UNIVERSITY JOF
e ras University of Nebraska at Omaha

Omaha DigitalCommons@UNO

Publications Archives, 1963-2000 Center for Public Affairs Research

8-1984

Automated Word Processing Requirements for the City of Omaha,
Nebraska

Donald F. Norris
University of Nebraska at Omaha

Follow this and additional works at: https://digitalcommons.unomaha.edu/cparpubarchives

6‘ Part of the Demography, Population, and Ecology Commons, and the Public Affairs Commons
Please take our feedback survey at: https://unomaha.az1.qualtrics.com/jfe/form/
SV_8cchtFmpDyGfBLE

Recommended Citation

Norris, Donald F., "Automated Word Processing Requirements for the City of Omaha, Nebraska" (1984).
Publications Archives, 1963-2000. 215.
https://digitalcommons.unomaha.edu/cparpubarchives/215

This Report is brought to you for free and open access by

the Center for Public Affairs Research at

DigitalCommons@UNO. It has been accepted for

inclusion in Publications Archives, 1963-2000 by an

authorized administrator of DigitalCommons@UNO. For r
more information, please contact @

unodigitalcommons@unomaha.edu.


http://www.unomaha.edu/
http://www.unomaha.edu/
https://digitalcommons.unomaha.edu/
https://digitalcommons.unomaha.edu/cparpubarchives
https://digitalcommons.unomaha.edu/cpar
https://digitalcommons.unomaha.edu/cparpubarchives?utm_source=digitalcommons.unomaha.edu%2Fcparpubarchives%2F215&utm_medium=PDF&utm_campaign=PDFCoverPages
https://network.bepress.com/hgg/discipline/418?utm_source=digitalcommons.unomaha.edu%2Fcparpubarchives%2F215&utm_medium=PDF&utm_campaign=PDFCoverPages
https://network.bepress.com/hgg/discipline/399?utm_source=digitalcommons.unomaha.edu%2Fcparpubarchives%2F215&utm_medium=PDF&utm_campaign=PDFCoverPages
https://unomaha.az1.qualtrics.com/jfe/form/SV_8cchtFmpDyGfBLE
https://unomaha.az1.qualtrics.com/jfe/form/SV_8cchtFmpDyGfBLE
https://digitalcommons.unomaha.edu/cparpubarchives/215?utm_source=digitalcommons.unomaha.edu%2Fcparpubarchives%2F215&utm_medium=PDF&utm_campaign=PDFCoverPages
mailto:unodigitalcommons@unomaha.edu
http://library.unomaha.edu/
http://library.unomaha.edu/

AUTOMATED WORD PROCESSING REQUIREMENTS
FOR THE
CITY OF OMAHA

by

Donald F. Norris

%AUR

Center for Applied Urban Research
University of Nebraska at Omaha

August, 1984

The University of Nebraska--An Equal Opportunity/Affirmative Action Educational Institution



TABLE OF CONTENTS
Page

Introduction..sssesronnnnsersssnssannsrssosssnssssssannesnsas 1
Existing Situation.ieissseesionerssnorerenssssnsossnssnassssanns 1
What is Word ProCesSsSing?.iveesssssassssnessssssssssssssonnsas
Omaha's Word Processing RequirementiS..ieesssessssrsocosananss

City Counciln--l-u---llu'u...00.00.0....------..-.00O..lo.tl

2
I
5
Finance Department...... tessersesaananan et rresassassessanns b
Human Relations Department.......eciveeees... seesrsssnsesnass 9
Labor RelationS..csceeenenerarsssssssnsoesan T
Law Department...ceeiveceeaan. Pasararassresessaaaaanaana senses 10
MEYOrTS OF FICEe s ansssansonnnrenneennnsennnnens R &
Mayor's Action Office........ thsar e serseessrasenassea I
Parks, Recreation, and Public Property Department...... I
Personnel Department....... Tesera e et eana O =
Planning and Community Development Department......coeevea.. 13
Public Safetyiieesssncecccssnsnnsan s s s s s e s ettt er e nnn s »es 15
Public WorkS.:.eeev v v iannnnnnn Gt s easensraneens seesenssesssss 15
Additional Considerations....ceeeseeeacnns crreiraeaaeaaas )

Secretarial Questionnaire...c.... s s s s s as e s E e unanas vesssee 20

FOOLNOBESen e cssceensssnnesecananans G r e s s sereseseesennsanns veo 28

Appendix...ceeeesanassssassssinntssnnasas serere et st rerersann . 29
Appendix A - Summary of Work Station Requirements......... 30
Appendix B - Typing Load in Studied Departments....... eess 33
Appendix C - Cost Effectiveness of Automated

Word ProcessSing..csssscisansansssssssvsssssses 30
Appendix D -~ Questionnaires and Data Collection Forms..... 42

i



AUTOMATED WORD PROCESSING REQUIREMENTS
FOR THE
CITY OF OMAHA

Introduction

On April 1, 1984 the Center for Applied Urban Research
initiated a study of the requirements for automated word
processing for the city of Omaha. The study involved the
collection and analysis of information regarding the amount and
kind of typing activities in each city department in the civiec
center. The purpose was to determine whether automated word
processing would be feasible and practical in these depariments
and, if s0, how many word processing work stations and printers
would be required.

Data ceollection forms and a questionnaire were distributed to
all secretarial/clerical personnel in civic center departments
with instructions to complete these forms for a typical one-week
period. In addition, CAUR staff personally observed the work of
most of the secretarial/clerical employees. The findings and
recommendations that follow are based on data from the obser-

vations, questionnaires, and survey Instruments.

Existing Situation

Preparation of reports, correspondence, standard forms, re-

petitive letters, and other documents in most city hall depart-

The author wishes to thank Robert Hober and Tammy Wiles for
assisting in data collection and analysis and conducting obser-
vations in various city offices.
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ments is done by secretarial/clerical personnel using electric
typewriters. This is true for all departments except for the
mayor's office and the personnel department which have two auto-
mated word processing work stations each, the city council which
has one memory typewriter, the planning and community development
department which uses data processing terminals connected to the
Douglas County computer system for the issuance of building per-
mits, and the Word Power division of the finance department which

uses six memory typewriters.

What is Word Processing?

Automated word processing differs from the preparation of
typed material on electric or even memory typewriters in several
ways. First, the equipment itself is different. Instead of
typewriters, secretarial/clerical personnel use computer-like
devices known as word processors or word processing wWork sta-
tions. These look 1like small (usually 12 inch) television
screens with typewriter style keyboards attaohed,’although the
~ keyboards also have numerous additional keys for such things as
cursor control, numeric data entry, and speclal functions. This
equipment also includes a printer that 1is physically separate
from but electronically connected to the computer device that
powers the system.

