and interrogating suspects who they suspected of illegal 
activity. In my capacity, I trained them on these techniques. 
Good: I trained new law enforcement o&cers on techniques for identifying and interrogating 
suspects.  

Cutting your word count by 10% makes your writing clearer without losing information. 
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Dangling Modifiers  4
Conventionally, a participial phrase, prepositional phrase, in"nitive phrase, or an appositive 

phrase modi"es the nearest word in the same sentence. #e same is true for adjectival or adverbial 
phrases. If that noun appears in an earlier sentence, or doesn’t appear at all in the paper, the reader will 
become confused. #is situation is called a dangling modi"er. In the case of adverbs, adverbs should 
modify the nearest verb or the subsequent adverb or adjective in the same sentence. If not, it also is a 
dangling modi"er. 

Examples of Dangling Modifiers:  
Any short descriptive phrase in a sentence conventionally modi"es the closest noun in that sen-

tence. Your writing will confuse the reader if that phrase is positioned unclearly--even if the right 
word does appear in the same sentence. #is is a subtype of the dangling modi"er called a misplaced 
modi"er. 

I was late for the school bus again. Running for the bus, my book fell in the mud. 
(Was the book running for the school bus? It’s the only nearby noun beside mud.) 
Deciding to join the navy, the recruiter enthusiastically pumped Joe’s hand. 
(Was the recruiter deciding to join the navy? #e only other option is Joe’s hand.) 
Upon entering the doctor’s o&ce, a skeleton caught my attention. 
(Was the skeleton entering the doctor’s o&ce? #e only other option is my attention.) 

Examples of Confusing Misplaced Modifiers:  
If a phrase is describing, renaming, or elaborating upon a speci"c word, good writers do two 

things: a) #ey place this modi"er immediately beside the word it modi"es, and b) #ey make sure 
the word being modi"ed actually appears in the sentence. #e most dangerous misplaced one-word 
modi"ers are these examples: almost, even, hardly, just, merely, nearly, only, and simply. Usually 
present participles (-ing words that describe a noun) are the culprit in dangling modi"ers. 

She claimed yesterday she saw a UFO.  
(Did she see the UFO yesterday? Or did she make the claim yesterday? To be clear, we must 
rewrite the sentence.) 
#e assembly line workers were told they had been "red by the personnel director. 
(Did the personnel director tell the workers they had been "red? Or was he the one who actu-
ally "red them, and somebody else told them? It’s not at all clear.) 

Groucho Marx frequently used this technique for many of his jokes: “#e other day, I shot an ele-
phant in my pajamas. How he got in my pajamas, I’ll never know.” 

 Material taken from http://web.cn.edu/kwheeler/gram_dangling_mod.html 4

Copyright ©1998–2011 Dr. L. Kip Wheeler, from Carson-Newman College 
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Dangling Modifier Exercise 

All these sentences have at least one dangling modi"er. Find and "x them. 

1. To please the neighbors, some "reworks were set o! a day early. 

2. #ough only sixteen years old, the college accepted Martha’s application. 

3. Climbing up the ladder carefully, the frightened cat was brought down from the tree. 

4. A$er a quick change into my hospital gown, the nurse told me to relax. 

5. Before replacing any wall outlet, the electricity should be turned o!. 

6. Vegetables are an important part of your culinary repertoire. To be cooked well, you must 
steam vegetables. 

7. As a long sturdy rod, I know the Bassmaster 2000 is the best "shing pole available for %y-"sh-
ing. 

8. I have many fond memories of my Aunt Judy. While still a boy, my Aunt Judy and I went to 
the Dallas Cup Rodeo. For something so rustic, the event was quite exciting. 

9. Dentists provide many useful tips for your health. For instance, %ossing your teeth daily, gum 
disease can be prevented. 

10. Before engaging in strenuous aerobic exercise, warm-up activities are necessary. 
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Avoiding Jargon 
De"nition and rule of thumb: 

Determine whether each sentence below needs to be revised to remove jargon. Make any 
necessary changes or explain why the sentence works best as-is. 

