ENGL 286 – Writing Case 2
Consulting at Cap-Hays: Negotiating Technical Texts and Contexts

Background

Cap-Hays is a turkey manufacturing and processing plant that employs just over 400 people in the small town of Ginger, Alabama. In addition to a processing and packaging plant in town, Cap-Hays also manages four turkey farms for breeding and testing. Ginger is a small community of just under 9,000, so Cap-Hays is a major employer, rivaled only by a muffler plant that employs nearly 500 on the edge of town.

For 36 years, Cap-Hays has enjoyed a solid reputation within the community as a good employer with a safe work environment that produces a high-quality product. Cap-Hays employees tend to socialize with one another and think of themselves as part of a large family. At local charity events, Cap-Hays employees almost always offer teams of enthusiastic participants -- most of the employees at Cap-Hays are Ginger residents and committed to their community.

Cap-Hays is owned and managed by its cofounder, Joseph Capitani. Capitani's partner, Mack Hays, died in 2018, and the Capitani family bought out the rest of the partnership. Joseph Capitani's children, Angela and Anthony, are also employed by Cap-Hays as business manager and human resources director, respectively. At 65, Joseph Capitani is in no way ready for retirement. An extremely active man, who participates at many levels of his community and his company, he has served on Ginger's city council for the past decade, was the chair for last year's record-breaking United Way fund drive, and is a member of several service organizations and boards. Although Capitani devotes much time to his community, his strongest dedication is to Cap-Hays, which he and Mack Hays built from their combined turkey farms. Capitani has always maintained a strong hand in daily operations at the plant, often filling in for line supervisors when they were sick or on vacation, and consistently refusing to be "stuck behind the desk all of the time." Capitani's official title at Cap-Hays is plant supervisor, and although he is the plant's founder and owner, he is quick to correct people who make the mistake of referring to him as a CEO. "I ain't no corporate type," he reminds people. "I'm just a turkey farmer." Most of his employees call him "Cappy" or "Captain."

Clearly, Cap-Hays has undergone enormous growth and change since the early 1990s. In 2005, for example, Cap-Hays remodeled all four of the largest turkey pens on the north farm and put in new ventilation systems as a result of damage caused by a heat wave of 100 degree temperatures and high humidity. The heat, combined with outdated ventilation systems in the pens, caused Cap-Hays to lose several thousand birds to heat exhaustion, despite attempts to cool the birds with water. 10 years later, Capitani ordered the remodeling of the remaining systems on the south farm.

Most recently, Capitani has been considering the addition of new computers and a networked labor management system called Speed Check. Speed Check is designed to replace time clocks and increase middle-management efficiency with attendance/labor data and payroll. Before Capitani agrees to buy and implement the system, however, he has asked Angela and Anthony to look through the marketing materials for Speed Check as well as the training manual and report their impressions about whether it will work for Cap-Hays.

After some time with the materials, the two report back with mixed reactions. While Anthony, the human resources director, believes Speed Check will increase middle-management efficiency with some of the more mundane aspects of their jobs, Angela, the business manager, is not as eager to adopt the new networked labor management system. She cannot fully articulate what her problems with the system are, and she agrees that it holds promise for increasing efficiency; however, there is something about the way the training manual is written that turns her off, and, she adds, it has the potential to turn off other users. While Angela's response is not an all-out condemnation, it gives Capitani some pause before ordering the system.

The Situation and Your Role

You are a new communication specialist for Universal Management Systems (UMS). Your job mostly entails overseeing the production of training manuals and making presentations to client groups about a variety of management principles and strategies. Although you are qualified for the position, your job is considered probationary until you have been with the company for six months.

Your direct supervisor, Assistant Director Jody Asher, comes to your office Friday afternoon just as you are sitting down to review a revised draft of a manual for a client. Jody is holding a three-ring binder and says immediately, "I've got a sort of personal favor to ask of you."

Although you have only been on the job three weeks, you like Jody, and, because she is your direct supervisor, you know it is in your best interests to help her out.