Text and data are entered onto the screen and into the
system's computer memory and magnetic storage system through the

keyboard. Changes can be made to entered material (including
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ma jor changes like moving entire paragraphs, inserting and
deleting material, changing words throughout, correcting margins,
verification of spelling, and much more) before a document is
printed and also after an author has made changes in printed
material. Only those items in a document that need <changing or
correction are touched, and the rest of the text is left alone.
This is in contrast to use of a typewriter where entire pages may
have to be retyped in order to correct one or two words or lines
or to make other changes.

Automated word processing is especially useful in situations
where second and third drafts of material must be prepared, where
repetitive documents (letters, standard forms, and the like) must
be typed, where large mailings of standard materials are under-
taken, where lengthy reports or other documents are prepared and
revised, for general correspondence, and many other purposes.
Indeed, there is little for which a typewriter is used that word
processing is not well-suited and may be more cost-effective.
About the only time word processing may not be cost-effective is
if it i1s implemented solely for the creation of original material
that will not be revised and for which additional typed original
copies are not required.

In addition.to the text editing capability that word pro-
cessing provides and its usefulness when producing repetitive
documents, output productivity improvements of 200 to 400 percent
have been reported with the use of word processing.1 According
to one of the most authoritative sources 1in the Iindustry,

Datapro, word processing advantages include:2



Increased office efficiency resulting in improved
secretarial support fer all executives and/or word
originators;

Higher quality typed output based upon more
advanced equipment;

Higher utilization of installed office machines;
Improved human resource utilization with better
control and supervision of secretarial personnel

through a word processing center; and

Greater career opportunities for secretaries and
clerical personnel.

Alsc, Datapro says that productivity improvements result
from:
Reduced retyping time for error-free hard copy;
Facilitation of document revision/change;

Faster output speeds (from 1-120 pages per minute
depending upon the output device);

Reduction in amount of proofreading required;

Leveling of peaks and valleys in an otherwise
unpredictable workload when dictation equipment is
used; and

Elimination of the retyping step for photocomposi-
tion input (when required).

Omaha's Word Processing Requirements

In the next few pages, the requirements for automated word
processing for the departments of Omaha city government located
in the Omaha-Douglas Civic Center will be presented. These will
include a brief summary of the study team's observations and the
data collected on typing activity in the departments. Figure 1

in the Appendix summarizes the typing activity in each department
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by secretarial/clerical position as reported on the data collec-
tion forms.

A low volume of typing reported for any of the departments
should not be interpreted as indiecating that staff are inactive
or unproductive. The principal concern of this study was to
identify the need for word processing, so the study team focused
almost exclusively on typing activity and did not record or ana-
lyze the myriad other jobs done by the personnel observed. Thus,
other work, involving such things as answering the telephone,
opening and sorting mail, filing, photocopying, undertaking
buéiness—related errands for professional staff, proofreading,
responding to questions from the public and other employees, and

much more, is not reported here.

City Council

The city council's secretarial/clerical staff of two was
observed during the weeks of May 7, 14, and 21. A total of 3.5
observation hours occurred. During this period 52 minutes of
typing was observed.

Much of the work of these persons involves typing repetitive
letters. They also answer the telephone and respond to questions
and requests from council members and aides, Councill members
have expressed the desire for the capability to do large mallings
that present equipment cannot handle.

Based on the type of work involved in this office and the
relatively high use of the typewriters reported in the survey of

typing (14 hours for one position and 18 hours for the second
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position in one week) and the large volume of typing (203 and 269
document pages and envelopes, respectively), two word processing
work stations and one letter quality printer with a dual sheet
feeder and an envelope printer would be optimal for this office.
However, should budgetary or other constraints preclude acquisi-
tion of the optimal configuration, then one work station and a
letter quality printer with a dual sheet feeder would be the

minimum for the c¢city council office.

Finance Department

Administrative area. Observation of three secretarial/

clerical positions occurred during the weeks of April 30 and June
L for a total of four hours, during which 45 minutes of typing
was observed. These persocns alsc answered the phone and
responded to requests from other staff peraonnel in the depart-
ment. During the observation period, these persons were heavily
involved in activities surrounding annual budget preparation, and
thus the reported and observed typing may somewhat understate the
average typing locad in this department.

Data from the survey also suggest a relatively limited typlng
volume for these positions., One reported no typing during the
survey week, 9.5 hours of typing for 46 documenft pages and
envelopes were reported for the second position, and 17.5 hours
and 67 document pages and envelopes for the third.

Based on available data, the need for a word processing work

station for the administratlive area of the finance department is
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marginal. Should a higher typlng volume be documented at a later
date, 2 single work station and letter quality printer could be

implemented.

Purchasing division. Very little general typing was reported

by or observed in this division. Most of the typing work by the
four secretarial/ clerical positions related to standard forms
and documents associated with purchasing activities. As has been
recommended in a previous reportB, Omaha should implement an
automated and fully integrated financial management system
including a computerized purchasing module. Such a module would
serve substantially to automate the activities of this division.

Presently, the only practicable use for word processing would
be in the preparation of bid specifications. However, these may
just as efficlently be prepared in the word processing division
with proper Ilnstructions from the purchasing division.

Because of the low volume of typing in this division, ifs
real need for data processing, and the potential to use word
power for bid specification development, no word processing
equipment is recommended here.

Word processing division. This division currently is the

city's central word processing office. It operates six memory
typewriters equipped with floppy disk drives. These systems lack
full view display screens for on-screen editing, and when the
typewriter is printing the system cannot be used for typing. As
a result, these systems do not provide their users with either

the capabilities or efficiencies of full word processing systems.
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Observation during the weeks of May 9 and 14 plus the
returned typing survey sheets documented a high level of typing
in this division. For example, the six positions reported from
15 to 28 hours of typing (or data entry) not including time
required to print entered materials, and from 93 to 269 document
pages and envelopes typed. Also, information provided by the
word processing supervisor indicated that the personnel in this
division are involved 1in billable work an average of approxi-
mately 75 percent of their time.

The recommendation for this department is for six modern word
processing stations for the six staff persons and for two letter
quality printers and a draft quality matrix printer. Considera-
tion should be given for using one of the letter quality printers
as an envelope printer. The other letter quality printer should
be equipped with an automated dual (or multiple) sheet feeéder.

The city should give serious consideration to eliminating the
$16 per hour charge-~back to other departments for the work done
by the word processing division. This charge-back provides a
powerful disincentive to other departments for use of the capa-
bilities of this division.

