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ALLAMA IQBAL OPEN UNIVERSITY, ISLAMABAD 

Course: Basics of Technical English (1425)  •  Level: BA/BS 

Semester: Autumn 2026 

Assignment No. 1 (Units 1–5) 

Total Marks: 100  •  Pass Marks: 50 

SOLVED ASSIGNMENT GUIDE 

(For Study & Reference) 

Note: This guide is prepared for study and reference purposes. Students are advised to read the relevant 

units of the course book, understand the concepts, and write the assignment in their own words. Do not 

copy verbatim. 

 

Question 1: Globalization, Localization and Cultural Awareness in 

Technical Communication (20 Marks) 

Q.1  Globalization has increased the need for cross-cultural communication. Discuss the 

concepts of globalization, localization, and cultural awareness in technical communication, and 

identify the communication problems that arise when cultural differences and audience 

expectations are ignored. (20) 
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Introduction 

Technical communication was once written for a reader who lived in the same country, spoke 

the same language and shared the same habits as the writer. That situation no longer exists. A 

software manual written in Lahore may be read the same week in London, Dubai and Kuala 

Lumpur; a safety instruction prepared for a machine exported from Germany must be 

understood correctly by a technician in Pakistan who has never seen snow, let alone the 

symbols used on European warning labels. Globalization — the growing economic, 

technological and cultural interconnection of countries — has therefore changed technical 

communication from a local craft into a cross-cultural activity. This answer explains what 

globalization, localization and cultural awareness mean for the technical writer, and then 

identifies, with examples, the practical problems that arise when cultural differences and 

audience expectations are ignored. The central argument is simple: in a global market a 

document does not fail only when its facts are wrong; it also fails when its words, images, 

colours, dates, units and tone mean something different — or something offensive — to the 

reader who receives it. 

The Concept of Globalization 

Globalization is the process by which businesses, technologies, information and cultures move 

across national borders and become worldwide in scope. Multinational companies sell the 

same product in dozens of countries, supply chains cross several continents, and services such 

as banking, education and health care are delivered online to users everywhere. For technical 

communication, globalization has three direct consequences. First, the audience is no longer 
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homogeneous: one document may serve native speakers, second-language readers and readers 

who use the document only in translation. Second, the cost of misunderstanding has risen: an 

unclear instruction that once caused a local complaint can now cause a product recall, a legal 

dispute or an accident in another country. Third, communication has become continuous and 

instant: emails, chat messages, video calls and help pages cross time zones and cultures within 

seconds, leaving no time for a local intermediary to soften or explain a badly worded message. 

Globalization does not, however, make cultures identical. People may buy the same phone in 

Karachi and in Kansas, but they still differ in language, religion, family structure, attitudes to 

authority, punctuality, directness in speech, and even in how they read a page — left to right or 

right to left. The technical writer therefore works between two pressures: the need for one 

consistent, economical message, and the need for that message to be genuinely usable by very 

different readers. The two concepts that manage this tension are internationalization, 

localization and cultural awareness. 

Localization: Adapting the Message to the Reader 

Localization is the process of adapting a product and its documentation for a specific local 

market — its language, culture, laws and conventions. It is much more than translation. 

Translation converts words; localization converts the whole communication experience. A 

localized user guide changes not only the language but also date formats (12/03/2026 means 

12 March in Pakistan and Britain but March 12 in the United States, and is dangerously 

ambiguous in a dosage or deadline instruction), units of measurement (miles or kilometres, 

Fahrenheit or Celsius, pounds or kilograms), currency, paper size, address and telephone 
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formats, examples and names, photographs and illustrations, and even colours and icons whose 

meanings differ between cultures. 

Closely related is internationalization: designing the original document and product so that 

localization is possible without redesigning everything. Writers who internationalize leave space 

for translated text that expands, avoid idioms and jokes that cannot travel, use simple 

controlled sentences that translators can handle, separate text from graphics so words inside 

pictures can be replaced, and use standard symbols cautiously after checking what they mean 

locally. In short, globalization creates the need, internationalization prepares the document, 

and localization delivers the version each audience can actually use. 