"An old family friend just called in a favor and asked me to look at a training manual for a data management system he's considering purchasing. Normally, we'd treat a situation like this as we would any client, but Joseph Capitani is, as I said, an old family friend, and I'm sort of doing this on my own time. I wonder if you'd be willing to use a little bit of your weekend and give me some feedback on something."

"Of course," you reply. "What is it?"

Jody then describes Joseph Capitani's business and the situation as she understands it. "So," she concludes, "Cappy wanted to send the manual to someone he knew who was completely unassociated with Cap-Hays or Ginger to get an honest opinion about this manual. Basically, I think he just really wants to double-check Angela's concerns, even though she can't really put her finger on what it is that bothers her. Now, I really don't know much more than what I've already told you about Cap-Hays, and I don't think he's asking us to tell him whether we think he ought to adopt Speed Check. I think he is fishing more for how this training manual speaks to potential users."

"So, what would you like me to do? Do you want me to analyze the manual?"

She shakes her head. "Not the whole thing. Actually, I've been through it already, and I already have some opinions about it. What I really want is to see how another reader, a professional one, responds to how the information is presented here. I'm not looking for your opinions necessarily to match mine, of course. I just want to get some gut-level response for your feelings about it. Basically, I just want you to look at a few pages."

"A few pages? Isn't that sort of taking what I read out of context?" you ask, though you're secretly relieved you don't have to read an extra hundred pages of work this weekend.

"Yes, it is taking material out of context, but we're not really concerned about how effective Speed Check is or isn't for Cap-Hays system. Cappy will ultimately make that call. I think what he wants is a professional opinion about how well this technical information is presented in the training manual. Angela's primary concern is that if it doesn't communicate effectively, it will turn off employees who have to use the system before they're even trained. I think Cappy just wants a sense for whether Angela's on the mark or not. In the end, I suppose he's pretty likely to adopt it one way or another, but if the training manual is ineffective, it's best to compensate for that ahead of time."

You nod. It makes sense, but you are still a little uncomfortable with only seeing a few pages of the manual. After all, even though this is a "favor" to Jody, done on your own time, her opinion of your work and your abilities is important to you at VMS. What if your response is completely different from Jody's? Will she then feel inclined to scrutinize your other work more carefully?

"I really would like to have the whole manual, though. Just to get a sense for the document."

She shakes her head firmly. "No, I need the whole thing this weekend to make some notes. I promised Cappy I'd get back to him Monday afternoon on this. I just figured we could meet Monday morning, you could give me a memo that discusses what you thought about what you read, along with pertinent examples from the manual, and I'd use whatever information you provide alongside my own notes to brief Cappy later. If this is a problem, though, I can ask--"

You cut her off. "No. No. It's no problem. I just thought I could do a more thorough job on it if I had the whole thing. I'll take what you give me and we can go from there."

"Great," Jody says and smiles. "I really appreciate your help on this. Cappy's a good person, and I like helping him out" She pulls out the introduction -- as promised, only a few pages -- and adds, "Please don't mark on the actual manual pages. I told Cappy I'd get this back to him intact." You agree to meet at 9 a.m. Monday so you can submit your memorandum, and Jody leaves you with your weekend work.

Background Development

Consider the following questions as a way to fine-tune your understanding of the case and its details. Feel free to draw on your responses to inform any of the tasks that follow. Do not submit this material with your assignment.

● Jody has simply asked you to provide feedback on what you read. She wants a "gut-level response" to what you see in the manual. At the same time, Cappy has made it clear that he wants a professional eye to look at the manual and respond to it. Is there a conflict in these two directives? If so, can it be resolved? If not, how are the directives complementary?

● Implicit in Jody's request is a sense that you evaluate what you read in the manual. You may assume that this means to evaluate the appropriateness of the tone, its attention to audience informational needs, and the effectiveness of design choices. The bottom line is that you are looking for how effectively this portion of the document communicates. Create a working list (this is a list that you may add to later) of features or characteristics you believe this manual needs to offer in light of the context you've been introduced to here.