1. As to your request, Emilie provided several references on the job application. 

2. Reply in the a&rmative if you wish for us to proceed in this matter forth with. 

3. Sarah expects to elucidate on our proposal at the department meeting Friday morning. 

4. To expedite the processing of your order, please include the appropriate information to contact you. 

5. The penultimate and ultimate reasons for hiring our firm are our proven adroitness and efficaciousness. 

6. We must operationalize the project before the end of the year. 

7. #e repurposing of the program will give it greater functionality. 

8. We must expedite the approval process before we can implement the changes. 

9. #e parameters are clearly set by management. 

10. Without management buy-in, this project will fail. 
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Using Pronouns Clearly  5
Because a pronoun refers back to a noun or takes the place of that noun, you have to use the cor-

rect pronoun so that your reader clearly understands which noun your pronoun is referring to. #ere-
fore, pronouns should: 

1. Agree in number 

If the pronoun takes the place of a singular noun, you have to use a singular pronoun. 
If a student parks a car on campus, he or she has to buy a parking sticker. 
(NOT: If a student parks a car on campus, they have to buy a parking sticker.) 

Note: #e words everybody, anybody, anyone, each, neither, nobody, someone, a person, etc. are sin-
gular and take singular pronouns. 

Everybody ought to do his or her best.  
(NOT: their best) 
Neither of the girls brought her umbrella.  
(NOT: their umbrellas) 

Note: Many people "nd the construction “his or her” wordy, so if it is possible to use a plural 
noun as your antecedent so that you can use “they” as your pronoun, it may be wise to do so. If 
you do use a singular noun and the context makes the gender clear, then it is permissible to use 
just “his” or “her” rather than “his or her.” 

2. Agree in person 

If you are writing in the “"rst person” (I), don’t confuse your reader by switching to the “second 
person” (you) or “third person” (he, she, they, it, etc.). Similarly, if you are using the “second per-
son,” don’t switch to “"rst” or “third.” 

When a person comes to class, he or she should have his or her homework ready. 
(NOT: When a person comes to class, you should have your homework ready.) 

3. Refer clearly to a speci"c noun. 

Don’t be vague or ambiguous like the bad examples below. 
Although the motorcycle hit the tree, it was not damaged. (Is “it” the motorcycle or the tree?) 
I don’t think they should show violence on TV. (Who are “they”?) 
Vacation is coming soon, which is nice. (What is nice, the vacation or that it’s coming soon?) 
George worked in a national forest last summer. #is may be his life’s work. (What word does 
“this” refer to?) 
If you put this sheet in your notebook, you can refer to it. (What does “it” refer to, the sheet or 
your notebook?) 

 Material taken from http://owl.english.purdue.edu/owl/resource/595/01/ 5

Copyright ©1995–2011 by OWL at Purdue University and Purdue University. All rights reserved. 
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Active vs. Passive Voice 
De"nition and rule of thumb: 

Determine whether each sentence below needs to be revised to avoid the passive voice. Make 
any necessary changes or explain why the sentence works best as-is. 

1. Before the semester was over, the new nursing program had been approved by the Curriculum 
Committee and the Board of Trustees. 

2. With "ve seconds le$ in the game, an illegal time-out was called by one of the players. 

3. Later in the day, the employees were informed of their loss of bene"ts by the boss herself. 

4. #e major points of the lesson were quickly learned by the class, but they were also quickly forgot-
ten by them. 

5. For several years, Chauncey was raised by his elderly grandmother. 

6. An unexpected tornado smashed several homes and uprooted trees in a suburb of Knoxville. 

7. I was surprised by the teacher’s lack of sympathy. 

8. “#e Yellow Wallpaper” was written by Charlotte Perkins Gilman. 

9. Participants in the survey were asked about their changes in political a&liation. 

10. Tall buildings and mountain roads were avoided by Raoul because he had a fear of heights. 
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Parallelism  6
Parallel structure means using the same pattern of words to show that two or more ideas have the 

same level of importance or at least closely relate. #is can happen at the word, phrase, or clause level. 
#e usual way to join parallel structures is with the use of coordinating conjunctions such as and or or. 

Creating Parallel Words and Phrases (Good) 
1. With the -ing (gerund) form of words: 

Parallel: Mary likes hiking, swimming, and bicycling. 