Cultural Awareness in Technical Communication 

Cultural awareness is the writer's conscious knowledge of, and sensitivity to, the values, beliefs 

and communication habits of the audience. It operates at several levels. At the level of 

language, cultures differ in directness: some readers expect a request to be stated plainly, while 

others consider a blunt instruction rude and expect politeness markers, greetings and indirect 

phrasing. At the level of relationship, cultures differ in hierarchy: in high power-distance 

cultures a junior employee may never openly question a senior's instruction, so a manual that 

says 'ask your supervisor if unsure' works, while a document that encourages challenging a 

decision may be ignored. Cultures also differ in individualism and collectivism, which affects 

whether a message should address personal achievement or group duty; in attitudes to time, 

which affects how deadlines should be stated; and in non-verbal conventions — gestures in 
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photographs, images of dress, food, animals, religious symbols, and colours such as white, 

associated with weddings in some cultures and mourning in others. 

Cultural awareness is therefore not decoration added at the end. It shapes audience analysis, 

the first stage of writing: Who are these readers? What language do they read best? What do 

they already know? What will offend, confuse or mislead them? What legal and religious 

requirements apply in their country? A culturally aware writer answers these questions before 

drafting, tests the draft with local reviewers where possible, and treats a local reader's 

objection as evidence about the document, not as oversensitivity. 

Problems That Arise When Culture and Audience Expectations Are Ignored 

 Misunderstanding and error: Idioms, slang, abbreviations and culture-bound examples are 

taken literally or not understood at all. An instruction such as 'the system will be up in a 

jiffy' or a warning that relies on a local sports metaphor leaves the international reader 

guessing — and guessing about a safety step can injure someone. 

 Offence and loss of trust: Images, gestures, colours or examples that are harmless at home 

may insult religious or social values abroad. A brochure showing an inappropriate gesture or 

dress, or a training example built around a forbidden food or drink, can destroy a company's 

reputation in that market even though every technical fact in it is correct. 

 Wrong actions from different conventions: Dates, numbers, units and symbols that are not 

localized produce real operational mistakes — a maintenance date read a month late, a 

temperature set in the wrong scale, a decimal point read where the local convention uses a 

comma. 
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 Legal and regulatory failure: Labelling, privacy, health-and-safety and consumer-protection 

rules differ between countries. A document that ignores them may make the product 

unsellable, expose the company to fines, or invalidate warranties. 

 Audience resistance and non-use: Readers who feel the document was not written for them 

— wrong names, alien examples, a disrespectful tone — simply stop using it. They improvise 

instead, which defeats the entire purpose of technical documentation and support. 

 Failed teamwork: Inside multinational teams, ignoring differences in directness, hierarchy 

and attitudes to time produces missed deadlines, unreported problems and meetings in 

which some members never speak, so decisions are made on incomplete information. 

These problems share one feature: none of them appears in a spell-check. A document can be 

grammatically perfect and still fail completely abroad, because communication succeeds only 

when the reader receives the meaning the writer intended — and meaning is carried by culture 

as much as by vocabulary. 

Conclusion 

To conclude, globalization has made every technical writer a cross-cultural communicator 

whether he or she wishes it or not. Localization adapts language, format, examples and design 

to a specific market; internationalization makes that adaptation possible; and cultural 

awareness — knowledge of the audience's values, directness, hierarchy, symbols and 

expectations — guides both. When writers ignore these things, the results are 

misunderstanding, offence, operational error, legal risk and documents that readers abandon. 

The remedy is disciplined audience analysis, plain translatable language, local review and 
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genuine respect for the reader. In technical communication, respecting the reader's culture is 

not politeness added to the work; it is part of the work itself. 

Question 2: Feasibility Reports and Recommendation Reports (20 

Marks) 

Q.2  Feasibility reports and recommendation reports are important tools in organizational 

decision-making. Discuss the purpose and structure of both report types and analyze how they 

help organizations solve problems and make effective decisions. (20) 

Introduction 

Organizations constantly face questions they cannot answer by opinion alone: Should we buy 

this machine or repair the old one? Can this project be completed with the staff and money we 

have? Which of three suppliers should we choose? Reports exist to answer such questions with 

evidence instead of guesswork. Among the most useful are the feasibility report, which 

examines whether something can and should be done at all, and the recommendation report, 

which compares options and advises which course of action to take. The two are closely related 

— a recommendation often grows out of a feasibility study — but they are not identical, and 

confusing them produces weak decisions. This answer explains the purpose and structure of 

each type and then analyzes how both help organizations solve problems and decide 

effectively. 
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The Feasibility Report: Purpose 

