


Is a Job Aid the right Solution? 


Deciding when to use a Job Aid


The following table identifies the proper use of job aids:


Use When . . .�
Example�
�
Performance is infrequent�
What is the process for year-end close?  


How do I clean the heads of the VCR?  


How can I compare product specifications?�
�
The situation is complex�
How does an employee secure data in the computer system in such a way that certain employees will have access but others won’t?  


How do employees activate new features of the numerical control lathe?  


What factors must a manager keep in mind when terminating an employee?�
�
The consequences of error are very high�
If a salesperson promises compatibility between an existing mainframe computer system and a large new system and a client purchases it and the compatibility just isn’t there . . .


If an accountant initializes a disk and that initialization wipes out valuable data . . .


If a commercial jet maintenance employee fails to notice that the fuel tank is nearly empty, even though the gauge shows a three-quarters-full tank . . .


If an employee is using computerized analysis to determine and match blood types and she isn’t certain exactly how to do it . . .�
�
Success depends on access to vast and/or changing bodies of knowledge�
Resources to answer questions about who, what, when, and where�
�
The job or organization is changing and employees need to assess themselves and to think about their work differently�
Staying abreast of changing products, features, and compatibilities


Staying abreast of changing processes�
�
There is high turnover and task simplicity�
Rather than pulling salespeople in from the field for training on a simple task, use a job aid. �
�
Employees are expected to act in an empowered way with emphasized or new standards in mind.�
A manager refers to a series of guidelines and examples for how to support a grieving employee returning from the funeral of a loved one.


A teacher is more prepared to explain a particular testing program to concerned parents because of being able to refer to prepared questions, answers, and examples.�
�
There are insufficient resources to support training�
If the use of the job aid enables a reduction in time devoted to training and performance is constant or improves . . .�
�












Consider the Components





As you develop your job aid, you should consider the following components:


Component�
Description�
�
Purpose of the Job Aid�
What is the problem that is solved by this job aid?  If the problem has different nuances for different audiences, describe the differences.�
�
Audiences for the Job Aid�
Who will be using the Job Aid?  How much experience do the users have?  What is the user’s ability to read or understand English?  What kind of documentation is familiar to the user?  Does the user want to perform?  Where will the Job Aid be used?�
�
Associated Process Flows for Job Aid, if applicable�
List the process flows that this Job Aid can support.�
�
Content for the Job Aid�
What is the performer thinking about while performing the job or task?  Why did the performer do it that way?  Why are others approaching it differently?  Might special circumstances arise to change the way the job or task is performed or approached?  Are there steps or stages that are particularly difficult or often forgotten?�
�
Links to Related Information�
Are there other processes that the user may need to reference?  Are there other sources of information that are helpful?�
�



Types of Job Aids


There are 3 fundamental types of job aids that should be used to support the Everest implementation.


Information - Provides reference information for the user


Procedural - Provides procedure-related information for the user


Decision - Provides reference points for users to aid in the decision making process


The purpose, audience, and content should be considered when determining which type of job aid you are developing.  Some job aids will have components of the three types, but, as a practice, job aids should be kept short and simple and focus on one of the three above.





(  NOTE:  Samples of each job aid type are included at the end of this document.








Designing the Job Aid


Agilent Technologies will be storing most of its job aids in an electronic format.  However, these jobs aids may present the information to the user in a variety of ways.  Job aids may take the following forms:


·	Steps�
·	Work sheet�
·	Array�
�
·	Decision table�
·	Flow chart�
·	Checklist�
�
·	Combination�
�
�
�



Steps for Job Aid Creation


The following table identifies the steps for creating a job aid:


Step�
Action�
�
�
�
�
1�
Clarify the problem to be solved by the job aid.  How is the job performed?  What kind of mental or physical process is the job aid supporting?  What role will the job aid play?  Determine the content to be covered in the job aid.�
�
2�
Choose the format based on the content type—information, procedure, or decision..  When choosing a format, consider who will be using the job aid, what the working environment is like, what resources are available.�
�
3�
Prepare a draft of the job aid.  First, organize the information collected in Steps One and Two.  Draft and redraft the job aid, and then follow the general rules for job aid development.  Make sure to incorporate appropriate graphics.�
�
4�
Pilot the job aid.  Use “real-world” end-users and ask them to complete the job or task using the job aid.  Use the “Checklist for Pilot Testing Job Aids” to identify any necessary revisions.�
�
5�
Make revisions to the job aid.  Complete the revisions, get a final sign-off form subject-matter experts and management, and develop a master copy.  Reproduce the job aid.�
�
6�
Manage the job aid.  To increase the chances that the job aid will be used, ensure that the job aid is relevant and accessible.  Supply more than enough job aids for every employee and work station.  Develop a system that signifies a job aid has been revised.  Determine how and when revisions will be initiated, and who will initiate the revisions and remove outdated versions.�
�



Choosing a Format


Choosing a format depends on the primary job or task to be performed, based on the following considerations:


Is the task or job composed of a series of steps?


Does the task or job require written responses and calculations?


Does the task or job require access to an extensive or changing body of data?


Does the task or job rely on decision making?


Is there one correct answer or action that results from the process?


Using Microsoft Word Text Styles


The following table identifies and describes the Microsoft Word style codes for job aids:


Style Code�
Description�
�
Hyperlink�
Create an html link to another document.�
�
Title�
Use for the title of the job aid.�
�
Heading�
Use for headings of the different sections of the job aid.�
�
Body Text�
Use for the content of each section.  This style indents the body so that it appears to the right of the heading.�
�
Table Heading�
Use for the first line of a table in which you describe the contents of each column.�
�
Table Text�
Use for the succeeding lines of the table in which you enter the table content.�
�
�


Testing the Job Aid





After you create the job aid, it should be tested to be sure it meets expected needs.  


Testing Process


After you complete job aid development, set up a meeting with one or more people who have never seen the job aid.  These people will have no preconceived ideas about the purpose, content, or intent of the job aid; therefore, you will have a more objective test of the job aid.  The following table identifies the steps for testing a job aid:


Step�
Action�
�
1�
Assemble the participants in a room.  If the job aid refers to computer processes, be sure there are enough computers in the room with the applicable applications available for each tester.�
�
2�
Explain how the test will be conducted.


They will use the job aid for its intended purpose.


You will observe them as they use the job aid.


You will ask them questions after the test is complete.


After data is collected, appropriate revisions will be made to the job aid.�
�
3�
Give the participants the job aid and ask them to use it.�
�
4�
Observe participants using the job aid.


Note:  Do not talk to the participants.  Document what you observed for reference during step 5.�
�
5�
Use the Testing Checklist to ask for participants’ perspectives about the job aid and its use.


Note:  Incorporate questions from your observation.�
�
6�
Revise the job aid based on the results of Testing.�
�
7�
Test the job aid again.�
�



Testing Checklist


The following list is a checklist for testing job aids.  Ask the user the questions and document your observations and their responses.  Probe for responses that include what was confusing, why it was confusing, and how to resolve the confusion.


Question�
Responses/Observations�
�
Do you have any questions?�
�
�
Were you unsure at any time?�
�
�
Were there steps that were harder to follow than others?�
�
�
Was the job aid difficult to use at your work station?�
�
�
Were the instructions clear?�
�
�
Were the steps ordered correctly?�
�
�
Were there times when you needed more information?�
�
�
Were there times when there was too much information?�
�
�
Was the wording of the job aid clear?�
�
�
Were the diagrams or graphs helpful?�
�
�
Were there typographical errors?�
�
�
Did a circumstance arise that was not covered in the job aid?�
�
�
Should any special circumstances be covered in the job aid?�
�
�
Will you use it again?�
�
�
Do you wish that you and your colleagues had a copy of this job aid?�
�
�



Samples Job Aids


The following pages contain different types of job aids.  There is a sample for each job aid type:


Information


Procedural


Decision


Each sample has notes to guide you through the development of the job aid.  Please note the samples are taken from sources other than Agilent Technologies.  The intention is to spark ideas rather than create rote job aids.


For each section of the job aid, there is a note explaining what the writer needs to include for content.  There is also a sample to use as a blueprint.  


�






Informational Job Aid Example


This template provides a framework for creating an information job aid.  Be sure to delete the Note and Sample boxes before you distribute the job aid.