2. With in"nitive phrases: 
Parallel: Mary likes to hike, to swim, and to ride a bicycle. 
Also Parallel: Mary likes to hike, swim, and ride a bicycle. 

Note: You can use “to” before all the verbs in a sentence or before only the "rst one. 

Mixing Forms (Bad) 
• Example 1 

Not Parallel: Mary likes hiking, swimming, and to ride a bicycle. 
Parallel: Mary likes hiking, swimming, and riding bicycles. 

• Example 2 
Not Parallel:  
#e production manager was asked to write his report quickly, accurately, and in a detailed 
manner. 
Parallel:  
#e production manager was asked to write his report quickly, accurately, and thoroughly. 

• Example 3 
Not Parallel:  
#e teacher said that he was a poor student because he waited until the last minute to study for 
the exam, completed his lab problems in a careless manner, and his motivation was low. 
Parallel:  
#e teacher said that he was a poor student because he waited until the last minute to study for 
the exam, completed his lab problems in a careless manner, and lacked motivation. 

 Material taken from http://owl.english.purdue.edu/owl/resource/623/01/ 6

Copyright ©1995–2011 by OWL at Purdue University and Purdue University. All rights reserved. 
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Creating Parallel Clauses 
A parallel structure that begins with clauses must keep on with clauses. Changing to another pat-

tern or changing the voice of the verb (from active to passive or vice versa) will break the parallelism. 

• Example 1 
Not Parallel:  
#e coach told the players that they should get a lot of sleep, that they should not eat too 
much, and to do some warm-up exercises before the game. 
Parallel:  
#e coach told the players that they should get a lot of sleep, that they should not eat too 
much, and that they should do some warm-up exercises before the game. 
Also parallel:  
#e coach told the players that they should get a lot of sleep, not eat too much, and do some 
warm-up exercises before the game. 

• Example 2 
Not Parallel:  
#e salesman expected that he would present his product at the meeting, that there would be 
time for him to show his slide presentation, and that questions would be asked by prospective 
buyers. (active vs. passive voice) 
Parallel:  
#e salesman expected that he would present his product at the meeting, that there would be 
time for him to show his slide presentation, and that prospective buyers would ask him ques-
tions. 

Creating Parallel Lists 
Be sure to keep all the elements in a list in the same form. 

Not Parallel:  
#e dictionary can be used for these purposes: to "nd word meanings, pronunciations, correct 
spellings, and looking up irregular verbs. 
Parallel:  
#e dictionary can be used to "nd word meanings, common pronunciations, correct spellings, 
and irregular verbs. 
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Proofreading Strategies to Try 
Skim your paper, pausing at the words and and or. Check on each side of these words to see 
whether the items joined are parallel. If not, make them parallel. 
If you have several items in a list, put them in a column to see if they are parallel. 
Listen to the sound of the items in a list or the items being compared. Do you hear the same 
kinds of sounds? For example, is there a series of “-ing” words beginning each item? Or do 
your hear a rhythm being repeated? If something is breaking that rhythm or repetition of 
sound, check to see if it needs to be made parallel. 

Sentence Correction  7

Rewrite each of the sentences below to correct errors in parallelism. 

1. An actor knows how to memorize his lines and getting into character. 

2. Tell me where you were, what you were doing, and your reasons for doing it. 

3. Clark's daily exercises include running, swimming, and to li$ weights. 

4. To donate money to the homeless shelter is helping people stay warm in the winter. 

5. Jim not only likes working outside but also getting dirty. 

6. We followed the path through the forest, over the hill, and we went across the river. 

7. #e writer was brilliant but a recluse. 

8. A$er the party, we want to either go to a movie or the diner. 

 Material taken from http://www.towson.edu/ows/exerciseparal.htm 7

Copyright © 2004 Towson University, Writing Support Program. All rights reserved. 
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9. She told Jake to take out the trash, to mow the lawn, and be listening for the phone call. 

10. Marcie studied for the test by reviewing her class notes and she read her textbook. 

11. It is easier to tell the truth than lying to people you love. 

12.  For her birthday, Marsha received a cake, some clothes, and she got a new CD player. 

13.  Jim wanted to scare us by telling us a ghost story and he showed us a horror movie. 

14. #e witness described the suspect as tall, light-skinned, and with a beard. 