A feasibility report investigates whether a proposed idea, project, purchase or change is 

practical, affordable and worthwhile before the organization commits serious resources to it. Its 

governing question is: 'Can we do this, and is it worth doing?' Feasibility is normally examined 

from several angles. Technical feasibility asks whether the technology, skills and infrastructure 

exist. Economic feasibility asks whether the benefits justify the costs, including hidden costs 

such as training, maintenance and downtime. Operational or organizational feasibility asks 

whether the proposal fits the way people actually work and whether staff will accept it. Legal 

feasibility asks whether laws, regulations and contracts permit it, and schedule feasibility asks 

whether it can be done in the time available. A proposal may pass three tests and fail the fourth 

— a system may be technically excellent but unaffordable, or affordable but impossible before 

the deadline — and the report's job is to expose that fact early, while changing course is still 

cheap. 

Structure of a Feasibility Report 

 Introduction: the problem or proposal, who requested the study, and what decision the 

report must support. 

 Background and description of the proposal: what exactly is being considered, stated 

precisely enough to be tested. 

 Criteria: the standards against which feasibility will be judged (cost ceiling, required 

performance, deadline, legal requirements), stated before the evidence so the judgement 

cannot be rigged afterwards. 
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 Method and evidence: how information was collected — quotations, trials, site visits, 

interviews, financial calculations. 

 Analysis of alternatives, including the option of doing nothing, tested criterion by criterion. 

 Conclusions: whether the proposal is feasible, feasible with conditions, or not feasible. 

 Recommendations: the action that follows from the conclusions, with the next steps 

named. 

The discipline of this structure is its value. By separating criteria from evidence, and evidence 

from conclusions, the report makes its reasoning visible. A manager who disagrees can point to 

the exact step — a criterion, a figure, an assumption — instead of rejecting a vague impression. 

The Recommendation Report: Purpose and Structure 

A recommendation report begins where choice, not possibility, is the problem. Several 

workable options exist, and the organization must select one. Its governing question is: 'Which 

option is best for us, and why?' Typical cases include selecting software, choosing a contractor, 

locating a new branch or deciding between repairing and replacing equipment. The writer 

investigates each option against agreed criteria, presents the comparison fairly, and then 

recommends one option — clearly, early enough that a busy reader cannot miss it, and with 

reasons strong enough to survive challenge. 

Its structure normally contains an introduction stating the problem and the recommendation in 

brief; background explaining why a decision is needed now; the criteria for judgement; a 

description of each alternative; an evaluation comparing the alternatives against the criteria, 

often in a table; conclusions; and a full recommendation section giving implementation steps, 
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costs and responsibilities. Unlike a purely informational report, a recommendation report is 

openly persuasive — but its persuasion must rest on documented evidence, not on the writer's 

preference, and honest reports state the disadvantages of the option they recommend, 

because a recommendation that hides a weakness destroys the writer's credibility when the 

weakness appears, as it always does. 

Table 1: Feasibility report and recommendation report compared 

Feature Feasibility Report Recommendation Report 

Main question Can and should this be done? Which option should we choose? 

Starting point One proposal (sometimes with 
variants) 

Two or more workable alternatives 

Core test Technical, economic, operational, 

legal and schedule feasibility 
Comparison of alternatives against 

agreed criteria 

Typical outcome Feasible / feasible with conditions / 
not feasible 

A named option recommended, 
with implementation steps 

Reader’s decision Whether to proceed at all Which course of action to approve 

 

How These Reports Help Organizations Solve Problems and Decide Effectively 

First, they convert problems into evidence. A complaint such as 'the old system is too slow' 

becomes measured data — processing times, error rates, maintenance costs — against which 

any solution can be tested. Second, they prevent expensive mistakes: the cost of a feasibility 

study is small beside the cost of a failed project, and many bad projects look attractive until 

someone is required to write down their full costs and risks. Third, they make decisions 

comparable and fair. When suppliers or departments are judged against criteria published in 

advance, favouritism and personal influence shrink, and disappointed parties can see why they 

lost. Fourth, they create a record. Months later, when results are reviewed, the report shows 
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what was known, what was assumed and why the decision was taken, which protects honest 

decision-makers and exposes dishonest ones. 

Fifth, they improve implementation, because a good report does not stop at 'yes' or 'option B'; 

it states conditions, risks and next steps, so the approved decision arrives with the beginnings 

of a plan. Finally, they build organizational learning: criteria, cost models and lessons from one 

study are reused in the next, so the organization decides better each time instead of re-arguing 

first principles. None of this happens automatically, of course. A report helps only if its data are 

honest, its criteria are agreed before results are known, and its writer is free to conclude 'not 

feasible' when that is the truth. A feasibility report commissioned to decorate a decision 

already taken is worse than useless, because it lends false authority to a bad choice. 