As the new word processing equipment is implemented in  this
division and increased document ocutput productivity occurs,
greater capacity for word ©processing will exist there.
Elimination of the charge-back coupled with a city-wide policy
regarding use of centralized word processing should ensure that

this additional capacity is effectively employed.
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This policy should be addressed to department heads and
should indicate the types of documents suitable (or required) for
production in the word processing division versus those for
completion in the departments. One example already cited might
be that the purchasing division's bid specifications should be
handled by the word processing division. Another might be that
any lengthy document that requires retention and periodic revi-
sion, such as a plan, ordinance, or the like, should be produced
by this division.
Posgsitive assurances also need to be given the staff in this
division regarding retention of their jobs. These are dedicated,
efficient, long-term employees who are currently quite concerned

regarding the direction and outcome of this study.

Human Relations Department

Observations in this department during the week of May 7 as
well as data from the typing survey forms indicate a relatively
low level of typing activity by the three secretarial/clerical
positions. No Justification can be found at present to recommend
word processing equipment for this department. Indeed, it should
continue using the word processing division for its volume fyping

activities (e.g., settlement agreements, transcripts, etc.).

L.abor Relations

Like human relations, obhservations and the survey in the
labor relations department documented a relatively low level of

typing that does not Jjustify automated word processing.
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Law Department

The law department served as the study team's pilot depart-
ment, and data were collected and perscnnel observed there over
three different periocds. This was done in order to test and
refine the data c¢ollection instruments and methodology. The
study team is especially appreciative of the cooperativeness of
the personnel in the law department and their help in the early
stages of this study.

Observation of and data collected from the five secretarial/
clerical persons in this department suggest the initial need for
three word processing work stations and a single letter quality
printer with a dual sheet feeder. (Three positions alone were
cbserved to have typed over 70 hours during one week, producing
from 157 to 256 document pages and envelopes.) A more optimal
configuration would include a fourth work statlon and possibly a
second letter quality printer. Acquisition of a second letter
gquality printer should occur only after experience with a single
printer in this department demonstrates the inadequacy of this
configuration, e.g., printing backlogs or conflict over printing
priorities. With the optimal configuration, three work stations
should be installed in the secretarial/elerical pool area and one
with the c¢ity attorney's secretary.

This department should give serious consideration to two
important physical and administrative changes. The typing pool
(if this is the proper term) should be moved to a physically

separate location. At present it occupies what is essentially an
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open hallway. This location causes the severe and, in the view
of the study team, largely unnecessary interruptions of work.

Second, professicnal staff in this department need to be more
mindful of the secretarial/eclerical personnel who work for them.
Professional staff frequently interrupt the work being done by
the secretarial staff and often abruptly change the nature of the
activity being performed, e.g., from ¢typing to filing, fron
typing to dictation, etc. The added capacities and efficiencies
provided by the implementation of automated word processing will
not be fully realized unless professional personnel learn to use

the secretarial staff more effectively and sensitively.

Mayor's Office

The mayor's administrative office currently has three
secretarial/clerical positions (exclusive of the receptionist)
and two automated processing stations with one letter quality
printer with dual sheet feeder.

The three secretaries in the mayor's office reported 24,
13.5, and 14 hours of typing and production of 439, 129, and 105
document pages and envelopes during the week that data were
colliected. Observation during the week of May 9 confirmed a high
volume of typing activity, much of which involves correspondence
and envelope typilng.

For this office, a third word processing work station for use
by the mayor's appointments secretary (for scheduling and as an
additional or back-up word processing station) and an envelope

printer are recommended. The volumes of activity in the mayor's



12
office plus the added capability provided by an automated

scheduling system are the justifications for this recommendation.

Mayor's Action Office

A typing survey form was not submitted to this office, but
its activity was observed by the study team. No word processing
equipment is recommended here. However, consideration should be
given to an automated complaint handling system using a data pro-

cessing capability, as has been previously suggested.u

Parks, Recreation, and Public Property Department

Obgservation of three secretarial/clerical positions in this
department occurred during the week of May 31. Both the obser-
vation and the survey forms returned by the personnel suggest a
relatively low Gtyping level. In two hours of observing three
positions, 43 minutes of typing was recorded. The survey forms
showed 17.5 and 15.0 hours of typing and 78 documents and
envelopes each for two positions. The third position reported
minimal typing.

No word processing work stations are recommended for this
department. If the typing volume increases in the future and
additional evaluatlions confirm this, then consideration should be

given to implementing word processing in the parks depariment.

Personnel Department

Observation occurred in this department during the weeks of

April 30 and May 14 for a total of 5.5 hours. Five positions
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Wwere observed. One of the department's two word processing work
stations was in wuse at that time, and personnel were being
trained to use the second station.

Two recommendations can be made based on the survey data and
the observations. First, the second word processing work station
should be implemented as soon as possible and should be used by
the benefits secretary and personnel becard secretary. Second,
this study repeats the recommendation of an earlier report that
this department should implement automated data processing at the

earliest possible time.5

To do so will improve the efficiency of
record keeping and record management and will enable the depart-
ment to produce more timely and useful reports on personnel
management activities in Omaha.

Word processing work stations will help the department in the
areas for which word processing 13 besat suited. For efficient
and effective perscnnel management in an organization as large as
the city of Omaha, however, fully automated perscnnel management
software resident on a large interactive computer system is

needed.

Planning and Community Development Department

This was the largest and in many ways the most complex of the
departments analyzed in this study. For example, 1t includes 1i4
full- and part-time secretarial/clerical positions in four main
divisions and the director's office. (Survey data were collected

for 12 of these positions.)
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A total of 14 hours of observation occurred during the weeks
of April 30 and May 21 resulting in five hours of typing among
the several positions observed. Six positions were observed in
the permits and inspections division. This area is very busy
due to heavy phone and counter traffic. It 1s already partially
automated with a system connected to the Douglas County mainframe
computer that records and prints permits. Very little typing on
conventional typewriters was seen. The planning board/rezoning
subdivision section 1is staffed by three secretaries. Each
handles a different board that requires recording and typing of
minutes. Two of the secretaries were involved in handling 23
cases for the zoning board of appeals requiring 1,000 notifica-
tion letters and envelopes during the period observed.
Housing and community development 1is another busy division.
Due to staff size and complexity of the work, the secretaries in
this area stay occupied. Four secretaries are each assigned

various duties, i.e., condemnations, board meetings, or selling

of properties. Much of <their typing is repetitive letters,
contractas, and forms. The director's secretary was observed for
one hour, Muech of her Jjob involves typing correspondence,

reports, and other documents,

Data from the surveys confirmed the relatively heavy amount
of typing 1in this department. For example, six positions
reported typing 200 or more document pages and envelopes in the
week studied, and one position alone typed over 400 envelopes.
Total typing hours reported by the busiest typists were 10, 10,

12, 14, 16, 19, and 23, respectively. This means that half the



15
secretarial/eclerical staff in this department spent no less than
25 percent of their time actually typing, and two of them spent
about half of their time typing.