<Name of Informational Job Aid>


Overview


Note:  This section provides an overview of the contents of the job aid. It should include:


Target Audience for this job aid


Purpose of this job aid


Information regarding when this job aid should be used


Begin typing here . . .


<First Topic Title>


Note:  Explain the information.  Include examples and descriptions.





Sample:��Basic Terminology





		Oracle Applications Release 11 works specifically in a Network Computer Architecture (NCA), or �		Web-enabled environment. Understanding the terminology of the components within an Oracle �		Applications form is important.


		�


		1.  The Menu Bar contains all of the menus associated with the application.


		2.  The White Box indicates a field in which you enter data.


		3.  The Window Title indicates the name of the window, and usually, context information pertinent to �		     the information in that window.





Begin typing here . . .





<Second Topic Title>


Note:  Explain the information.  Include examples and descriptions.





Sample:


Keyboard Shortcuts


Everything that can be done with the mouse can also be done with the keyboard.  The keyboard mapping for Forms 4.5 is shown in the following table:








�
Key�
Description�
�
�
�
F1�
Help�
�
�
�
F3�
Duplicate Item�
�
�
�
F4�
Duplicate Record�
�
�
�
F6�
Insert Record�
�
�
�
F7�
Enter Query�
�
�
�
F8�
Execute Query�
�
�
�
F9�
List of Values�
�
�
�
F10�
Save�
�
�
�
Page Down�
Next Record�
�
�
�
Shift+F4�
Clear Record�
�
�
�
Shift+F5�
Clear Block�
�
�
�
Shift+F6�
Delete Record�
�
�
�
Crtl+F1�
Show Keys�
�
�
Begin typing here . . .


<Third Topic Title>


Note:  Explain the information.  Include examples and descriptions.





Sample:


Application Toolbar


The toolbar replicates many commonly used menu items so you can invoke their actions quickly without having to search for them in the menu bar.  The following table identifies and describes the buttons of the applications toolbar:


Button�
Name�
Description�
�
��
Navigate to�
Returns to the Navigator window.�
�
��
Zoom�
Invokes defined zoom and goes to that form.�
�
��
Save�
Saves any pending changes.�
�
��
Save and Proceed�
Saves any pending changes and prepares the window for the entry of a new record.�
�
��
Print�
Prints the current screen or prints a report.�
�
��
Clear Form�
Clears all data in current window.�
�
��
Summary/�Detail�
Switches between summary and detail view.�
�
��
Find�
Choosing once invokes the query mode; choosing again runs a query.�
�
��
New Record�
Creates a new record.�
�
��
Delete Record�
Deletes the current record from database.�
�
Begin typing here . . .


Links to Other Information


Use the following links to access more information about <name of job aid>:


Type first hyperlink here . . .


Type next hyperlink here . . .


Type title of other resource here


�






Procedural Job Aid Example


This template provides a framework for creating a procedural job aid.  Be sure to delete the Note and Sample boxes before you distribute the job aid.


<Name of Procedure> 





Overview of Procedure


Note:  Begin typing the description of the procedure’s purpose here.  Explain or identify reasons why this procedure is necessary. The Overview should consist of:


A high-level description of how the procedure works


When and why the procedure is needed


Who used the procedure and why





Sample:


To make sure your OSB order processes correctly, check to be sure all parts on your OSB order are set up in the Oracle Application.  OSB does not link directly to the Oracle Application.  If a part that you are using in OSB does not exist in the Oracle Application, Oracle Application stops further processing of your order.  To avoid processing delays, make sure OSB parts have been set up as Items in the Oracle Application.


The procedure works through manual corrections of all affected documents and transactions:


Customer Sales Order (Line Item)


WIP Top Job


WIP Job


Move transaction


Requisition


Purchase Order or Blanket Release


SRP Shipment Line


�The procedure assures the correct quantity is reflected on all documents, the correct quantity is received from and charged to the supplier, and sales orders, purchase orders, releases, and WIP jobs are completed and closed correctly. The procedure corrects problems when they are first identified and most easily resolved.