Conclusion 

In conclusion, feasibility reports answer whether a proposal can and should be done, testing it 

technically, economically, operationally, legally and against the schedule; recommendation 

reports answer which of several workable options should be chosen, comparing them against 

agreed criteria and advising a course of action. Both share the same discipline — stated criteria, 

collected evidence, visible reasoning and clear conclusions — and that discipline is exactly how 

they help organizations: they replace opinion with evidence, expose risk before money is spent, 

make comparisons fair, leave an accountable record and turn decisions into implementable 

plans. Used honestly, they are among the most practical forms of technical communication an 

organization possesses. 
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Question 3: The Technical Communication Process and the Cost of 

Failure at Each Stage (20 Marks) 

Q.3  Technical communication is a systematic process involving the collection, organization, and 

presentation of information. Discuss the major stages of the technical communication process 

and evaluate how failure at any stage may reduce communication effectiveness. (20) 

Introduction 

A clear manual, a convincing report and a usable website look effortless when they succeed, 

but none of them is an accident. Behind every effective technical document lies a systematic 

process: someone identified a need, analyzed an audience, collected and verified information, 

organized it into a structure the reader could follow, drafted and designed it, tested and revised 

it, and finally delivered and maintained it. Technical communication is therefore best 

understood not as 'writing' in the narrow sense but as a chain of connected stages, each of 

which prepares the next. Like any chain, it is only as strong as its weakest link: brilliance at one 

stage cannot rescue failure at another. This answer describes the major stages of the process 

and evaluates, stage by stage, how failure reduces effectiveness — often in ways the writer 

never notices, because the reader who fails simply gives up in silence. 

Stage 1: Planning — Defining Purpose, Scope and Audience 

Every document begins with questions, not sentences. What is this document for — to inform, 

instruct, persuade or record? Who will read it, what do they already know, what language and 

reading level do they have, and in what situation will they use it — at a desk, on a factory floor, 
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on a phone screen? What must it cover and, equally important, what must it leave out? 

Planning also settles practical matters: deadline, length, format, reviewers and budget. 

Audience analysis belongs here, and in modern practice it includes cultural and accessibility 

considerations as well. Failure at this stage is the most expensive of all, because every later 

stage faithfully executes a wrong plan: the team produces an expert-level document for 

beginners, or a detailed reference for readers who needed a two-page quick guide, and no 

amount of elegant writing can repair a document aimed at the wrong person for the wrong 

purpose. 

Stage 2: Research — Collecting and Verifying Information 

Technical writing stands or falls on the accuracy of its content, so the second stage is research: 

reading existing documents and standards, interviewing subject-matter experts, observing the 

task being performed, testing the product, and consulting reliable data. The writer must verify 

facts rather than copy them, because errors reproduce: a wrong specification copied from an 

old brochure will be trusted precisely because it now appears in a new official document. 

Failure here produces the most dangerous kind of document — a beautifully written one that is 

wrong. A misstated dosage, torque value, deadline or legal requirement does not merely 

reduce effectiveness; it can cause damage, injury or liability, and it destroys the reader's trust in 

everything else the organization publishes. 

Stage 3: Organization — Arranging Information for the Reader 

Collected information is still not communication; it must be organized into an order the 

reader's mind can follow. Organization means dividing content into logical sections, choosing 
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patterns appropriate to the purpose — chronological order for procedures, most-important-

first for reports and news, comparison for evaluations, problem-to-solution for proposals — 

writing headings that genuinely predict content, and adding tables of contents, introductions 

and summaries that act as signposts. Failure at this stage produces the document readers 

describe as 'all in there somewhere': the facts exist, but they cannot be found under pressure. A 

technician who cannot locate the emergency step in thirty seconds does not have a usable 

manual, whatever its page count. Poor organization thus converts correct information into 

ineffective communication purely through inaccessibility. 