Four word processing work stations are recommended as a mini-
mum configuration. Two work stations and a letter quality
printer with a dual sheet feeder and an envelope printer should
be located with the zoning board/planning board secretaries for
use in creating minutes and other documents for these boards and
for sending notifications for hearings on property reclassifica-
tions. The third and fourth work stations and a letter quality
printer and dual sheet feeder should be located in the community
development section of the department for use 1In community
development and related activities and for typing reports and

correspondence.

Public Safety

Observation in this office and the returned survey form con-
firm that this office dees not require a word processing work

station.

Public Works

Five hours of observation time was spent in this department
during the weeks of April 30 and June Y4, and four secretarial/
clerical and one data input position out of a total of seven such
positions were observed. Survey data were collected from all

seven and showed that three positions reported substantial



16
amounts of typing (23, 17, and 14 hours for production of 393,
637, and 44 document pages and envelopes, respectively).

The initial word processing configuration for this department
should be two work stations (one for the department head's
secretary and one in the administrative section) and a single
letter quality printer with dual sheet feeder. A third work sta-
tion could be added at a later date 1f typing volumes increase to
the point that the two secretaries have difficulty sharing the

work station in the administrative area.

Additional Considerations

Continued use of centralized word processing. Centralized

word processing (the city finance department's word processing
division) can exist alongside the decentralization of automated
word processing in the major cilty dgpartments. This will be
facilitated if the $16 per hour charge-back to city departments
for this division's work is eliminated and if a cilty-wide policey
on use of this division (e.g., for lengthy reports, repetitive
work, council documents, ete.) is promulgated and enforced.
Training., Secretarial/clerical personnel cannot be expected
to learn to operate automated word processing systems without
training. A ready resource exists in the city to provide that
training. This is the staff of the word processing division who
are already a repository of much of the city's word processing
expertise. Once they are trained on and become adept with the
new word processing equipment and software, they can become

trainers of other personnel. They can also provide refresher
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training and be available to answer periodiec questions from and
provide technical consultation to the departments.

Documentation. Many departments that begin to use automated

word processing (law, public works, and planning and community
development in particular) will need to develop users' level
documentation particular to those departments. This documen-
tation, preferably in the form of indexed loose leaf notebooks
that can be updated, should include all standard forms, form
letters, standard notifications, standard documents, and document
paragraphs and c¢lauses that are regularly and repeatedly used in
these departments. Both professional staff and secretarial/
clerical personnel should be involved in the development of these
manuals. Also, because of their experience and expertise, staff
from the word processing division should be called upon to assist
the departments in developing this documentation.

Job elassification. With the implementation of automated

word processing the issue will arrive whether existing
secretarial/clerical job classifications are appropriate for per-
sons using automated word processors or whether new Jjob descrip-
tions (and possibly pay rates) should be instituted. Good
arguments can be made on both sides of this issue, but resolution
of this problem is beyond the scope of this study. The issue
should be referred to the job classification study that is to be
undertaken for the personnel department in the near future.

Phased implementation. For budgetary reasons and also

because the simultaneous installation of between 17 and 21 word
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Given the proper software, the interconnection of distributed
equipment devices through a central CPU (and possibly central
disk unit) can enable them to communicate with one another (e.g.,
sending messages) allows one office such as the word processing
division to create draft documents for printing and revision by
the 1nitiating department. This also permits numerous users
access to the same data base on disk on the central system.
Shared logic units are generally preferable in large organi-
zations because of their communications and data and text sharing
capabilities., According to Auerbach, "The per-station cost (of
shared logic systems) can be much lower than that of a system
ni

configured ffom several stand-alone units.

Monitoring. Finally, document production in the departments

that implement word processing should be monitored periodically
{(preferably using the data collection forms and methods employed
in this study) to determine what, if any, productivity improve-
ment has occurred, to identify and resolve any problems that may
arise, and fto determine 1f additicnal work stations and printers

are required in various city departments.
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processing work stations and the training of a large number of
secretarial/clerical personnel to operate these systems would be
unrealistic, implementation of the recommended systems should be
phased in over a periliod of several months. The suggested order
of implementation is:

First phase
Mayor's office

City council
Word processing division

Second phase

Law department

Planning and community development department
Publie works department

Third phase6
Police division
Fire division

Shared logic v. stand alone systems. One important decision

that the city must take prior to Iinitiating procurement of the
work stations recommended in this report 1s whether to acguire a
shared logic word processing system with the requisite number of
terminals (work stations) and printers or to acquire separate or
stand-alone units for the various departments. The main feature
that distinguishes shared logic and stand-alone systems is that
in a shared 1logic system, equipment devices (e.g., CRT's and
printers) that are distributed among various departments are
attached to a common computer central processing unit (CPU) and
possibly some degree of central computer storage (usually rigid
disk). CRT's in a shared logic system may also have a degree of

local intelligence (memory) and storage (floppy disk).
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Secretarial Questionnaire

In additicn to being cobserved by the study team and recording
their actual time spent on typing and related activities, all
secretarial-clerical personnel were asked to complete a question-
naire concerning their jobs and their knowledge of and attitudes
toward automated word processing. A summary of responses 1is
presented here.

Question 1 asked secretarial-clerical personnel to estimate
in percents how material arrived at their desks for typing.
Choices included machine dietation, longhand, shorthand, previous
copy from another source, and previous copy of their own work.
Citywide, a plurality (39.3 percent) responded longhand, machine
dietation followed with 22.6 percent, and previous copy from
another source (17.3 percent) was the third most freguent
response., Only a few secretarial-clerical staff persons reported
that previous drafts of their own work (8.1 percent) or shorthand
(7.5 percent) were sources of their typing work.

Notable variations from these citywide figures included the
city council (50 percent shorthand), finance administration (50
percent previous copy from another source), mayor's office (73.3
percent machine dictation), and personnel (only 19.2 percent
longhand).

Nothing about these responses suggests that automated word
processing 1s not applicable in most city offices. Observation
and oral Iinterviews indicated that a fair amount of typing from
longhand draft material is revised and retyped, and more revision
of such material to improve its quality would occur if a more

efficient method (e.g., word processing) were available.
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When asked whether the flow of typing work was steady or if
peak periods occurred, the citywide response was sharply
divided with 49 percent saying "steady" and 51 percent
responding "peak periods." The reported peak periods occcurred at
various times for various departments, such as the end of the
month for the finance department, at the beginning of the month
for one secretary in the planning department, and at other times
for other departments. On the whole, the responses to these
questions suggestéd nothing unusual.

Very little after hours overtime is worked by Omaha's
secretarial-clerical personnel. A large majority (84.3 percent)
reported "rarely" (less than one day per month) working overtime.
The mayor's office and the planning department were the only
offices reporting a substantial degree of overtime work.

A similar question was asked regarding working through luncﬁ
and breaks to complete typing. Here T4.5 percent of the respon-
dents said they worked through lunch and break periods "rarely,"
but a total of 21.5 percent responded either "seldom" (one to
three days per month) or "sometimes" (one day per week). This
type of overtime was reported most frequently in the city coun-
cil (50 percent of the respondents), mayor's office (66 percent),
the planning department (24.9 percent), and the public works
department (28.6 percent). On the whole, however, few persons
reported working any type of overtime, In addition, a large
majority (62.5 percent) of the respondents reported that typing
backlogs occurred in their offices only "seldom" (one or two days

per week) or "never" (18.9 percent). Only 18.8 percent said
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typing backlogs occurred "frequently" (three or four days per
week) or "always."

If expected productivity improvements from automated word
processing occur in these offices, the reported incidence of
typing backlogs should be substantially reduced, if not elimi-
nated. This will be true so0 long as the amount of typing work
remains at existing levels or does not increase proportionately
more than the productivity improvement achieved with new equip-
ment.

Although few of the city's secretarial-clerical staff worked
overtime or had typing baoklogs. in their offices, few also
reported having to wait on typing work to arrive at their desks.
Over two-thirds (68.7 percent) said they "rarely" (less than one
day per month) had to wait for typing, 10.4 percent responded
"seldom" (one to three days per month), and 14.6 percent said
"sometimes" (one day per week). Only 6.3 percent said they had
to wait on typing work "frequently" (two to three days per week)
or "regularly" (more than three days per week).

Responses to these questions, especially when combined with
the typing logs kept by city staff and the study team's direct
observations, portray a situation in which the city's
secretarial-clerical capability with a few notable exceptions is
commensurate with the amount of ¢typing work currently being
generated. These staff members generally did not have typing
backlogs but also generally did not have to wailt for work. They
also rarely had to work overtime to keep up with their workloads.

Some departments, however, did experience overtime, backlogs of
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typing, and peak period typing loads. The latter tended to be
departments (e.g., the mayor's office and the planning and public
works departments) for which automated word processing has been
recommended, based on weorkload data and direct observation.

As expected, the vast majority (71.2 percent) of typing work
in Omaha city departments is done on electric typewriters. Only
five persons (9.6 percent) reported use of memory typewriters and
10 (19.2 percent) used word processing systems. Only two (4.0
percent) reported that typing equipment was not located at their
desks, and five (10 percent) said they shared their typing equip-
ment with another person.

Most of those surveyed said that typing constituted 50 per-
cent or more of their work. For 33.3 percent of the respondents
typing constituted 50 to 75 percent, 13.7 percent responded 76 to
90 percent, and 11.8 percent =said 91-100 percent. Most also
reported that 1less than one-quarter of the typlng they did
involved statistical material, Nearly half (49.0 percent)
reported 1-10 percent statistical typing, and 19.6 percent
reported 11-25 percent. The departments reporting the greatest
amount of typing of statistical material were finance, law, and
public works.

The amount of time spent in typing activities reported on the
questionnaires appears to be higher than the amount of typing
reported on daily typing logs and the amount of typing observed
by the study team. This apparent aberration can be explained as
a Tunction of one or more of the following: 1) a tendency to

emphasize typing when filling out a questionnaire on typing acti-
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vities, 2) a conscious or unconscious concern by the respondents
that the results of this study could be detrimental to jobs if a
high degree of typlng activity were not shown, and 3) a smaller
amount of typing than usual for the week during which the typing
logs were kept and, hence, more accurate reporting on the
questionnaires than on the logs. The study team suspects,
however, that over-reporting on the questionnaires is more likely
the case than under-reporting on the logs.

Very few secretarial-clerical staff typed carbon copies.
Over half (54.0 percent) typed no carbons, 28.0 percent typed
carbons "a little," and only 18.0 percent typed carbons "a lot."
Multi-page (no carbon required) forms were used by 34.7 percent
"a little™ and by 20.4 percent "a lot," and UY4.9 percent reported
no use of such forms.

Answers to these questions indicate that most city typing is
done on electric typewriters located at secretaries' desks that
are not shared with other persons. They also show that most of
these perscns believe that typing constituted most of their work
(even though empirical observation and data may suggest
otherwise), and that their Eyping is largely original narrative
material from longhand drafts, machine dictation, or previocus
copy from another source.

The next set of questions addressed the respondents' atti-
tudes toward and feelings about automated word processing.
Secretarial-clerical personnél were first asked how they would

feel 1If their departments installed automated word processing.
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Almost two-thirds (63.7 percent) elther were "enthusiastie™ (43.2
percent) or felt a word processor "would be okay" (20.5 percent).
Only 15.9 percent said they did not know enough about word pro-
cessing to have an opinion. The purchasing division of the
finance deparftment and the public works department had the
greatest number of respondents (a total of five) who had no
opinion. Only 4.5 percent (two persons) of all respondents,
however, said they would not 1llike a word processor. The
remainder (15.9 percent) reported neutral attitudes.

Next, the respondents were asked to agree or disagree with a
number of statements about word processing. Generally speaking,
responses to these statements suggest a highly favorable environ-
ment for automated word processing in city hall offices, For
example, only about one out of six respondents (16.3 percent)
said that word processing equipment "frightens" them, and fewer
than one in 15 (6.3 percent) felt they "could not 1learn to
operate™ a word processor. Nearly all (97.8 percent) agreed with
the statement that word processors Ywould be fun to use," and
only 6.5 percent said they "did not want™ a word processor in
their offices.

Responses were divided on only two statements. Over two-
thirds of the respondents (68.1 percent) agreed and nearly one-
third (31.9 percent) disagreed with the statement that "word
processors would help me to do a better job." Nearly three-
quarters (72.1 percent) said they were "excited" about the

prospect of having a word processor, but 27.9 percent disagreed
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with this statement. The existence of divisions of opinion on
these two statements suggests c¢oncern on the part of some
employees about automated word pfocessing. One possible method
to address such concern is to undertake a positive and non-
threatening training and familiarization program in the use of
word processing equipment prior to and during the implementation
of the systems.

Regarding actual experience with word processors, over half
(56.6 percent) of the respondents reported that they had not pre-
viously used such equipment. The remainder had used a word
- processor either in city employment (26.5 percent) or in another
Job (16.9 percent).

However, 82 percent of the respondents salid they knew someone
else who used a word processor, and 76.5 percent had seen a word
processor in use or in a demonstration. Moreover, 94.6 percent
of those who Knew someone else who used a word processcor reported
that that person "likes it." In addition, among the respondents
who had seen a word processor in use or in a demonstration, 56
percent felt they had learned that word processors can "make
office work easier," and 28 percent felt these demos showed they
"ecould learn" to use one. None of the respondents reported that
as a result of seeing word processors used they felt they "could
not learn™ to use one.

In general, data from these questionnaires suggest a very
hospitable environment for automated word processing in most

Omaha city offices, although some effort will be required to win
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the confidence and support of a sizeable minority o¢f the
secretarial-clerical staff. The data alsoc suggest that a suf-
ficient amount of typing work 1s done in most departments to
Justify acquisition of automated word processing systems,
although some over-reporting of the percent of time devoted to

typing may have occurred.



28

FOOTNOTES

1"Wor'd Processing," PIN Advisory Report, March 15, 1982 (New

York: McGraw Hill, Product Information Network), pp. 5-6.

3"Data Processing and Information Management in the City of
Omaha: Analysis and Recommendaticns," Center for Applied Urban
Research, June 1982, pp. 39-40 and 45-47.

uIbid., pp. 66-68.

5Ibid., pp. 59-66.

6Based upon a study of these divisions that will be initiated in
September, 1984.

7"

Introduction to Word Processing," in Computers in Local
Government 4:2:1, pg. 6, {(Pennsauken, NJ: Auerbach Publishers, Inc.,
1980) .




APPENDIX

29



Appendix A

Summary of Work Station Requirements

30



31
APPENDIX A

Summary of Work Station Recommendations

Office Work Stations Printers
City council T initialj 1 letter quality
2 optimal with dual sheet
feeder
1 envelope printer,
optimal

Finance department

administration
(possible single work station and single
letter quality printer in future)

purchasing (use Word Power for bid specifications
and data processing for other purchasing
activities)

word processing 6 1 letter quality

' with dual sheet
feeder

1 draft quality
1 envelope

(Eliminate $16/hr. charge-back and adopt
policy re use of centralized word processing.)
Human relations

Labor relations

Law 3 initial; 1 letter quality
4 optimal printer with
dual sheet
feeder

2 letter quality
printers (optimal)

Mayor's office 1 (additional) 1 envelope

printer
Mayor's action office

(use of computerized complaint handling
system)

Personnel

(no additional systems)



Parks, recreation, and
public property

Planning and community
development

Public works

32

letter quality
printers with
dual sheet
feeder

envelope printer

letter quality
printer with dual
sheet feeder

Initial
implementation

Optimal
implementation

Totals

17 work stations

20 work stations

letter quality
printers with
dual sheet
feeders

draft quality
printer

envelope printers

letter quality
printers with dual
sheet feeders
draft quality
printer

envelope printers
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APPENDIX B

TYPING LOAD BY DEPARTMENT

Total
Other, e.g., Pages
General Letter/ Mailing Typed
Typing Letter/ Form Lists, {not
Secretarial/ (reports, Form with Photocopies  Labels, including Total
Department/ Clerical Hours documents, Statistical with Standard  Repetitive  of Material and photocopies  Without
Week Surveyed Position  Typing correspondence) Documents Fili-ins Paragraphs Letters Typed Cards Envelopes made) Envelopes
City council 1 14 88 3 117 13 99 203 104
Week of 4/30 2 18 114 8 35 280 112 269 157
Finance— “ 1 No typing for this week
Administration 2 10 9.5 7 13 128 14 2 46 44
Week of 4/30 3 NA 17.5 1 32 42 16 67 51
Finance-- 1 3.75 1 76 2 79 77
Purchasing 2 12 18 17 3 607 22 116 188 188
Week of 5/7 3 NA 59 59 59
4 10 183 183 183
3 1.5 28 172 11 211 200
Finance— 1 15 68 8 6 57 98 180 180
Word proeessing 2 23 85 43 3 140 14 11 156 145
Week of 5/7 3 15 40 6 26 36 7 192 140 14 269 255
4 23 50 6 29 3 5 93 88
5 13 82 6 78 361 22 68 256 188
6 28 102 8 238 24 35 169 134
Human relations 1 4.5 20 10 7 3 5 10 55 45
Week of 5/7 2 3 8 4 12 8
Labor relations 1 4.25 15 21 1 16 i5
Week of 5/7
Law department 1 24 139 1 84 17 157 140
Week of 4/30 2 7 48 19 40 40 47 207 160
3 11 50 7 8 11 178 22 98 76
4 28 71 78 5 617 70 3 227 224
5 22 165 36 2 43 331 51 10 256 246

s



APPENDIX B - Continued

Total
Other, e.g., Pages
General Letter/ Mailing Typed
Typing Letter/ Form Lists, (not
Secretarial/ (reports, Form with Photocopies  Labels, including Total
Department/ Clerical Hours documents, Statistical with Standard  Repetitive of Material and photocopies  Without
Week Surveyed Position Typing correspondence) Documents Fillins Paragraphs Letters Typed Cards Envelopes made) Envelopes
Mayor's office 1 24 138 48 81 18 425 10 109 439 330
Week of 4/30 2 13.5 88 94 41 129 88
3 14 73 6 306 3 22 105 83
Parks, recreation, 1 17.5 28 6 5 13 115 9 17 78 61
and public property 2 i5 58 5 5 26 10 78 68
Week of 4/30 3 Building services—this position is invelved in minimal amount of typing
Personnel 1 NA 61 3 74 15 79 64
Week of 4/30 2 5.5 67 67 67
3 24 61 20 1 17 48 2 36 285 249
4 1 1 2 1 3 6 6
5 NA 41 39 178 32 27 102 129
Planning and 1 3 11 46 320 7 64 57
community 2 12 23 119 8 1 111 253 142
development 3 9 3 10 6 1 73 7 44 71 27
Week of 4/30 4 19 120 2 51 3 39 13 15 140 370 230
5 16 68 38 202 15 79 200 121
6 14 4 56 56 462 578 116
7 NA 27 1 77 12 30 106 37 69 253 184
8 3 22 5 30 25
g 10 22 4 16 13 55 53
10 9 81 44 65 90 25
11 23 28 40 2 50 5 43 118 75
12 10 22 143 8 5 37 207 170
Public safety 1 1
Week of 4/30
Public works 2 6 12 113 82 7 132 125
Week of 4/30 3 8 12 2 3 6 9 28 28
4 17 28 598 2 25 9 637 628
5 23 110 50 70 50 61 96 10 42 393 351 W
6 14 7 13 1 5 7 18 44 44 M1
7 12 24 7 40 12 55 43
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Appendix C

COST EFFECTIVENESS OF AUTOMATED WORD PROCESSING

The question of +the cost-effectiveness of automated word
processing is often difficult to resolve directly. As this was
not part of the scope of this study, a methodology to estimate
these costs and/or benefits has not been developed. However,
values and assumptions taken from the literature on this subject
can be used to estimate the costs and benefits of the use of this
technology in city offices.

To begin with, the cost of implementing word processing tech-
nology will include the purchase (or lease or rental) cost of the
required software and hardware plus the associated maintenance
costs minus the cost of current typing equipment (including main-
tenance costs) that will be eliminated through the use of word
processing. These costs can be calculated rather straightfor-
wardly by your office and will provide an accurate picture of the
net dollar outlay required for word processing work stations or
aystems.

Determining the "effectiveness" side of the coin, however, is
another thing altogether and a more tenuocus operation. This is
especially true because 1t involves both dollar and non-dollar
impacts. For example, the main benefits of word processing are
the faster throughput of documents (and hence greater production
efficiency) and the additional capabilities these systems provide

(e.g., text revision, text storage, mail merge, and others) that



38
are not available in most city offices today. To estimate the
cost impact of these benefits one must either assume a produc-
tivity improvement rate based on literature values or document
this rate from observation after the introduction of word pro-
cessing. The productivity rate must then be multiplied by the
cost per unit of time of the average secretarial/clerical posi-
tion. However, the number produced by this calculation, if used
improperly, can be misleading.

For example, it would show only the cost of purchasing ser-
vices comparable to those provided by word processing (either
from an outside vendor or by hiring additional staff). It would
not show any real dollar savings because in the absence of staff
reductions commensurate with the degree of productivity improve-
ment, no such savings would accrue. These numbers, therefore,
should be used carefully.

Another and possibly better way to present the impact of
word processing would be to describe the actual uses of the word
processing in c¢ity offices, the additional capacities that the
systems provide their users, and, hence, the new functions or
activities that can be performed that enable the city to provide
services more efficiently and effectively. At the same time,
estimates of dollar impact discussed above could be used to show
the additional costs of these services if they were purchased
from outside vendors or required the hiring of additional staff.
Again, no "savings" could be shown, but "cost avoidance™ could

be.
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An exhaustive literature search found myriad anecdotal and

experiential reports on the use of word processing. However,

these are rarely systematic studies and, therefore, they cannot

be relied upon. What 1is reported below are data from the few
reports that were found to be systematic and reliable:

¥The PIN Advisory Report (ICMA-McGraw-Hill Product Informa-

tion Network), dated March 15,1984, claimed that production using
a standard electric typewriter amounted to 50,000 lines per year
and that production using word processing equipment amounted to
150,000 lines per year.

¥Quoting a DataPro report, the PIN Advisory Report cited a
$6,400 labor cost of producing 5,000 pages of typing in the city
of Boulder, CC using standard electric typewriters and the com-
parable cost using word processing as $3,600, a 56.3 percent
reduction in cost.

¥PIN also cited a DataPro report that claimed that if office
production consists of production of standard forms or documents
that require regular revision, productivity improvement can reach
300 percent.

¥A Newsweek article of April 6, 1981 quoted an IBM vice
president as saying that a productivity increase of 25 to 200
percent could be expected from word processing.

#¥An Qffice article, dated June 1979, on word processing in
the city of Garden Grove, CA reported that by implementing five
word processing work stations covering half of the city's docu-
ment production) productivity inecreased from 17,000 to 35,000 to

4,000 lines per week, over a 100 percent productivity increase.
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#¥An InfoSystems article of March 1980 reported that the

Warner-Lambert Health Care Group in Morris Plains, NJ experienced
a 66.7 percent worklocad reduction in the administrative
assistant's office and a 300 percent increase in the output of
the unit's correspondence secretaries with the implementation of
word processing,

Based on these reports, the assumption may reasonably be made
that a 100 percent increase in productivity 1is attainable with
word processing. If this assumed productivity improvement factor
is combined with an assumed secretarial/clerical cost of $22,500
per year {(salary of $12,500 plus 20 percent benefits and 50 per-
cent overhead), an estimated dollar impact of $22,500 per year
per word processing work station will be cobtained. This is the
estimated amount that would be required to purchase the services
provided by the word processing system from an outside vendor or
to hire the additional staff to produce the services attributable
to word processing. Thus, the value or benefit, although not
necessarily the cost savings or even the cost avoidance, per
installed word processing station would be $22,500. Installation
of ten word processing work stations would produce a value of
$225;OOO.

Note that these calculations are based on literature values
and assumﬁtions and not documented results. Note also that using
the estimated dollar value of word processing to offset the
actual dollar outlay required to purchase these systems is not

appropriate because in the latter case real dollars are being
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used while in the former they are not. To be able to use real

offsetting dollars, staff reductions or the avoidance of hirings

equal to the estimated productivity impact would have to be

demonstrated.
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Dept.

Date

UNO--CAUR
Omaha WP Study
Form 1: Document Production

Type of Document

Action Taken on Document

Number of

Documents

Completed
Today

Total
Total Total Number
Number of Number of Pages
Pages Typed Pages. of Xerox
Today Statistical Copies of Comments
(include Material Material i.e., multiple originals, unusual document,
all typing) Typed You Typed heavy workload, machine broke, other

General typing
(nonrepetitive letters/memos/other
documents)

Statistical documents

Repetitive letters/memos/other text

Letters/memos/documents/forms
with standard paragraphs

Letters/memos/documents/forms
with fill-ins

Mailing lists
(with or without labels)

Number envelopes typed

Other (specify)

Ef



Dept. Date

UNQ—CAUR.
Omahz WP Study
Form 2: Daily Log

Please complete the following form every day for the next week, keeping track of the approximate amount of time that you spend in each of the activities
listed below.

Activity 8-9 9-10 10-11 11-12 12-1 1-2 2-3 34 4-5

Minutes | 15|30|4560(15|30|45(60[15(30[45(60]|15]30|45|60{15|30145|60{15(30/45|60|15 (30 [45{60(15[30|45160 (15 |30 |45

Typing

Taking dictation

Using the copy machine (include time waiting)

Handling the phone

Waiting for work

Other (explain)

Other (explain)

i
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Code

Date

UNO-CAUR
Omaha WP Study

Form 3: Secretarial Staff Questionnaire

Please complete all of the items on this questionnailre

in order to assist in a study of departmental word processing

needs.,

Please do not sign your name. Your answers will be kept

completely confidential.

1.

2.

h.

In what form does copy arrive at your desk for typing?

Please estimate in intervals of 10% (10%, 20%, 30%, etc. to

100%) the amount in each category listed below.

Is the flow
periods?

Machine dictation

Longhand

Shorthand

Previous copy from another source (typed/printed/
ete.)

Previous draft of my typing

Other {(explain)

Other (explain)

of typing werk fairly steady or do you have peak

steady
peak periods

3. If you answered "peak pericds" to question 2, please
tell us when those peak periods are, how frequently
they occur, and what activities in your office they

are

associated with.

Do you work

overtime (after hours or on weekends or holidays

to get the typing work in your office completed? (Select one

answer only.

)

rarely {(less than 1 day per month)
seldom (1-3 days per month)

sometimes (1 day per week)

frequently (2-3 days per week)
regularly (more than 3 days per week)
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5. Do you work overtime (during lunch periods or breaks) to get
the typing work in your office completed? (Select one answer
only.)

rarely (less than 1 day per month)

seldom {1-3 days per month)

sometimes (1 day per week)

frequently (2-3 days per week)

regularly (more than 3 days per week)

6. Do backlogs in typing occur in your office? (Select one
answer only.)

never

sometimes (1 or 2 days per week)

frequently (3 or 4 days per week)

always (every day of the week)

7. Do you have to wait for typing work?

(Select one answer only.)
rarely (less than 1 day per month)
seldom (1-3 days per month)
sometimes (1 day per week)
frequently (2-3 days per week)
regularly (more than 3 days per week)

8. What type of equipment do you currently use for typing?
electric typewriter

manval typewriter

memory typewriter

word processing system

composor typewriter

other equipment (explain)

9. Is a typewriter located at your desk?
yes
rno

10. If you answered "no" to question 9, where is it
located?

11. Do you share a typewriter with any other persons? If so,
how many?

yves (How many? )

no




12.

13.

14,

15-

16.

17.

b7

How many staff persons do you serve as a typist?
(number)

How much of your Jjob involves typing?
0-10%

11-25%

26-50%

51-75%

76-90%

91-100%

How much of your typing work involves the typing of statis-
tical or tabular material?
0-10%

11-25%

26-50%

51-75%

76-90%

91-100%

Do you type any carbon copies?
no

yes, a little

vyes, a lot

Do you type on any multi-pact (e.g., no carbon required)
paper or forms?
no

yes, a little

yes, a lot

How would you feel if your department were to install an
automated word processing system? (Select one answer only.)
Don't know enough about WP to have an opinion.

I wouldn't like it.

I'm really neutral.

A word processor would be ok (more than neutral but
not enthusiastic).

I'd really like to have a word processor.




18. Please indicate whether you agree or disagree with these
statements about word processors.
(Please answer all questions.)

agree disagree

Automated word processing equipment
frightens me.

I don't think that I can learn toc operate
a word processor.

Word processors look like they would be
fun teo use.

Word processors weould help me do a better
Jjob.

I'm excited about the prospect of having
a word processor to use.

I don't want to have to use a word pro-
cessor.

19. Have you ever operated an automated word processor, either in
your current job or elsewhere?

no

yes, in current Jjob

yves, different Jjob in city employment
yes, different job not in city employment

20. Do you know anyocne either 1n city employment or elsewhere
who uses an automated word processor?

yes
no

21. If ves to number 20, how does that person feel
about the word processor?

likes it

neutral

dislikes it

22. Have you ever seen an automated word processor used in an
office or demonstrated by a vendor?

yes
no

48



23. What do you think you learned from seeing it operate?
Nothing.

They are hard to use.

They make office work easier,

I can learn to use one.

I can't learn to use one.

Other (explain)

24, In your own words, please tell us whether you would like
see a word processor in your office and why or why not.

to

25. Would you like to add any comments to this questionnaire?

26. Has this been a fairly normal week?
yes
no (If no, please explain)

49



Form 4:

1. What major documents are produced by your department?

length? How frequently? Are they original copy or do they

UNO-CAUR
Omaha WP Study
Department Head Interview

involve updates of previous documents?
revisions(s) before final production?
final document are typically produced?

Code

50

Do they require
How many coples of the

Their

Original
or
Document Previous | Revisions | Number | Anything
Name Length ] Frequency Copy Needed Copies . Else

(Use back of sheet for additional major documents.)

2. What sorts of documents are prepared in your department that
are of a repetitive nature (forms, form letters) or use stan-

dard paragraphs?
are they produced?

What are these documents?

How frequently




Do you believe a typing "problem" exists in your department?
If so, how would you describe it?

Are there periodic typing "crunches" in your department?
When do they occur? Why?

Does your secretarial/clerical staff work overtime? How
much?

Does your secretarial/clerical staff wait for typing work?
How frequently? What percent of their time?

Would you like to have a greater capability to work on rough
draft or second (or even third) drafts of documents but can-
not do so now because of the typing limitations of your
office?

51

Could you please explain the flow of typing work in your
office? That is, where is the material generated, who
controls the flow, where is it produced, ete?




10.

11.

12,

13.

14.

15.

16.

52

Does a logging system exist in your office for requests for
typing and/or to control the flow of typed work?

yes

no

A

How would you feel about installing automated word pro-
cessing in your office?

How many work stations do you think would be required?
Located where?

Are there any clerical/secretarial personnel in your office
who will be either strongly opposed to, strongly in favor of,
or frightened by the prospect of automated word processing
equipment? Who? How many?

The number of secretarial/clerical personnel in your depart-
ment is .

How many professional staff do these secretarlial/clerical
personnel provide typing support for?

Do you feel the need for an interoffice mail, messaging, or
document transmittal capability? (For example, use of word
processing terminals or computer terminals and printers to
transmit and receive messages and documents to and from
other personnel In your department, to other departments, to
"Word Power," etc.)

Would you like to add any comments to This questionnaire?




Dept. Darte

UNO—CAUR
Omaha WP Study
Form 5: QObservation Data

Please complete the following form every day for the next week, keeping track of the approximate amount of time that you spend in each of the activities
listed below.

Activity 8-9 9-10 10-11 11-12 12-1 1-2 2-3 3-4 4-5

Minutes |15(30,45|60(15|30|45|60(15(30(45|60|15]30|45|60|15(30[45(60|15(30 (45 (60 (15|30 (45|60 |15 |30 [45 [60 [15 130

Typing

Taking dictation

Using the copy machine (include time waitng)

Handling the phone

Waiting for work

Other (explain)

Other (explain)

£G



Dept.

Date

UNO—CAUR
Omaha WP Study
Form 8: Document Production/Observation

Type of Document

Action Taken on Document

Total
Total Total Number
.Number of Number of Pages
Number of Pages Typed Pages of Xerox
Documents Today Statistical Copies of Comments
Completed {include Material Material i.e., multiple originals, unusual document,
Today all typing) Typed You Typed heavy workload, machine broke, other

General typing
(nonrepetitive letters/memos/other
documents)

Statistical documents

Repetitive letters/memos/other text

Letters/memos/documents/forms
with standard paragraphs

Letters/memos/documents/forms
with fill-ins

Mailing lists
(with or without labels)

Number envelopes typed

Other (specify)

hS
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