15. Spending the day with you is better than if we were apart. 

16.  Brian disliked not only playing baseball but also to run long distances. 

17. #e new house has a large porch, an eat-in kitchen, and the %oors are carpeted. 

18. #is plan is creative but a risk. 

19. I want neither your sympathy nor do I want your pity. 

20. Managing your money well is to be prepared for the future. 

21. Susie not only needs attention but also many compliments. 
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22. #e kindergartners are learning to read and writing. 

23. Doug taught his children the importance of knowledge, virtue, and working hard. 

24. To apologize is showing courtesy towards another's feelings. 

25.  Studying for the big exam is more important than if I watch that movie. 

26.  He wants neither to work nor does he want to pay the monthly bills. 

27. #e restaurant has a large menu, delicious spaghetti, and the prices are low. 

28. To save gasoline is acting responsibly about the environment. 

29.  #e light is bright but a bother. 

30. Hiking stresses your body but is enriching for your health. 
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Packing Sentences 
De"nition and rule of thumb: 

Example: 

Q. Operation with wet hands can cause a shock hazard due to moisture seeping inside. 

A. Dry your hands before use. Operation with wet hands may allow moisture to seep in and cause a 
shock hazard. 

Determine whether the instructions below needs to be repacked. Make any necessary 
changes or explain why the sentence works best as-is. 

1. Children should not be le$ alone or unattended in an area where an appliance is in use. #ey 
should never be allowed to sit or stand on any part of the appliance. 

2. Do not allow anyone to climb, stand, or hang on the door, storage drawer or cooktop. #ey could 
damage the range and even tip it over, causing severe personal injury. 

3. Before performing any service, disconnect the range power supply at the household distribution 
panel by removing the fuse or switching o! the circuit breaker. 

4. Do not store or use combustible materials, gasoline, or other %ammable vapors and liquids in the 
vicinity of this or any other appliance. 

5. Do not use water on grease "res. Never pick up a %aming pan. Turn the controls o!. Smother a 
%aming pan on a surface unit by covering the pan completely with a well-"tting lid, cookie sheet, 
or %at tray. 
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Turn-Offs  8

 Campbell, 126–27 8
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e never give refunds.
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 m
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!
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!
ese form

s are sim
ple to com

plete.

!
is com

plex m
achinery is actually 

easy to operate.
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tolerated and is grounds for 
term

ination.
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Part III: The Design 

Print vs. Online 

Tools of the Trade 
Styles 
Templates 
Headers & Footers 
Master Documents 
Consistency 
Visual Appeal (K.I.S.S.) 

Print-Based Web-Based

Advantages

Shortcomings

 27



Writing Procedures, Instructions, and Manuals Florida Institute of Government

Visual Clutter 
COMPENSABLE TRAVEL TIME 
Travel time is normally not compensable because it is considered part of an employ-

ee’s obligation to arrive at the plant on time by transportation of his or her own 
choosing. However, IF THE EMPLOYEE IS ASSIGNED A COMPANY VEHI-
CLE, the following types of travel time ARE compensable: 

1)If the employee begins the day receiving instructions at home from the dispatch-
er. In this case worked time begins with the receipt of the assignment. 

2)If the employee begins the day traveling from home to a job site. In this case, 
work time begins with the travel to the job site. 

3)If the employee ends the day by returning from a job site to the plant. In this case, 
worked time stops when the employee leaves the plant. 

4)If the employee ends the day by traveling directly from a job site to home, secur-
ing the company vehicle overnight. In this case, worked time stops when the employ-
ee arrives home. 
#e employee will be paid the lesser of (1) the time spent driving from home to the 

"rst worksite or (2) the time spent driving from the plant to the "rst worksite. 
If the employee voluntarily drives the company vehicle to and from home each day, 

or does so at his or her own request, the employee will be paid the lesser of (1) the 
time spent driving between home and the "rst/last work site or (2) the time needed 
to drive between the plant and the "rst/last work site. #is is in addition to trips be-
tween work sites. 

NON-COMPENSABLE TRAVEL TIME 
Travel time between the employee’s home and the plant at beginning and end of the 

workday is not compensable. #is is considered normal travel to the job and is the 
employee’s responsibility. 

RECORD KEEPING 
Payroll must maintain records of all the time employees spend traveling if employ-

ees use company vehicles to travel between their homes and service calls. 

What visual problems can you identify in this example? 

  ____________________________________________________________________________

  ____________________________________________________________________________

  ____________________________________________________________________________

  ____________________________________________________________________________

  ____________________________________________________________________________
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COMPENSABLE TRAVEL TIME 

Travel time is normally not compensable because it is considered part of an em-
ployee’s obligation to arrive at the plant on time by transportation of his or her 
own choosing. However, if the employee is assigned a company vehicle, the fol-
lowing types of travel time are compensable: 

1. If the employee begins the day receiving instructions at home 
from the dispatcher. In this case worked time begins with the re-
ceipt of the assignment. 

2. If the employee begins the day traveling from home to a job site. 
In this case, work time begins with the travel to the job site. 

3. If the employee ends the day by returning from a job site to the 
plant. In this case, worked time stops when the employee leaves 
the plant. 

4. If the employee ends the day by traveling directly from a job site 
to home, securing the company vehicle overnight. In this case, 
worked time stops when the employee arrives home. 

#e employee will be paid the lesser of (1) the time spent driving from home to 
the "rst worksite or (2) the time spent driving from the plant to the "rst worksite. 

If the employee voluntarily drives the company vehicle to and from home each 
day, or does so at his or her own request, the employee will be paid the lesser of 
(1) the time spent driving between home and the "rst/last work site or (2) the 
time needed to drive between the plant and the "rst/last work site. #is is in ad-
dition to trips between work sites. 

NON-COMPENSABLE TRAVEL TIME 

Travel time between the employee’s home and the plant at beginning and end of 
the workday is not compensable. #is is considered normal travel to the job and is 
the employee’s responsibility. 

RECORD KEEPING 

Payroll must maintain records of all the time employees spend traveling if em-
ployees use company vehicles to travel between their homes and service calls. 

What improvements can you identify in this example? 

  ____________________________________________________________________________

  ____________________________________________________________________________

  ____________________________________________________________________________
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Elements of the Text 
Headers and Footers 

❏ subject/title 

❏ e!ective date 

❏ page number 

❏ responsible unit 

❏ superseded by 

❏ revision information 
(date, rev/new) 

❏ document number/
name 

❏ issue date 

❏ issuer 

❏ distribution 

❏ con"dentiality 

Sections of the Text 

❏ purpose 

❏ scope 

❏ authority 

❏ de"nitions 

❏ procedure or instruc-
tions 

❏ background 

❏ content or overview 

❏ applicability 

Stylistic Decisions 

❏ font and size 

❏ emphasis (bold, ital-
ic, capital, underline) 

❏ line and paragraph 
spacing 

❏ justi"cation 

❏ indentation and lists 

❏ margins 

❏ columns (number, 
use, and gutters) 

❏ bullets and number-
ing (style, use) 

❏ screenshots/graphics 
(and captions) 

❏ margin notes 

❏ color 

❏ headings 

❏ table of contents (au-
tomate!) 
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Presentation of Procedures 

for Policies for Procedures

Short/Simple Long/Complex Short/Simple Long/Complex

Single-Column 
Narrative ✔ ✔

Multicolumn 
Narrative ✔ ✔

Outline ✔ ✔ ✔ ✔

Playscript ✔ ✔

Flowchart ✔ ✔ ✔

Q&A ✔ ✔ ✔ ✔

Troubleshooting ✔ ✔

Matrix Table ✔ ✔

List ✔ ✔ ✔ ✔
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Narrative 

 

Pros Cons When to Use
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Outline 

 

Pros Cons When to Use
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Playscript 

 

Pros Cons When to Use
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Playscript in Context on Formatted Page 
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Flowchart 

 

Pros Cons When to Use
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Question-and-Answer 
Standard Narrative Q&A 

 

Two-Column Abbreviated Q&A 

 

Pros Cons When to Use
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Troubleshooting 

 

Pros Cons When to Use
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Matrix Table 

 

Pros Cons When to Use

 39



Writing Procedures, Instructions, and Manuals Florida Institute of Government

Part IV: The Process 

Overview of Documenting Instructions 
Prepare 

Brain dump (mind map, not outline) 
Wait 
Review (with colleague, if possible) 

What’s missing? 
What’s super%uous? 

Group the information/activities 
Find a logical order (might not be chronological; ask why something is next) 
Outline the process (use fragments) 
Expand with explanations, where needed 

Compose the Document 
Choose the format (see Part III) 
Dra$ the process 

Verify 
Check data accuracy 
Check against any originals (especially numbers) 
Find guinea pigs 
Test and observe 
Revise and repeat testing 
Proofread 
Proofread again (seriously) 

Publish! 
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Prewriting 

 

Mind-Mapping 
Allow about '.–') minutes. 
Don’t worry about grammar, spelling, neatness, or limitations. Anything goes. 
Organization comes later; during a brain dump, see how much comes to mind. 
Working with others can help brainstorm, but writing can’t keep up. Go solo "rst. 

Outlining 
Keep it simple; resist complete sentences. 
Emphasize the organization of your information, not the completeness. 
Processes work from a ____________, not toward a ____________. 
Write with the ____________ in mind and work to clarify what’s ____________. 
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Verification of the Document  9
!uestions to Answer 

❏ Is the document understandable and useable? 

❏ Does the procedure work? 

❏ Can the user follow the steps in the correct order? 

❏ Do the steps require any backtracking? 

❏ Are warnings clear and presented at the appropriate time? 

❏ Can the user take action quickly a$er reading? 

Trouble to Look for During Testing 

❏ excessive time spent 

❏ guesswork 

❏ hesitation 

❏ improvisation 

❏ omissions and errors 

❏ page %ipping 

❏ rereading 

❏ trouble locating equipment, parts, or on-screen information 

 Campbell, 284–85 9
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Editing Checklist  10

#e best way to avoid editing headaches a$er a document is written is to develop a strong and 
thorough template and style before you begin. #e more consistency you build into the document, 
the less you need to check a$er it is written. A good stylesheet allows editing to focus on writing, not 
on looks. 

What to Check While Editing 

❏ visual appeal 
❏ consistency 
❏ usage 
❏ grammar 
❏ vocabulary 
❏ punctuation 
❏ organization/%ow 
❏ formatting 

Reducing Editing Stress 

If editing on paper: 

❏ label the printouts with revision, dra$, or timestamp 
❏ print double- or triple-spaced 
❏ use noticeable ink colors 

If editing on the computer: 

❏ use Word’s “track changes” feature 
❏ agree to prefer comments or changes before-hand 
❏ put revision or dra$ number in the "le name 

In all cases: 

❏ read backward for language; forward for process 
❏ read aloud, when possible 
❏ pause between composition and editing (a day or two, if possible) 
❏ read one section at a time 

 Campbell, 286–87 10
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An Editor’s Eye: The Color Hunt 
#is exercise will help your concentration and ability to overcome the restrictions of habit that keep 
you from seeing what is actually in front of you! Find the color in each sentence. 

1. Newspaper editors decided to go on strike.   (Red; get it? Now you "nd the rest!) 

2. A big, old hungry dog appeared at our door every morning. 

3. #e Brazilian student, Paulo, lives just around the corner from us. 

4. You shouldn’t let an upstart like him bother you. 

5. He let out a big yell, owing to the injuries he received when he fell.   

6. #e cop persuaded him not to create a disturbance.  

7. La Jolla venders decided to cut their prices in half. 

8. Long rayon fabrics were loaded on the truck.  

9. You shouldn’t sell this fossil very cheaply because it is a rare specimen.   

10. #e new law hit everybody’s pocketbook pretty hard. 

11. Bob’s car let out dark fumes when he tried to drive it up the steep hill. 

12. He decided to leap, in keeping with the agreement reached with the referee.   

13. #e old ogre entered the argument with obvious relish. 

14. A huge dog called Lobo ran gently toward me.  

15. #ey ate lime jell-O for dessert. 

16. A$er you’ve let the cat in, dig out the buried treasure. 

17. A$er you wipe the sweat o! your brow, nestle a little closer to me. 

18. #ey wanted to stay on the island of Crete a little longer. 

19. She always adds cream to her co!ee. 

20. #e ability to check for errors is a quality worth having. 
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