Stage 4: Drafting and Design — Writing and Presenting 

Only now does drafting begin: writing in clear, direct language, constructing sentences the 

reader can parse once, using terminology consistently, and supporting the text with headings, 

lists, tables, graphics and page design that reveal the structure visually. Drafting and design are 

one stage, not two, because readers meet the page before they meet the sentences: layout 

tells them what is a heading, what is a warning and what is an example. Failure here takes 

familiar forms — long tangled sentences, jargon used to impress rather than inform, 

inconsistent terms for the same thing, walls of unbroken text, and graphics that decorate 

instead of explain. Each failure taxes the reader's attention, and attention is the scarcest 

resource in communication; readers who must spend it decoding sentences have none left for 

understanding content. 
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Stage 5: Review, Testing and Revision 

No first draft should reach its audience untested. This stage includes self-review, technical 

review by subject experts for accuracy, editorial review for language and consistency, and — 

most revealing of all — usability testing, in which a real reader tries to use the document to 

perform the task while the writer watches silently. Almost every test exposes something the 

writer could not see: a step everyone takes for granted, a term that means something else to a 

newcomer, a diagram read backwards. Failure to review produces documents carrying errors 

that were cheap to fix and expensive to publish; failure to test produces documents that are 

correct but unusable, which is only a politer form of failure. Skipping this stage is usually a 

schedule decision, and it is almost always a false economy, because the audience performs the 

testing anyway — in production, at the worst possible moment. 

Stage 6: Production, Distribution and Maintenance 

The final stage delivers the document through the right channel — print, PDF, help system, web 

page or message — in a format the audience can actually open, find and search, and then keeps 

it alive. Technical documents decay: products are updated, rules change, contact details expire. 

Maintenance means version control, revision dates and the withdrawal of obsolete copies, 

which otherwise continue to circulate and contradict the current version. Failure here is quiet 

but total: the perfect document that sits in the wrong folder, behind a broken link, or beside 

three outdated versions of itself communicates nothing. A communication process that ends at 

'written' instead of 'received, used and current' has stopped one stage too early. 

Table 1: Stages of the process and the effect of failure 
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Stage Main Work Effect of Failure 

1. Planning Purpose, scope, audience analysis Right content for the wrong reader 

or purpose 

2. Research Collecting and verifying facts A polished document that is 

factually wrong 

3. Organization Structuring, headings, signposting Correct facts that readers cannot 
find 

4. Drafting & design Clear writing, layout, graphics Content readers cannot follow or 
finish 

5. Review & testing Expert review, usability testing Fixable errors and unusable steps 
reach the audience 

6. Delivery & maintenance Publishing, updating, version 
control 

An accurate document that is never 
found, or is out of date 

 

Conclusion 

To conclude, technical communication is a systematic process of planning, research, 

organization, drafting and design, review and testing, and delivery with maintenance. Its stages 

are dependent, not independent: planning errors misdirect all later work, research errors 

poison accurate-looking documents, disorganization hides correct facts, weak drafting exhausts 

the reader, skipped testing publishes avoidable mistakes, and neglected delivery or updating 

strands good work where nobody finds it. Effectiveness is therefore not a talent applied at the 

keyboard at the last moment; it is the accumulated result of doing each stage properly. 

Organizations that respect the whole process produce documents readers trust and use; 

organizations that treat communication as 'just writing it up at the end' pay for the shortcut in 

errors, support calls, rework and lost credibility. 
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Question 4: Direct Expression, Clear Sentences and Appropriate 

Language (20 Marks) 

Q.4  Technical writing aims to communicate information accurately and efficiently. Discuss the 

importance of direct expression, clear sentence construction, and appropriate language use in 

technical communication, and evaluate the problems that may arise when these principles are 

ignored. (20) 

Introduction 

Technical writing is judged by a stricter standard than most other writing. A novel may reward a 

reader who lingers over ambiguous sentences; a maintenance instruction, a medical leaflet or a 

software guide fails the moment its reader has to guess. The purpose of technical 

communication is to transfer information accurately and efficiently — often to a busy, tired or 

non-specialist reader, sometimes in an emergency — and style is therefore not decoration but 

function. Three principles carry most of that function: direct expression, which says things 

plainly and in the order the reader needs them; clear sentence construction, which makes each 

sentence understandable at first reading; and appropriate language, which matches vocabulary 

and tone to the audience and the purpose. This answer discusses the importance of each 

principle and evaluates the problems that follow when they are ignored. 

Direct Expression: Saying It Plainly and Early 

Direct expression means stating the main point at once, preferring the active voice, using the 

imperative for instructions, and removing words that carry no information. Compare 'It is 
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requested that all staff members should ensure the submission of their reports prior to the 

deadline' with 'Submit your report before Friday.' The second version is shorter, names the 

actor, states the action and sets the time — and it is not ruder, merely clearer. Directness 

matters for four reasons. It saves the reader's time, which in a workplace is literally money. It 

reduces ambiguity, because indirect constructions hide who must do what: 'the forms should 

be checked' leaves open by whom, and tasks assigned to everyone are done by no one. It aids 

translation and second-language readers, who form a large part of the modern technical 

audience and who struggle most with idiom, hints and buried main points. And it creates 

accountability, because a direct instruction can be confirmed, followed and checked, while a 

vague one can be endlessly reinterpreted when something goes wrong. 

Clear Sentence Construction 

A clear sentence can be understood correctly the first time it is read. Building such sentences is 

a learnable craft with recognizable rules: keep sentences to a manageable length; keep subject 

and verb close together; put the main idea in the main clause rather than burying it in a 

subordinate one; avoid stacking nouns and prepositional phrases; use parallel structure in lists 

so the reader can predict the pattern; place modifiers next to the words they modify; and 

prefer positive statements, since double negatives force the reader to perform logic before 

comprehension. Consider the difference between 'Due to the fact that the valve, which was 

installed in the previous maintenance cycle, is not functioning in the manner intended...' and 

'The valve installed last month is not working properly.' Nothing of substance is lost and a great 

deal of effort is saved. 
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Clear construction matters most where readers are under pressure. Nobody reads a fire 

procedure, a dosage instruction or an error message for pleasure; these texts are consulted at 

the worst moments, often by frightened or hurried people. A sentence that must be re-read in 

calm conditions may simply be misread in urgent ones, with consequences far beyond style. 

Consistency is part of clarity too: using one term for one thing throughout — not alternating 

'press', 'click', 'tap' and 'select' for the same action — because readers reasonably assume that 

a change of word signals a change of meaning. 

Appropriate Language Use 

Appropriate language means choosing vocabulary, formality and tone that fit the audience, the 

subject and the relationship between writer and reader. Its main elements are: plain words 

over inflated ones ('use' not 'utilize', 'about' not 'in respect of'); jargon used only where the 

audience shares it and defined where it does not; precise and concrete wording ('within 24 

hours', not 'soon'; '5 mg', not 'a small dose'); unbiased and respectful language that does not 

exclude or insult any group of readers; and a tone matched to the situation — firm in a safety 

warning, courteous in a complaint reply, neutral in a report. Appropriateness is not the same as 

simplicity for its own sake: writing for engineers in baby language insults them and, worse, loses 

distinctions they need. The rule is fitness, not plainness at any price — the simplest language 

that still says exactly what must be said, to the audience actually being addressed. 

Problems When These Principles Are Ignored 

 Misunderstanding and error: Indirect, tangled or vague writing is interpreted differently by 

different readers, and in instructions the most confident wrong interpretation is acted on. 
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Ambiguity about actors, quantities, times and conditions is the single most common 

language cause of workplace mistakes. 

 Delay and extra cost: Every unclear document generates its own support industry — 

clarification emails, meetings to explain the previous meeting, help-desk calls and re-issued 

versions. The writer saves ten minutes; a hundred readers lose ten minutes each. 

 Safety and legal risk: Warnings that hedge ('it may be advisable to...') are ignored, and 

contracts, specifications and compliance documents written loosely are argued over 

expensively. In regulated fields, imprecise language can void approvals or create liability. 

 Loss of credibility: Readers judge an organization's competence by its writing. A company 

whose manual is confused is assumed to have a confused product; inflated, pompous 

language is read as an attempt to hide weak content, and usually the reader is right. 

 Exclusion of readers: Unnecessary jargon, idiom and culture-bound phrasing shut out 

newcomers, second-language readers and readers with lower literacy — often exactly the 

audiences technical documents exist to serve. 

 Conflict and damaged tone: Inappropriate language — abrupt where courtesy is needed, 

joking in a serious notice, biased wording — creates disputes about manner that bury the 

message itself. 

Behind these problems lies one pattern: the cost of unclear writing is not paid by the writer but 

transferred, multiplied, to every reader. That is why these principles are ethical as well as 

technical. Respecting the reader's time and understanding is the writer's professional duty, and 

organizations eventually pay for documents their writers did not bother to make clear — in 

support costs, in errors, in accidents and in reputation. 
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Conclusion 

In conclusion, direct expression, clear sentence construction and appropriate language are the 

working principles that make technical writing accurate and efficient. Directness names the 

actor, the action and the point at once; clear construction lets each sentence be understood at 

first reading, even under pressure; appropriate language fits words and tone to the audience 

and purpose. Ignoring them produces misunderstanding, delay, cost, legal and safety risk, 

exclusion and lost credibility. None of these principles requires literary talent — only discipline, 

revision and respect for the reader. In technical communication, clarity is not a style choice; it is 

the product. 

Question 5: Research Process for a New Digital Attendance System (20 

Marks) 

Q.5  A company plans to introduce a new digital attendance system for its employees. As a 

member of the research team, explain the research process you would adopt to collect 

information about employee needs, possible problems, and system effectiveness. Discuss how 

proper planning and organization would contribute to better decision-making. (20) 

Introduction 

Replacing a familiar attendance register or card machine with a digital system — a mobile app, 

a biometric device or a web portal — sounds like a purely technical purchase, but attendance 

systems succeed or fail on human evidence: whether employees can use them at a crowded 

entrance at 9 a.m., whether supervisors trust the reports, whether the payroll office gets the 
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data it actually needs, and whether problems such as forgotten passwords, shift patterns, field 

staff and weak internet connections have been discovered before the contract is signed rather 

than after. A research team is therefore appointed to collect information before the decision. 

This answer explains the research process I would adopt — defining objectives, planning, 

collecting primary and secondary data about needs, problems and effectiveness, analyzing and 

organizing the findings, and reporting them — and then discusses how proper planning and 

organization turn raw information into a better decision. 

Step 1: Defining the Problem and Research Objectives 

Research begins by stating precisely what must be known. Our broad aim — 'study the new 

attendance system' — is broken into answerable questions. About needs: How do employees 

currently record attendance, and what difficulties do they report? What do supervisors, HR and 

payroll each need from attendance data — daily reports, overtime calculations, leave balances, 

late-arrival summaries? About possible problems: Which employees might struggle — field staff 

without fixed desks, night-shift workers, employees with older phones, staff at sites with poor 

connectivity? What concerns exist about privacy, especially if biometrics are considered? About 

effectiveness: What would count as success — fewer payroll errors, less time spent on manual 

registers, reduced proxy attendance, faster monthly reporting — and how will each be 

measured? Writing these objectives down, and getting management to approve them, prevents 

the most common research failure: collecting a large amount of interesting information that 

does not answer the decision in front of the company. 
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Step 2: Planning the Research 

Next we prepare a short research plan covering: the population and sample (all departments, or 

a representative sample stratified by department, shift and location, so that head-office opinion 

does not drown out factory and field staff); the methods to be used and why; a timetable with 

milestones; responsibilities within the team; the budget; and the ethical rules — informed 

consent, voluntary participation, anonymity of individual responses and secure storage of 

personal data. The plan also fixes the instruments in advance: questionnaires and interview 

guides are drafted, reviewed and pilot-tested on a small group, because a confusing question 

discovered in the pilot costs an hour, while the same question discovered after two hundred 

responses costs the study. Baselines are recorded at this stage too: current payroll error rate, 

time spent compiling attendance each month and number of attendance disputes, so that the 

new system's effectiveness can later be judged against facts rather than impressions. 

Step 3: Collecting Secondary Information 

Before asking anyone anything, we examine what already exists: current attendance registers 

and payroll records, which reveal real patterns of lateness, overtime and errors; HR files on 

attendance disputes; vendor literature and quotations for candidate systems; published case 

studies of similar companies; and the legal requirements for employee records and biometric 

data in our jurisdiction. Secondary research is cheap and fast, sharpens our questions — the 

records may show, for example, that most disputes concern overtime rather than arrival time, 

which redirects the whole study — and prevents us from asking employees questions the 

company's own files already answer. 
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Step 4: Collecting Primary Information on Needs and Problems 

Primary data collection uses several methods deliberately, because each reveals what the 

others miss. A structured questionnaire goes to the sample of employees covering current 

difficulties, access to devices and internet, preferred method (card, PIN, mobile app, biometric), 

concerns about privacy, and training needs; closed questions give countable results, and a few 

open questions let employees raise problems we had not imagined. Semi-structured interviews 

are held with supervisors, HR and payroll staff, whose needs are different: they explain how 

attendance data flows into salaries, which reports they actually use, and where the current 

system forces manual correction. Focus-group discussions with employees from different shifts 

surface shared problems — the entrance bottleneck, the night shift forgotten by head-office 

planning — and observation at entry points at peak time verifies what people say against what 

actually happens. Finally, a small pilot of the leading candidate system with one department is 

arranged wherever possible, because using a system for two weeks produces evidence that no 

opinion survey can match. 

Step 5: Studying System Effectiveness 

Effectiveness is studied against the criteria set in Step 1. From the pilot and vendor trials we 

measure accuracy of recording, failure rates (unrecognized fingerprints, failed logins), time 

taken per employee at entry, reliability during power or internet interruption, quality and speed 

of reports for payroll, ease of correcting genuine errors, and the vendor's support and data-

security arrangements. Costs are collected in full — purchase, installation, licences, training, 

maintenance and eventual replacement — and set against quantified benefits: hours of clerical 
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time saved, payroll errors avoided and disputes reduced. Employee acceptance, measured by 

questionnaire after the pilot, is treated as an effectiveness factor in its own right, since an 

accurate system that staff resent and circumvent is not effective in any practical sense. 

Step 6: Analyzing, Organizing and Reporting the Findings 

Raw responses are then cleaned, coded and organized: questionnaire results are tabulated in 

percentages and charts, interview material is grouped by theme, and every finding is filed 

under the original research questions — needs, problems, effectiveness — so nothing is lost 

between collection and reporting. Patterns and contradictions are both reported; if supervisors 

and employees disagree about the current system, that disagreement is itself a finding. The 

final report follows the structure of a recommendation report: objectives, methods, findings 

under each heading, conclusions, and a clear recommendation with conditions (for example, 

adopt the app-based system, provide a card alternative for staff without smartphones, and run 

old and new systems in parallel for one payroll cycle). Findings are supported by tables 

comparing the candidate systems against the agreed criteria, so decision-makers can see the 

evidence behind the advice. 

Table 1: Research methods and what each contributes 

Method Main Source What It Reveals 

Records & secondary research Registers, payroll files, vendor & 

legal material 
Real error patterns, costs, legal 

limits, sharper questions 

Questionnaire Sample of employees across 
departments & shifts 

Scale of needs, device access, 
privacy concerns 

Interviews Supervisors, HR, payroll staff Reporting needs, correction 
workload, data flow into salaries 

Focus groups & observation Shift groups; entry points at peak 
time 

Shared problems, bottlenecks, 
actual vs. reported behaviour 
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Pilot trial One department using the 

candidate system 
Accuracy, failure rates, entry time, 

real acceptance 

 

How Planning and Organization Contribute to Better Decision-Making 

Proper planning contributes first by alignment: objectives agreed at the start ensure the 

research answers the decision the company faces, not a different interesting question. It 

contributes secondly by representativeness: sampling across shifts, sites and roles prevents the 

loudest department from deciding for everyone — the classic failure in attendance projects, 

where a system perfect for desk staff collapses for field and night staff. Thirdly, sequencing 

saves money: secondary research before primary, piloting instruments before the full survey, 

and a trial before purchase each catch errors while they are still cheap. Fourthly, baselines and 

pre-set criteria make the final judgement fair and checkable; the chosen system can be 

defended to staff and auditors because the criteria were published before the results were 

known. 

Organization contributes in parallel. Information filed under the research questions, tabulated 

clearly and reported in a standard structure lets busy decision-makers find, compare and trust 

the evidence; unorganized research, however thorough, arrives as a pile of impressions and is 

usually overruled by the strongest personality in the meeting. Organized findings also remain 

usable after the decision: the baseline figures become the benchmark for judging the installed 

system after six months, and the recorded employee concerns become the training and support 

plan for the launch. In short, planning decides what evidence will exist, and organization 

decides whether that evidence can actually be used; decision quality depends on both. 
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Conclusion 

To conclude, the research process for a new digital attendance system moves through defining 

objectives, planning methods and ethics, collecting secondary information, gathering primary 

data on employee needs and possible problems through questionnaires, interviews, focus 

groups and observation, testing effectiveness in a pilot against pre-set criteria and baselines, 

and analyzing, organizing and reporting the findings as an evidence-based recommendation. A 

company that follows this process buys a system its employees can and will use, discovers its 

problems while they are still cheap to solve, and can defend its decision with facts. A company 

that skips it buys a demonstration, a price and a hope — and conducts its research afterwards, 

at full price, in the form of complaints. 
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