● Using your working list of necessary features or characteristics, choose three or four features you think are most important for this technical document. Then, think about how you can evaluate those characteristics. For example, if you believe that this manual needs to employ a tone that is both professional and encouraging (because workers using the system will be doing so for the first time and may be intimidated by the computers after years of a paper-based system), how do you judge the tone that you read here? Are the words appropriate to new users who are also professionals who may have worked with Cap-Hays for many years?
● You have only a portion of the manual to examine. What are the possible dangers in examining only part of the text? Can you think of any advantages?

Getting Started

Examine the pages of the manual's introduction found on the following pages and read them carefully. Briefly analyze what you see as the manual's purpose and audience in some notes to yourself. In your examination, consider whether the tone established by the manual has adequately addressed the purpose and audience as you understand them. Feel free to make lists and expand on arguments as you require for the notes to be useful to you. This material, along with the outline under the next heading, are not to be submitted; they are for your use only.
Organizing Information

Using your notes, write up a detailed outline of the points you plan to make in your memo to Jody.
The following sections under the bold headings should be submitted to D2L as your response to this writing case. While you will likely create these as separate documents, combine them into a single .doc or .docx file for submission to D2L.

Major Task 1

Prepare a memorandum on your findings for Jody. The memo should present your informed opinions about the manual and provide numerous examples of important areas of concern from the manual. As an added precaution, it will be helpful for the memo to provide a brief summary in case Jody wants to use it as a quick reference as she talks with Capitani later on Monday. Keep in mind what a summary ideally needs to do for readers-users. Think through, as well, all of the contextual issues surrounding what you write in the rest of the memo and how you write it. Although Jody clearly wants your input, she has admitted to having already formed her opinion of the manual. And, though she says she doesn't want you to feel as though you have to agree with each other, she's obviously decided to ask you, at least partly because she's curious about how you'll respond. Clearly, your job does not rest on how well you perform this task; however, the intangibles (such as making certain kinds of impressions) are the things that often help to persuade people about your abilities. Given the contextual elements, think through what appropriate appeals you may make in an explanation of your findings.

Follow-up Task

Jody appreciated the memo you provided that contained your careful, detailed examination of the manual. The two of you largely agreed about the effectiveness or ineffectiveness of the technical manual, and Jody told you later that she used your summary as a point of reference when she spoke with Cappy later on Monday.

A week later, Jody tells you that Cap-Hays decided to adopt Speed Check. You hear nothing for two weeks. Then Jody comes to your office. Capitani was so impressed with your thoroughness that he has asked if you would have the time and interest in accepting a freelance job-on your own time-to revise the Speed Check manual. While the program is important to Cap-Hays as a labor management coordination system, the manual clearly has some problems that Capitani would like to work out before they implement the program in six weeks. Jody says that there is no conflict of interest if you accept the offer, and the decision is completely up to you. However, she does warn that this could really eat up your free time.

Capitani has asked that you write him a letter accepting or declining. If you accept, (and for this assignment, you will accept), he would like you to propose a salary for your freelance work as well as a detailed and descriptive timetable for when he can expect each segment of the work to be completed. Right now, the manual has 84 pages, each of which contains about the same amount of text as you have seen in the introductory section. Write a letter to Capitani in which you accept the freelance work.

Capitani's address is:

Joseph Capitani, Plant Supervisor
Cap-Hays Manufacturing

P.O. Box 22164

Ginger, Alabama 01285
Universal Management Systems is also located in Ginger, Alabama. You may make up the street address. You also live in Ginger. 
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INTRODUCTION

OBJECTIVES:

* Learn how to use your terminal and how to log off and on Speed
Check

*  Learn about Speed Check's many uses

* Explain how commands and menus work

Welcome

Welcome to the Speed Check training class! You are about to become one of
the elite members of a fast-growing group of people who know and use
Speed Check to their advantags 1o eliminate problems of collecting atten-
dance and labor information. We hope you'll enjoy the next few hours as you
leam about our system. We believe that with the assistance of Speed Gheck
you will be able to better manage your area and your employees' labor

tecord. It does require your commitment 1o the outiined procedures, and with
that commitment you will find Speed Gheck to be a tremendous ool for you

You will have instant access to:

* Wholsatwork
© Why people are absent

* Wihere people are working
- Hourly wages and deductions
* Caloulateftransfer hours into payroll

The objectives of Speed Check are to provide:

* Alotof useful information about employees
* Thatis accurate
© Andcurrent

* With almost no paperwork





[image: image2.png]THETIME AND ATTENDANCE MONITOR
Used by employess to clock in and out and clock in and out of a divi-

sion
* Replaces timeclocks and hand written and hand-figured payrolls
“ Supervisors know who is at work and who isn't

* Tracks vacation, sick, and personal hours

* Basis for effective cost accounting

* Can be recalled for historical accuracy

Payroll Monitor
Transfers attendance information to the payroll system

* Eliminates duplication and mistakes

* Eliminates manual payroll sheets

*  Savestme

* Can be recalled for historical accuracy

Speed Check Main Commands
All commands start with the first two letters of the action

-AD ADD

-CH CHANGE

- usT

-ut uTILITY

-DE DELETE

-RE REPORT

TR TRACK

-RC RECALL

-BA BACK ONE SCREEN

COMMAND FORMAT

AD§22
= Aspecial édigit number
indicates what function
You want to perform

A period goes second

The command goes first





.
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You will be given instructions on how to log into the Speed Check system in
your training session. Please writs them here:

SYSTEM LOGON PROCEDURE:

In order to log onto the system you must be at a dollar prompt (8) to begin
typing our open command.

Type the Open Command as follows:

OPEN ABC1234.SPEED.71HWY

e

space  employee employee i.d.#
|n|t|a|l

‘The system will then ask you for your password. You will enter this pass-
word each time you log on, so do NOT forget the six-digit word you choose.

Your Terminal
Listed below are some general rules to follow as you use your terminal:

1) Spoeed Check only works with UPPERCASE letters. Always

make sure that the CAPS LOCK key is depressed for typing
‘words.

2)  Youcan correct errors by typing the BACKSPACE or DELETE key.





[image: image4.png]3)  There are four arrow keys on the keyboard. Don't use them,

4) Wnen you are done typing, hit the carriage RETURN key. The com-
puter will not respond to the command o record any data unless you
have hit RETURN

5) Do NOT use the TAB key.

6) Do NOT use any keys marked INSERT LINE, INSERT CHARAGTER,
etc.

Introductory Workshop

In this workshop you will practice what you have learned from this section,

Stop 1: Make sure the power to the terminal is on.
Step 2: Using the logon instructions, please log into the system
Step 3: You will see & welcome message and then a message

fo hit the RETURN key. Do so now.

Step 4: You are now at the main menu. After the $ prompt,

SELECT A FUNCTION KEY, type LI888. What hap-
pened? Why? Wite your answer here.

Step6: Follow the instruction on the screen until you are back at

the main menu. Now type L1.008. This is the command
1o list an employee's detall information. You will now seo
a prompt to ENTER YOUR CLOCK NUMBER. Please
enter your employee number. You will see another
prompt for EMPLOYEE NUMBER. Please enter 0001.
You should see some information about employee 0001
on your screen.
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step

What s employee 0001's name?

Wich shift does employee 0001 work?

What department s he or she In?.

When was his or her last siok day?

You should now be at the EMPLOYEE NUMBER prompt
again. Do you remember how to get out of this com-
mand when you are finished? What do you type to go

back to the menu? Please type that now.

Atthe SELECT A FUNCTION KEY prompt, pleas hit
F3_ What happened?

Use the function keys to go back to the main menu.

You have just completed the introductory training session for Speed
Check. Congratulations! You are ready to move on to the next section.
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