�Suppliers, buyers, customer service managers/representatives, shop floor, shipping, and receiving personnel use the procedure.   The procedure interfaces with OSB, Oracle WIP, Oracle Purchasing, Oracle MRO and SFC systems.


Begin typing here . . .

















The <Name of the Procedure> Flow


Note:  Describe the process flow for the procedure.





Sample:��Customer Service Managers (CSMs) enter Customer Orders into the Order, Ship, Bill (OSB) system.  The Customer Orders are interfaced to the Oracle Order Entry system as Sales Orders.  The RTR/GEN system creates a Router. An interface creates a Top Job and WIP job in Oracle for the quantity on the Sales Order line. The Shop Floor moves the quantity through the disassembly operations. A GE custom window ‘Move Job to Outside Processing’ moves the quantity to the outside processing step.


From the move transaction, the Oracle system automatically creates a requisition for the outside processing item on the WIP job.  The quantity on the requisition can be the total quantity of the job or a partial quantity.  The requisition line corresponds to the quantity moved.


If the Buyer has sourced the item with a Blanket Purchase Order, the requisition automatically creates a release.  If not, the Buyer will have to “Autocreate a PO or a Release” from the approved requisition.


Shipping creates a Shipping Document for this newly created PO or Release.  Shipping will be able to create a Shipping Document Line for quantities only up to that on the PO or Release.


After the supplier completes the work, receiving personnel receive the outside processing items into the Oracle MRO system. Receiving is only able to receive quantities equal to or less than the quantity on the Shipping Document line.


The following graphic illustrates the Outside Processing Shipment Flow:


�





Begin typing here . . .


�



Scenario:  <Describe issue.>


Note:  In some instances, you may need to describe several scenarios that apply to the procedure because the scenario requires variations.





Samples:


Scenario 1:  Supplier combines multiple PO Shipments on one Supplier Shipment


Supplier mistakenly sends the material against a single PO shipment and has not identified the other PO Shipment(s).  There are two options in this scenario.


Option 1:  Receiving creates a Problem Lot.  The Buyer notifies the Supplier to fix and re-send their paperwork.  The actual receipt will be done when the corrected paperwork is received.


Option 2:  The Supplier’s paperwork is correct and the paperwork and transactions in GE systems need to reflect this change.   Refer to Scenario 3 for more information about this option.


Scenario 2:  Supplier has shipped quantity less than on the Shipping Document


The supplier has shipped a quantity less than the GEES shipment quantity.  According to the supplier, the GEES shipment quantity was incorrect.


The Supplier communicates the discrepancy to GE’s Shipping and/or Purchasing departments.


Receiving receives the material as usual.


The respective Buyer decrements the Purchase Order or Release quantity and then re-approves the PO / Release.


A Shop Floor person corrects the WIP job and the Top Job.


The CSM corrects the associated Customer Order line to reflect the new quantity and communicates  the change to the customer.  The following graphic illustrates the Under-shipment flow:


�








Begin typing here . . .





Links to Other Information


Use the following links to access more information about <name of job aid>:


Type first hyperlink here . . .


Type next hyperlink here . . .


Type title of other resource here


�






Decision Job Aid Example


This template provides a framework for creating a decision job aid.  Be sure to delete the Note and Sample boxes before you distribute the job aid.





<Name of Decision Job Aid> 





Overview


Note:  Begin typing the description of the job aid’s purpose here.  Explain or identify reasons why this job aid is necessary. The Overview should include:


Target audience for this job aid


Job aid purpose





Sample:


To make sure your OSB order processes correctly, check to be sure all parts on your OSB order are set up in the Oracle Application.  OSB does not link directly to the Oracle Application.


If a part that you are using in OSB does not exist in the Oracle Application, Oracle Application stops further processing of your order.  To avoid processing delays, make sure OSB parts have been set up as Items in the Oracle Application.


Suppliers, buyers, customer service managers/representatives, shop floor, shipping, and receiving personnel use the procedure.   The procedure interfaces with OSB, Oracle WIP, Oracle Purchasing, Oracle MRO and SFC systems.





Begin typing here . . .





Links to Other Information


Use the following links to access more information about <name of job aid>:


Type first hyperlink here . . .


Type next hyperlink here . . .


Type title of other resource here








�EMBED Unknown���











