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TABLE 1 Survey Questions

Open-Ended Survey Questions Usable Responses

What do you like about the PBS HR User Desk Manual or PSC Purchasing and
Payables Training manual?
What do you diglike about the PBS HR User Desk Manual or PSC Purchasing and
‘ Payables Training manual?
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Support)
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Support)

TABLE 3 Perceived Usability of ERP
Training Manuals for Task Support

Positive Negative
Comments Comments
(%) (%)

Reference 45
Step-by-step 39
Screen shots 13
Explanation

Completeness

Currency
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Perceived usefulness of the ERP
training manuals

> 65% like, 57% dislike to the following:

The manual provides useful information

I’d recommend that other people in my group use
the manual as a resource



Perceived usefulness of the ERP
training manuals (cont.)

> The manuals could be improved by:
Adding the offline process

Provide trouble s
> 10% dislike res

nooting content
pondents didn’t use manuals

elther because “obsolete” or “no help for
trouble shooting”



Summary

> Positive comments

Users consider task support more important than
other characteristics

Most significant in task support are availability of a
reference, step by step guides



Summary

> Negative comments:
1st- Task support
2nd- Learnability and Navigation
3rd- Presentation
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|_essons to be learned

Doc should focus on organization-specific
DUSINESS Processes

Role-based training

~AQ

> Out-of-date info should be avoided
> Most recent version available for download
> Search ability in online version manual



|_essons to be learned

> Popular online step-by-step guides could be
made more usable with a search engine

> Getting start, Reference, Advanced manuals
> Using hyperlinks

> Online data dictionary

> Use of color-coding tabs.

> Soliciting feedback on the manuals



Conclusion

> The results of this study are generalizable to
other organizations and industries.

> Users need “process-centric” documents

> Documentation 1s small part of the budget but
naving high impact on learning and
troubleshooting the ERP system.
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Thank you for your listening
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